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Résumeé

Cet article examine la place du secteur non goaveenmtal dans le processus d’intégration des migrant
forcés en Grande Bretagne. Il examine commetdddership compassionre@meéne ce secteur a obtenir
des résultats extraordinaires, alors que beaucauyrels organisations humaines et sociales troiesgra
difficile d’atteindre si elles n’étaient dotées kgnent que des maigres ressources dont bénéfieignt
groupes non gouvernementaux. Se focalisant sysdigance d’une organisation mere et de ses saselli
opérant dans la région de Berkshire (Royaume UWai}jcle identifie des initiatives de succés quito
contribué a satisfaire les besoins émotionnelsaaret professionnels des migrants. L'article ¢omngie

le secteur non gouvernemental produit ainsi un @keigle bonne pratique qui pourrait largement irspir
d’autres secteurs d’activités. Cette conclusioruéiba un appel a I'allocation de plus de resscaicele
telles initiatives qui préparent les migrants aitayenneté.

Abstract

The paper examines the place of the voluntary séttthe integration of forced migrants in Britain.

It examines how compassionate leadership drivesdhtor to achieve tremendous results that many
other human organisations could find hard to achigith the scarce resources available to voluntary
organisations. Focussing on the experience ofadl smganisation and its satellite groups in Beikesh
(United Kingdom), the paper identifies successfuoitiatives addressing the forced migrants’
emotional, welfare, training and employment neddi® voluntary sector, thus, provides good practice
that could, in many respects, inspire other sectohe paper concludes that such initiatives that
prepare forced migrants for active citizenship nesate support from public bodies and larger
charitable trust.

This paper examines how compassionate leadershiplimtary sector organisations and how voluntary
actions contribute to the successful integratioriooed migrants in the host society. The papso al
examines the importance of strong leadership oatieiy and innovation within refugee-assisting
voluntary organisations, with regards to refugeaing and employment.

The integration of forced migrants is important ¥arious reasons. The issues facing forced migianets
well documented. Lin (1986) has spoken of forcedration as psychological and social disruptions.
Many others authors have contributed to the exaimimaof the conditions of refugees throughout the
world. Whether in developed or developing natiorfugees tend to be seen as outcast and undesirable
Thus, formal government actions to assist forcegtanits are limited in most receiving countries.

It has often been voluntary organisations and tibarihat organise schemes geared at integratiegdo
migrants in host societies. Well known initiativesthe United Kingdom are run by the Red Cross,
Refugee Council, Refugee Action and numerous smaifel local agencies ranging from formally
established charitable organisations to self-hetugs. Usually such organisations lack financiadl an
human resources but strive to operate adequatesdevels that are responsive to the needs of thei
vulnerable clients.

In other terms, voluntary organisations have cated and grown a culture of doing more with less an
helped a multitude of people to rebuild new livegxkile. This benevolent humane devotion is whatdo
be referred to asompassionate leadershil is not easy to define compassionate leadetsbijause this
has been a concept extensively explored by theeauaditerature. Leadership has mostly been adddess
in the political, military and business literaturasd as such has not often considered the coropassi
dimension. Some of the tentative definitions entexad have their origin in charitable and religious



7°™ rencontre du RUIESS Rennes, 24 et 25 mai 2007
L’ESS face a ses responsabilités

organisations. Gospel Light (2007) for instancecdbes compassionate leadership as leadershipsthat
filled with “generosity, believing in people, meadi needs, encouraging friends, getting excited abou
good things that happen to others and challengauple to draw close to God. These are the steps to
compassionate service...and compassionate leader3hig’definition is one that resemble others which
mostly see compassionate leadership as being @&laoing for one’s engagement with other’'s issues,
passionate, driven to serve and identifying itsdgth the needs of others (Servant-Leader Assogiates
2007; Page 1998).

In many respects, compassionate leadership is di@wsehe type of leadership model needed in refugee
assisting voluntary organisations (Page, 1998).

The contribution of voluntary agencies has oftenbeen stressed enough. The devotion of women, men
and young people who help the transition to neizearitship requires more prominent acknowledgement.
This article aims to provide a modest contributiomvards such recognition. The study of refugee
integration cannot ignore the leadership strategfethe multiplicity of voluntary agencies involved
because they can influence how effectively refugaesintegrate their new societies.

METHODOLOGY

The research has focused on a refugee-assistiagisagion, the Slough Refugee Support Group (SRS)
in the UK in 2003. The organisation is referrecao‘the focus organisation’ throughout the papeis |
one of the key agencies in the county strivingdip liorced migrants rebuild their education, tragnand
professional experience and social and psycholbiifean exile. Founded in the late 1990s, thelgro
has gone from a small group of volunteers to becartkearitable organisation and is now run by o¥er 4
people, including non-paid volunteers. It providesious services including welfare advice, educetio
courses and advice as well as befriending to letipve the psychological effects of exile.

Semi-structured interviews involving face-to-faamtacts were conducted with 21 respondents, erablin
the researcher to listen to the experiences of bttt and users. Respondents included 3 paid, gtaff
volunteers and 14 users. The development managetwanother paid staff were interviewed. The paid
staff sample was imposed by its availability. Feolunteers were interviewed because in many respect
they were regarded as integral part of the stafittbough there were restrictions on the duties tha
volunteers could perform unsupervised. Their ragplasence within the organisation indicates certai
knowledge of organisational values, culture andctizas relevant to the research. The client sample
comprised 9 men and 5 women. Eight clients werrvigwed outside of advice sessions and the others
in different locations. The development manager aoldinteers facilitated access to ensure that the
clients trusted the researcher.

LITERATURE REVIEW
L eader ship

The extensive interest in leadership today derik@®s the necessity to cope with fast changing bessn

environments of the 1980s and 1990s dominated igi lsompetition and recession. Redman &
Wilkinson (2006) argue that leadership is of patac importance in the organisation and Crainer
(1996:179) summarises the importance of leadeigtipisiness and management in the following terms:

Leadership is the great intangible of the businessld. Yet, most agree that leadership is a vital
ingredient in business success and that greatrieauske for great organisations).

Leadership is the quality or skill which is mucleded — or rather talked about - in modern busiriess.
important to have a glance at the origins of lesitierliterature before examining what leaders aie a
what makes leadership so singular in contemporayagement thought.

The origins of the practice of leadership are ratydo trace. Cazeneuve (1976:148) argues thastorn
there does not appear to have existed societidsoutithierarchy. The existence of hierarchy and
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stratification in every human society leads to atdeat there have always leaders and followers. In
recent history, two major models seem to have lpe@re consistent in establishing systematic ideas of
leadership. These are the Machiavellian and th#amilmodels. Modern leadership theories developed
from these views.

Machiavelli (1913), inThe Prince explains that the Prince as a leader must “kéembn well-organised
and drilled to follow incessantly the chase”. Thilme Machiavellian leader is pictured as one wisngi
pretension and power, comes to get his subordirtate® what s/he wants defines as right so as to
achieve the objective. Commanding and organisimg cantral in Machiavellian leadership which is
authoritarian as opposed to most contemporary raddedhich the leader is more democratic. However
many of these theories remain deeply influenceiaghiavelli’s ideas.

The other historical leadership model is the mijitaurrent. The re-emergence of leadership on the
agenda in the 1980s followed the military modeltiaying business leaders portrayed as generalavhos
role is to enthuse and motivate corporate troolas @8956) and Adair (1988) are particularly knotam
their strong military approach to leadership. Tbemmon and most important element is the capaltifity
leaders to raise morale in their people. Slim ()}9&8ieves that morale is “that intangible forceietth
can lead a group of people to put their last enarglge work in order to achieve a goal”. This meémat

the leader, having motivated and persuaded hisgg'b(employees or subordinates) of the legitimaicy
the common goals, they all devote their strengthauit counting the cost to themselves.

Modern leadership thinking differs from the Mactafilan and military inspired model in that for most
the practice of leadership involves a great dedtofisensus seeking” and an ability to motivateass|
(1996:207) argues that “in negotiating with groymsi have to think much more about maintaining
relationships”.

For De Vries (1994), for instance, leaders haveathility to excite people in their organisationslamork
hard themselves. They recognise their failuresdeioto remedy them by appointing the right peojsie.
this perspective, the new leader is one who empower employees to do the job. Thus delegation
becomes a key quality of the leader. An interestingect that De Vries identifies is that leadeks |
products, have a life time limit: leaders rise, &lep and fall in decline. Great leaders do not ieroa in
organisations beyond their “practical usefulne3siis analogy encapsulates the principle of demgcrac
in leadership.

These dimensions are explained by Leonard Say#desfinds that leaders facilitate co-ordinationl a
integration in order to have the work done. But ensignificantly, “leaders adopt, modify, adjust and
rearrange the complex task and function interfabes keep slipping out of alignment” (1996:184).
Similar ideas had already been developed by Bnet¢hdé 1960s. Brech (1967) argued that the leader is
involved in several tasks such as giving orders Bastfuctions, answering queries, giving advice,
reprimanding, motivating, supervising, making jua@at, co-ordinating. The leader also allocatesstask
and chooses the methods.

The idea of the leader inspiring, motivating anigrahg workers is also deeply embedded in Burn’'s
(1978) and Kotter's (1990) work. However, in modéme, an influential leadership guru is believed t
be Bennis. Bennis (1985) argues that leaderstagsigll learned by managers willing to put in sainsial
effort but it is fundamentally different from mareagent. He further puts that “to survive in the ttieth
century companies will need a new generation aldes, not managers”. He draws a radical separation
between management and leadership.

Bennis argues that leaders “conquer the contegt,vtiatile, turbulent, ambiguous surroundings that
sometimes seem to conspire against us and willysstéfocate us if we let them, will the manager
surrender to it". Some critiques like Crainer (1998®) find that “it has become something of a catch
phrase, another in a long line of neat aphorisigeh do not, in the end, bring the practitioneanse to
how to actually develop leadership skills”. Howevtte idea of leaders as conquerors of the volatile
environment is relevant to voluntary sector leade this is the line that the rest of the papesymes.
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In summary, the analysis of leadership thinkingvahdhat leaders generally do not only predict or
forecast future developments but they also enligtite way and strive to deliver the organisatiamfr
evil.

1. LEADERSHIPIN VOLUNTARY SECTOR ORGANISATIONS

There have been attempts to make a case for thktoeee leadership differently in the voluntargtee
because the voluntary sector is a discreet aremodt within the economic environment. But what
specificity has the voluntary sector so as to comira different leadership activity? What is leatlgrs
like in the voluntary sector?

1.1. Nature of the voluntary sector

The voluntary sector is defined as the sector tifiacthat does not fall in the private or pubbectors.
The voluntary sector is an incredibly vast fieldhworganisations of varying sizes and purposeseiSth
term it the non-for-profit sector concerned witle frovision of welfare and other charitable serwiltee
education, health, housing campaigning, etc. Adiaok (1992) reveals that,

It is not in any way homogenous. It encompassessth@l group of local women coming together to
support each other through a miscarriage, and natenal agencies such Save the Children or
Greenpeace (...) groups with no paid workers andretivéh hundreds of employees ....

Handy (1976) provides a useful typology of voluptaector organisations. His typology includes three
main categoriesMutual support organisationsonnect people with similar issues and problemghab
they benefit from each other's experience. That beathe starting point for most voluntary organcss
that become larger in the futu®ervice delivery organisatiomsnploy several people and provide formal
services to the need@€ampaign organisationsrect themselves as pressure groups that loblityciawis
and other authorities for a cause.

Though useful, Handy's (1976) typology is not cosmgnsive and Clutterbuck & Dearlove (1996) have
added three more categories. For the latter aythbese are three other types of voluntary sector
organisations that do not fall within the categeridentified by Handy. Fundraising organisations ar
concerned with raising money to donate to otheumtalry groups. Fundraising organisations may not
undertake practical field activities themselveshesr primary purpose is to raise funds, which caier
organisations may not have the staff, resourcediar@to do. Grant-making organisations exist mainl
to distribute funds which they either receive frémmdraising organisations, or legacies from former
members or the public. Trading organisations amglai to business organisations but whose profits
entirely go to charitable purposes.

The focus organisation studied in Berkshire, astraolintary organisations in the UK, is primarily a
service delivery organisation but combines manythnctions such as campaign, mutual support and
fundraising. The organisation in order to deliver $ervices to customers raises its own funds from
various sources, e.g. local authority, charitablests, National Lottery (now Community Fund). The
organisation campaigns on refugee issues at lawdl ragional level and has an input in national
campaign led by larger agencies like the BritisiuBee Council. It organises mutual support growps f
and run by refugees themselves and co-ordinateeihdihg services which fulfil similar function. €h
variety of purposes of voluntary organisations $etdthe thought that a seventh type of voluntects
organisation exists, which has been overlooked bapdyt (1976) and Clutterbuck & Dearlove (1996).
This seventh category is thaulti-function organisation which may combine two or more of the
functions identified by the authors. In practicegny voluntary organisations fall in this seventtegary

of organisations that provide services, campaigihiarprovide mutual support, fundraise, make gtant
others, trade, etc. The hybridity of the latteregaty represents their very strength becausediffisult

for many voluntary organisations to survive by dpijust one thing. Multi-functionality commands
particular types of leadership and managementarvatfuntary sector.
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1.2. Leadership in the voluntary sector

Clutterbuck & Dearlove (1996) provide an interegticcount of what they think the attributes of an
effective voluntary sector leader are. They inmmed a number of leaders in the voluntary sectdr an
came up with traits that govern effective leadgrshithe sector. The major attributes in their aeske
suggest that the good voluntary leader should giredibility, entrepreneurship, inspiration and eshi

It is thought that the success of the group defir@s leaders’ ability to develop and maintanedibility

in the eyes of his/her followers. Credibility ingtsense is seen by Kouzes & Posner (1993) asridape
that "is consistent with the principles and valaesculated by the leader, and is genuinely re$pleot

the intelligence and contributions of followers™ig, for Clutterbuck and Dearlove (1996:25), means
that:

Leaders must first be clear in their own minds ahbeir values and standards and be confidentttiest
have the competence to deliver what they belieke in

It may be added that the values and standardsdnatunity leaders are to deliver are part of whayt
agree with their community base and followers. Wit such an agreement or contract and
communication of the values, implementation of kb&der's values may be problematic because such
values are not shared and possibly understood.

Entrepreneurialeaders are characterised by innovation and opgsrioenew opportunities and the ability
to translate ideas into actions. Voluntary leadeedch the internal and external environments and
develop readiness to seize opportunities that ptese them. These may include new funding
opportunities, less expensive but equally effectraening and development activities for themselaed
their members. Effective voluntary leaders alsanefilom the successes of other groups and have
enormous forecasting and planning abilities.

Theinspirational leader's way of behaving, working and seeing diftepires others. People look to the
leader for not only directions but also exampley. iBspiration, it is meant here motivation that is
developed in others because the leader givesgheekample, acts as a role model. For instankesder
who can demonstrate knowledge and example by do@mg also inspire members to follow in his
footsteps. As Clutterbuck & Dearlove (1996:28) paiat:

In voluntary organisations, which are often undeffed and under-resourced, that extra spurt gfiied
effort is often what makes the difference betwagtsss and failure.

Many voluntary and community projects have beebatisied or attracted the wrath of funders because of
the lack ofethics especially when dealing with financial resourdé$unds are made available to run a
project, the leader has to make the managementcbf feinds transparent. How the money goes to each
bit of the project should be publicised and madailalle to members and the management committee.
Effective leaders, if they should receive paymemt &n activity the payment is set reasonably in
consultation with the group. This avoids suspiciand increases the credibility of the leader.

1.3. Learning from leader ship in the voluntary sector

Clutterbuck & Dearlove (1996:34) provide evidend®att demystifies traditional suggestions that
voluntary management is often unprofessional andteunish. They reject the assumption that it is
always the voluntary sector that has to learn ftbenprivate sector and advocate that the privatose
has something to learn from voluntary organisatidrigey are certainly relieved at the thought tihat t
latter is now being recognised. The example ofNlagonal Westminster Bank shows businesses can
learn from the voluntary sector. The bank has hitefrom the leadership experience of the volyntar
sector. From observing voluntary sector practites organisation has come to change its culture.
Managers have learned the multidisciplinary apgnagEche voluntary sector managers and leaders. Thi
is very perceptible in an activity like event maeagnt where National Westminster Bank's managers
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have learned the wholesome approach of the voluststor leaders who deal with the whole process of
running an event, for instance, from planning te@sion as opposed to the fragmentation of theafeiv
sector.

The research has sought to test these leaderaftgpdnd experience in a voluntary sector organisdb
see how far their application has enabled the ésgtian to grow and become more effective in servic
delivery.

2. INTEGRATION OF FORCED MIGRANTS: TRAINING & EMPLOYMENT

Training and employment could be two important @atlbrs of the successful integration of forced
migrants in the host society. There are natioreaids in refugee training and employment. Below we
consider some recent trends.

2.1. Education and Training

Education for refugees in Berkshire, as in mosthef UK, is provided by traditional providers such a
colleges and adult education centres. College geospurses in English for Speakers of Other Langsiag
(ESOL). These are accessible to asylum seekersedugees. Apart from those courses which have a
more focus on newcomers and asylum seekers, nuatscire mainstream provision and asylum seekers
and refugees are only "welcome" to apply, withdittpecial incentives.

Adult education centres run by local authoritiesvide a number of courses in ESOL, information

technology and creative activities. Although noedfically geared at refugees and asylum seekkies, t

courses are appealing given the large number obnities and newcomers who use adult education
centres. Besides, these large providers, small cégerand voluntary organisations run training and
educational courses which appeal to refugees ayldnasseekers because they are often specifically
designed for them and take into account culturaemity. The focus organisation is one of these
voluntary agencies that have extensive educatesralce provision in Berkshire.

Education and training services for forced migraatsharacterised by basic provision mostly to meet
language and communication needs and trainingafiviéis, in many instances, are not tailor-made. The
culture of "they are welcome to use the servicestiis strong though many studies have suggestat th
educational and training initiatives should be wally sensitive and user-friendly to refugees asgum
seekers in order to increase their participation.

2.2. Employment

In employment, refugees face many difficulties. yhee not allowed to work while their applicatiaor f
asylum is being considered by the Home Office. €hmxeiving positive decisions find it hard to get
job because of difficulties which are many-fold.|l#&ge number have language and communication
problem because the ESOL courses they may have aaieé only have been at basic level and do not
always allow for the acquisition of high level asmamunication skills adequate for the workplaceanr f
advanced studies. Refugees’ qualifications andrexpee are not always recognised in the host cpuntr
and the issue is greater for those who do not tieveriginals of the qualifications obtained.

Other issues that hinder the employment prospédts@ed migrants include the lack of awarenessuaibo
the UK job market and application processes ankl éhconfidence. Discrimination, in all its formis,
not to be ignored. Refugees do not only face tlblpms minorities in the UK face, they face added
disadvantage because of the stigma of being refugee

3. VOLUNTARY SECTOR LEADERSHIP STRATEGIES

As argued earlier, there are various forms of vi@gnorganisations, ranging from formal charities t
small self-help groups. In the refugee assistameld,fthey have a clear common ground which is
translated in their aim, which is to provide preali help to refugees. To achieve this aim, the
organisations have developed integrated stratelgieso the rapid changes occurring in the legistatin
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refugees. By integrated strategies, it is meantdtmbination of determined strategies - long term
planning - and emergent strategies - short terriorectto respond to unpredicted changes (Clayton,
1997:16-18). The focus organisation’s integratedtst)y involves multiples aspects but five paraciyl

are at the core of leadership and include recagnitf the value of human resources, emphasis on
communication, creativity and action, co-operaooo-ordination and marketing.

3.1. Best assets; human resour ces

Voluntary organisations can claim to have the rigibple, people with the compassionate naturene li
with the sector’s business strategy and purpblay staff members are volunteers and in the refuge
field, a large number of volunteers are refugederd is little problem of motivation as most sta#jng
refugees themselves, are already motivated by dbe that they are working for people of similar
condition. The organisations rely strongly on humesources and believe they are able to achieve the
stated aims at present and in future years. Thiisfli® founded on the experience and commitmenhef
staff and volunteers who are the organisations’tmmportant assets. To maintain the quality of ¢hes
human assets and increase their capacity to perfegualar training and development programmes are
organised for all. It was the view of volunteerattthe consistent training, including induction amd
going training and supervision, enables them taimecgood knowledge and skills to deal with a wide
range of situations. A long term volunteer suppbttes view in those terms:

| am a retired woman and wanted to do somethirfeetp people in need. | wanted to volunteer forva fe
months and see but I've now been here for two yaéese the people nurture the volunteers. You feel
that you are doing something useful but also teapfe in charge treasure the work we do

Having placed human resources as primary resowoés)tary organisations set to improve efficiency
by improving internal communication. Effective commmication is achieved by the institution of a

newsletter and other briefings. They hold regulagetings to which volunteers are invited. Such
involvement led to increased commitment, providangort of psychological contract not only between
the volunteers and their managers but also betwe&mteers and clients. This approach to leading
people demonstrates that voluntary sector leadersitid compassionate leadership are mostly
participative leadership in which, for Howell & Gley (2003), leaders involve their community of

followers in the decision-making process.

3.2. Creativity, co-operation and action

Many internal and external changes have taken fdhatehe council has been able to manage them
because, as the Chief Executive of the British BefuCouncil put, “the organisation remains at the
forefront of innovation and expertise in refugesuiss” (BRC, 1996:1-2). Some of these changes ale de

with in the next section.

This plays an important part in realising most lné rganisation’s action plan. The voluntary group
works closely with numerous refugee groups in dual area. Their work therefore fits in the natibna
co-ordinated refugee work in order to manage theces of legislation changes in the 1990s and early
2000s.

3.3. Tirelessfundraisers or beggars?

Emphasis ommarketing and fundraisings a major strategy. It is understood that withselling the
company’s image and ideas to the outside world duldl be difficult to operate effectively, the
organisation being mainly dependent on grants franous sources. Marketing enables the organisation
to be known and this facilitates fundraising atigéd. It is worth stressing again that many volonta
organisations start as a small group of voluntedas are sympathetic to the problem of a particcliant
group. As a result of leadership effectivenessunary organisationgeceive positive comments both
from politicians and the public which staff are weroud of. For instance, a Berkshire Labour M sdi

the voluntary organisation studied in the reseatadn annual general meeting:
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The Group is a very active organisation that pkaygtal Role in the lives of refugees and asyluekses
in the town.

These supportive comments reflect customers’ feddbeported later in this section. However, despit
the good intention, hard work and strategies puydlace, it is important to recognise that thereissaes
and challenges that leadership is faced with invilantary sector. The next section examines sofne o
these issues and leadership responses.

4. CONSTRAINTSOF THE EXTERNAL ENVIRONMENT
4.1. Legidation

All staff interviewed saw new asylum legislation @amplicated, making it difficult to advise clients
Legislation on the entitlement to benefit, edugat@md housing is complex. Some categories of asylum
seekers (those applying for asylum after entetiggcbuntry) for instance are not entitled to caesheffits

and must therefore apply to the National Asylum@upService (NASS), a government body set up to
run a parallel welfare system for asylum seekene fbtal entittement under the NASS system is &aid
be worth only 70% of normal benefit packages. Uagizn makes it impossible for asylum seekers to
apply to study at university and some higher edocatourses. While no law or regulation bans asylum
seekers from applying to universities but the mefees restricts such moves. Asylum seekers, while
awaiting a decision, are liable for higher feesimiversities. This means that an asylum seekeryaqpl

to university will have to find around £6000 peryé¢o fund their studies, which is almost impossibl
The Development Manager explained that:

The fact that asylum seekers cannot work when #neyawaiting a decision presents several diffieslti
This means that we cannot find them work placemdran they come on our training courses. This is a
serious constraint.

The above is just the tip of the iceberg when mes to asylum regulation. In reality there arenfare
regulations around the freedom of asylum seekess.ifstance under some legislation some asylum
seekers are detained while others sent to disparsas throughout the country. This makes it diffito
assist clients and see their progression througiothfer aspect of legislation bans asylum seeken fro
working until they have got a positive decision their asylum application. In practice many asylum
seekers wait a long time for a decision and havpassibility of doing neither education nor worker
impact of legislation is that it restricts the riglof asylum seekers, their entitlement. It makesvwork of
refugee agencies harder as to providing adequateasg The impact of legislation has been immerse
the provision of training and employment serviceadylum seekers.

4.2. Funding for voluntary sector organisations

Funding in the voluntary sector in general remainsig issue. Voluntary organisations rely on grants
from statutory agencies and trusts. There is athengnd hard process of fundraising. In addition to
under-staffing, voluntary organisations need tootieeffort and time on fundraising. If it is notrdg the
service might not be there at all next year. As deselopment manager of the focus organisation
acknowledged:

Fund-raising’s hard and time consuming. It requimes only filling the funders’ application forms tou
also research to find evidence to support the bid.

4.3. Theissue of gtaffing

Staffing is an issue because there are few paikexmr Volunteers are often dedicated and highly
motivated individuals. They give their time withoedmpulsion from management. However, because
volunteers are there for a limited amount of tiraed they may leave anytime, it is a challenge for
leadership to ensure that they have access to laopamlunteers so that the service and its level a
adequately maintained should a volunteer leavbat sotice.



7°™ rencontre du RUIESS Rennes, 24 et 25 mai 2007
L’ESS face a ses responsabilités

It is an added bonus if an organisation has a p&idf devoted to particular task with all the

responsibility, training and authority to make ampact in the workplace and in the community. Pastne

regard the worker differently depending on whetihés a volunteer or a paid staff. In many instagnce
volunteers do practical jobs on-site, e.g. adviséefrienders, childcare workers, kitchen helpers,
cleaners, administrative workers, etc.

4.4, Premises

Voluntary sector often leases buildings from loeathorities. Initially when the focus organisation
moved in the premises were ideal. It was their pnamises where they could develop activities totmee
the needs of customers in confidence. However, ,sadth the increasing numbers of refugees and
asylum seekers coming, the location became smals & something that all the staff interviewed
pointed out. However, there is little the voluntasgctor could do about without major financial
implications. In fact, moving to bigger premisesultbsuggest more money paid in rent and other cervi
charges. This is not affordable to many organisatigarticularly smaller ones. Funders are reludtan
fund the cost of premises or building. The diffiguls reflected in the words of an Administration
Manager:

It's not easy to get money for core funding. Masists are willing to fund activities relating taesit
services but not management and administrative nsgse But without covering those it's difficult to
provide an efficient service.

5.DELIGHTING THE CUSTOMER AGAINST THE ODDS

Customers are the ultimate judges of service qualitd effectiveness. As quality is defined by
customers, the voluntary sector does not escapsctiaginy of their customers. In the research naine
the clients interviewed did not speak of negativenmaries of the services they received. This is an
indication of compassionate and humanistic leaderskhe customers rather portrayed the voluntary
organisation studied positively.

5.1. Place of friendship and familial environment

Within organisations assisting forced migrants, fmadients or customers may have left their coustrie
friends and families back home due to coerciveofactFor many the only place to come to in order to
experience or re-live social human experienceéasldbal refugee-assisting voluntary group. Custsme
appreciated the warm welcome by staff. A numbearustomers termed the focus organisation’s premises
‘a familial place’. A Sikh asylum seeker said eleqtly:

I've been coming here for two and a half years. Wheave problems they help me. It's like a family
here and | don't feel lonely when I'm here.”

A Somali refugee added:
When | come here they give me tea, coffee anddskip; they make me feel at home.

Words and comments like these clients’ demonsthateextent to which services provided by voluntary
groups touch the hearts and lives of users andadwed. Organisations add this dimension to tleimal
service because it helps make other provision refiective. For instance, in the focus organisation,
leaders recognised that without such a friendlyfamilial’ atmosphere, activities like the Job Club
Mum’s Club and English language classes would ctttealow turnout. The voluntary sector often
provides integrated services that meet both cli@stechological and social needs.

5.2. Place of help

Most refugees and asylum seekers are destituteguyarly since the late 1990s when cash benefits a
other entitlements as documented earlier were vatid for a large number of them. The clients would
therefore come to their support group for advicelfave information and assistance. The system is
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complicated and it is not always that the clientdarstand their rights. Advisers in the voluntaggter
advise on rights and entitlements and help comp&éyant forms. Staff and volunteers speak to avelf
agencies on clients’ behalf, particularly as maayndt speak English competently. Customers apgeecia
this significant assistance and their gratefulvess expressed by interviewee from Burundi who thél
researcher:

Staff take time to fill these forms for me. Theyefghone the DSS to sort out my problems. | know |
couldn’t do this myself. I'm very happy about them.

In a county like Berkshire there are few placesigeés could turn to for assistance and socialising.
Indeed, nationally small voluntary agencies filhege gap. They are at the heart of the community an
close to individuals and groups. Such organisatiepsesent maternal or paternal figures in the eyes
service users. Given their vital importance sommalfuare often allocated by government bodies lasgeth
are limited and restricted.

5.3. Place of opportunities

Unemployment rate among force migrants is hugedprdiportionate compared to the national average in
the UK. Nationally, the unemployment rate is 5.3%S Statistics, 2006) but this is around 70% (Bloch
2004) among forced migrants. Many clients therefarme to the voluntary groups for assistance with
jobsearch, including advice on vacancies, compjetipplication forms, CV writing. Although none of
the clients interviewed in the focus organisatieparted finding a job yet, many were confident abou
future prospect with the help of the organisatibaytin dealing with. Clients also found the English
language classes largely beneficial. The cultunsifigeness of the provision made it easier fohbuen

and women, young and older learners to attend.ellvere classes to accommodate difference.

One of the interviewees who found a part time Joboagh the refugee agency explained that:

| would not be able to put together a CV if thesegle (volunteers from the refugee agency) had not
helped me. | never worked in my country and | wassfamiliar with CV writing. They also helped me to
apply for the job I'm doing now. | really thank the

The voluntary agency assisting refugees is oftangdeed as a place of opportunities that could help
rebuild their broken lives. Although most of théealts interviewed were not working then, they thatug
in the long term the educational, training, soeatl other assistance received would pay off. Amothe
female respondent said:

It was only there that you could find out about uwikering opportunities which could give you
experience; you also talked to other people wharathe same situation as you and that make ydu fee
better.

5.4, Servicethat makesadifferenceto lives

Clients and staff including volunteers believe thiong compassionate leadership drives the vaiynta
organisation. Clients were more appreciative oftthman side of the organisation, highlighting giesdi
such friendship, welcoming, helpfulness, and thesseof home and hope they are led to experience.
Clients appreciate the fact that they are not dei#iit by the unpaid volunteers only but also by agers.
Human and social contacts are essentials thatdamigrants, particularly hewcomers, need to build
confidence, self-esteem and make sense of the neinoement. This sense of humanism was clearly
expressed by an Iragi female respondent attendmibthers and Toddlers’ group who thought that

At least here you feel that you are between people.
The rediscovery of social life, or ‘people’, cobtites to the psychological healing process (Had&yRo

2006) that could ponder successful socialisatiahiategration. A volunteer interviewed expressead th
challenge more meaningfully when she argued that:
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If we want these people (the forced migrants) tmfiesocial welfare benefits, unleash their potaisti
and bring valuable contribution to our society, meed to start preparing them now. We need not see
them as tourists or people in transit because méhipe permanent members of our society one day.

The verdict clients deliver on the voluntary orgation is tremendously positive and does not ted@sl
mere politeness to their ‘Good Samaritans’. Thentf were interviewed in different locations, both
the focus organisation’s premises and in other @enBut the views converge in the appreciatiorhef t
quality service they receive.

CONCLUSION

Voluntary organisations harness compassionate igfaige which is leadership not for profit, leadépsh
filled with humanistic values. They develop stgis to achieve their aim and have a strong culbire
doing more with less. In this respect, organisaimom other sectors, including business, couldnlea
from voluntary organisations.

Voluntary organisations operate in an environmemidated by unpredictable change. They are the poor
parents of economic life, having to rely on ben&fadunds to operate. Particularly in the refugee-
assisting sector in Britain, organisations havenbieeed with tremendous changes in immigration and
asylum legislation in the past decade, which hawvedht destitution to their client group. The reraloof
entitlement to cash benefits and educational pravifor asylum claimants in the late 1990a exergdif
this. Although facing numerous difficulties andlignced by external factors coming from the pditic
social, legal realities, the voluntary sector depsl visionary, creative and imaginative leadershat
often overcomes barriers.

Advice and guidance, charitable collection, recneitt campaigns to hire volunteers are some stegtegi
put in place to successfully challenge the adveféects of the external environment. In this respec
Bennis’'s (1985) statement that ‘leaders conquervibiatile environment’ is a living experience in
voluntary sector leadership. Despite resource caings and low pay, leaders in the voluntary selcte
faith in the enterprise and seek to achieve thevdtinresources available. Such resourcefulnesmédy
seen in many human organisations. If businessee ¥emed with the situation the voluntary sector
operates in, most would be declared bankrupt andugmf business. It is no surprise that in Britain
respectable bank like the National Westminster keark their managers to be apprentices of voluntary
sector practices which they thought could enridirtbusiness (Clutterbuck & Dearlove, 1996:35). An
internal survey within the bank indicated that eoyples who served as voluntary school governors,
trustees and management committee members in aojuorganisations developed ‘developed their
leadership skills as a result of their involvement’

Difficulties that voluntary agencies face, sucHwagding, premises, staffing issues, etc. are newed as
sources of organisational incapacity but becomenieg points and have led the leaders to be
resourceful, innovative and solution engineers @ntinue to deliver what they believe in. Are thesé
lessons for all? Closer attention must be paidhtorieeds of voluntary organisations assisting tbrce
migrants and the clients because they ultimatebolme national resources. Compassionate leadership
could represent a determinant of successful integrand citizenship for new immigrants.
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