10' The Community Standards

for Service Learning

BanDy STORCKER AND ELiZasrTH TRYON

ow do we actually implement the three Cs of commitment,

communication, and compatibility? What do all four parties—

faculty, students, service learning offices. and community
organizations—have to do to make service learning as successful for
the community as it is for the student?

Remember that this project began in the fall of 2003 with a few
community organizations expressing their concerns about how service
learning was not fully meeting their needs. By the spring of 2006, we
had sixty-seven interviews organized into seven drafted chapters of
material. But it was not enough for us to simply write a report and go
home; this was, after all, an action research project. If we were going
to find problems, we were also going to igure out what we could do
about them and act. So in May 2006, we organized a community event
with the core group of mmpmhth cuiding the effort. The skudints pre-
sented poster boards of their research, and organizations told stories of
their experiences with service learning—like those described by Amy
Mondloch in Chapter 8. At the end of the daylong event. we [J]';!_lam..'w:]
the participants into discussion groups based on the drafted chapters.
We asked them to start considering strategies for dealing with the is-
sues expressed in those chapters. At the end of the day, in reporting
out the small-group discussion results, we heard a consistent refrain
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across all the groups that one of the fivst things needed was a set of
“community standards” for service learning,

We then got to wor k [J]'gmmng meetings and strategizing ways to
amplify the community’s voice in service learning. We started with the
resf.-em'_h imdmgs—ﬂddmg: specifving, and relining the recommenda-
tioms that maturally derived from that research with the participation of
about thirty community organizations. They gave us a limit of one page
to work with initially, which we negotiated inte a trifold brochure. They
did not, however, limit our elaboration on that six-column brochure
elsewhere. So this chapter is our attempt to suggest practices that can
meet the community’s standards (see Stoecker and Tryon, 2007 You
will notice that the standards refer mostly to things that those of us in
higher education institutions should do. Given the structural power im-
balances between higher education institutions and community organi-
zations, this is fitting. Higher education has set the agenda of service
learning for too long. Professors have determined which students will
perform service learning and what courses will support it. Institutional
service learning offices have set the purpose of it. Students have chosen
placements on the basis of what interests them. Institutional-based actors
hawe created a variety of service learning manuals, but they have all been
based on the perceptions, needs, and desires of those on the institutional
side of the divide. All of these actors have, consequently, implied to com-
munity organizations what they should aceept.

This project is a counterbalance to those messages. and these rec-
ommendations are developed from the voices on the other side of the
divide. During the meetings that hammered out these standards, com-
munity organization representatives acknowledged that there are con-
straints on the faculty, administration, and resources of colleges and
universities, and that thm didn't expect all these recommendations to
be consistently tollowed. However, they wanted to express their pre-
ferred methods of conducting service ]nrnmg with the goal of inte-
gmtmg more and more of them into common ltnmr.fl'ite over time.

Some of these standards come directly from the preceding chapters,
others extend what is in the chapters, and others are from new informa-
tion that came to light through the six-month process of creating the
brochure, The standards also prioritize the recommendations of the
preceding chapters. However, you won't see everything that is in those
chapters, because that would have taken more than one sheet of paper.
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We had to choose the top recommendations and their subissues for this
aspect of the project. Also, in contrast to Chapter 9, there are more
concrete specilics here, We do not exactly provide a recipe, but we do
provide what the community organizations say are the crucial ingre-
dients. Those crucial ingredients organize into the five following
categories:

« Communication: How and when should contact be initiated,
what materials and vehicles are hest for guiding the project,
who should be responsible, and in what manner should com-
munication be sustained throughout the project?

. Dﬂ':*!'upi’rrcr FPositive ﬂ;'&aﬁurr-nfn'p'." Time commitments,
frameworks, ways of behaving, and respecting and clearly
defining the expectations of the partnership in an ongoing
fashion.

« Providing an Infrastructure for Service Learning: Offices of
“community engagement” or service learning centers, and
their value in helping define and implement projects and
streamline access.

» Managing Service Learners: Including supervising, evaluat-
ing, and troubleshooting problems; deadlines, and ways of
handling paperwork.

« Promoting Diversity in Service Learning: Developing a
framework for enltural competency, including the student’s
selt-reflection and identification: value of recruiting diverse
pool of service learners.

The three Cs are spread throughout these categories. Because, ulti-
mately, the three Cs are ineffective unless they oceur in an integrated
Wiy, Communication without commitment =1nd Lﬂmpdl‘illl!l’[i' without
communication, for example, will not lead to better service learning,
In this chapter, then, we present the very concrete ways that the three
Cs can be implemented in the most effective integrated way.

Communication

Communication is the most fundamental component of service learn-
ing that serves communities. Even before relationships, communica-
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tion provides the glie that allows committed relationships to form and
last, And it can’t be taken for granted. Those in higher education insti-
tutions and those in com mumtv nammtmn'-. exist to a certain extent
in different cultures IEatenhm'j_l, 1995; Bacon, 2002). They use differ-
ent words, do different things, and try to achieve d]flt*]-s-nt goals, so
they need to explain just what it is they mean when using words like
“I]..llms or “request for proposals” (RFP). Here are some basic muide-
lines for good communication:

Faculty
Call Ahead

Those faculty who are used to putting courses together at the last min-
ute, or even later, will find these community standards most difficult to
implement, for the first standard of communication is to communicate
early. One of the most challenging aspects of service learning for com-
munity erganizations is when a flock of students shows up on their door-
step loping for an immediate service learning placement to meet a set
of course ]'E-L]lli]'f‘lﬂt"l‘.lt&. As we have seen, the m‘gmﬁ:-tuticmx try to e
obliging and even take on students who don't it their needs as a service
to the student and the facultv—at a net loss tor their own productivity.
But a little advance communication can dramatically reduce the costs
that community organizations have to bear, e;pemull}- it the faculty ex-
pects an intensive service learning placement that lasts more than forty
hours, or if they plan to send multiple students to an organization. Fac-
ulty preparing a course can generate a lot of goodwill by contacting po-
tential placement organizations abead of the course, asking if they are
willing to take on students. how many they might accept, and the condi-
tions under which they are willing to do so. Allowing organizations to say
no, while reassuring ‘them that they will be -L-unm-r_tr-_*rl with the next
opportunity even if they refuse this time, will also produce a lot of

soodwill.

Send a Svllabus

The second thing that organizations want from faculty is some knowl-
edge of their expectations tor the student’s experience. Too often, stu-
dents show up for a serviee learning placement, and community orga-
nization staff have no idea what is being expected of them. Students
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can, of course, bring a svllabus with them, but if the faculty are com-
municating with t]u—* {Jrﬂummtmn staff anyway, they can he ]11 the orga-
nization to better prepare by sending a a_‘uliahm ahead of time. Better
vet, they can show their commitment to achieving community goals by
asking organizations for their input as they develop the syllabus. Fac-
ulty who want to impose a ten-hour service learning requirement on
their students might learn, if they ask, that many community organiza-
tions lind such required short-term service iearmng to be more of a
burden than it is worth. They may also learn that community organiza-
tions can offer a lot of input into the course substance that can better
prepare students for the service learning and even enhance what they
learn from the experience. Collaborating with community organiza-
tions on syllabus development can also make service learning less of an
addd-on and more of an integrated feature of the syllabus. Fortunately,
along with the wisdom that can be gained from community organiza-
tion staff, there are also readilv available svllabi across the Internet to
use as o guide.

Invite the Organization to Class

This may seem like putting vet another burden on the community orga-
nization. but many of them very much enjoy coming to the classroom.
As discussed in Chapter 3, many community organization stalt do not
lind volunteer fairs all that useful, and see classrooms as places where
they can communicate with students and consequently better recruit
utudf:nr volunteers. It is VETY im[mrmnt to reassure {Jnr,jnlfntlunu that
they will receive future offers regardless of whether they decline the
current offer to visit a class. If the mmmumt}' mymmtmn representi-
tive is doing more than just pitching his or her own program, and is in-
volved in teaching a class session, it is worth trying to find them at least
a token honorarium to recognize their value, Setting up a class session
with a nonprofit staff person also encourages the early communication
that is so helpful for suceesstul service learning, There are times when
it is possible to take the class to the m‘gamimtinn meeting on their turf,
One of the challenges we are seeing in service learning is the mimber of
students who are reluctant to go far from campus to do their service
learning {Stoecker, Stern, and Hathaway, 2007). Holding class on the
community organization’s turf can support students in venturing ofl-
CAITIS,
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Organizations

Assess Your Capacity to Manage Service Learners

Many of our community organizations are fairly self-critical of their
serviee to students. Remember, they take on students not purely. or in
some cases even primarily, out of an expectation that the students will
increase their productivity. Often, they believe in the mission of edu-
cating the student and hope for some future impact that may shift the
student’s career aspirations or social consciousness. Because of these
altruistic motives, many organizations pay even less attention to their
own capacity to take on service learners than they would if they were
thinking only of their own self-interest. So the adviee that organiza-
tions give to each other is to pay attention to what it takes to MM nige
serviee learners. Not doing so can further undermine the organiza-
tion's Exper'mm-r_* of service learning, and also the student'’s experience.
Asse sun:r the or gﬂl]tmtmn 3 mp:mh to take on service learners starts
with kmm ing what the needs are and what stall time is available. It
can be difl LL-u!t to judge how much time it takes to set up and manage
a service learning placement. Organizations with volunteer coordina-
tors are often in a better position to make those judgments than orga-
nizations that add volunteer management onto an existing position.

Provide Welcome Packels and Guidelines

Having assessed its capacity for service learning, the organization will
also know better what it wants from students and what it can provide to
them. One of the recommendations organizations made to themselves for
impreving service learning is to produce welecome packets and guidelines
tor students. Doing so has some up-front costs; in the end, however, it can
solve some of the recurring problems cited by organization statl. For the
numerous students who show up knowing nothing about the organiza-
tion, it can save making the same presentation inmimerable times during
the semester. It also provides, in writing, expectations that can allow
students to judge whether the placement will be right for them, and can
support organizations in holding students accountable for meeting those
expectations. This is more general than a memorandum of understanding
that establishes specific service learning project expectations, and may
tocus on things such as professional deportment and overall ofTice opera-
tion, which can be helpful for all velunteers,
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Offer to Give Class Presentations

The Hlip side of faculty inviting organization staff to classes is organiza-
tions suggesting and accepting that activity. Ideally, organizing a class
presentation invelves a fair amount of communication between the
|11'c}1' essor and the nonprolit organization representative. It presents an
ideal opportunity to hand out information that explains the nonprofit's
mission and programs and guidelines for service learners, and to make
tace-to-face contact with faculty and students.

Organizations and Faculty Together

Familiarize Students with the Organization’s

Programs and Mission

Certainly it is a good idea lor organizations to provide weleome packets
and give class presentations as a way to acquaint students with their
work. But printing out all those packets and showing up for all those
presentations is expensive and time consuming. Faculty can help out
here by doing some of this work as well. If they plan on havi ing students
work with particular organizations (see “Call Ahead” dlm'u.-.*" they can
assist in atqmuntmg students with the Eroup, mmg msl'ltuhmml Tes-
sources to make handouts on the organization. This work will help stu-
dents judge their compatibility with particular agencies. Given the gulf
between the nonprofit world and academia, hf.*ipmg students to bridge
the separate worlds of nonprofit work and higher education requires
that organizations understand the kinds of things students need to have
defined and that faculty understand what organizations want to com-
municate about themselves. That can only be done by good communi-
cation and collaboration.

Sign a Contract or Memorandum

of Understanding

Probably the most important part of assuring good communication be-
tween the faculty, student. and organization staft is establishing some
kind of written agreement between the three of them. The purpose is
not just to promote accountability, but to support all the participants in
aoing through the process of creating a good project plan and specifying
evervone’s part in that plan. Participants should include things in the
agreement document like a definition of service learning, learning ob-
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jectives, 1'e:ilmnsi|bilil:ie:i. time commitment, timeline, supervision, train-
ing, evalation, and liability/risk management issues (background checks,
transportation, ete.). But it is the process that leads up to the document
that is important, not the document itself. We are, consequently, some-
what skeptical of cookie-cutter contract templates and, in fact, prefer
that collaborators use more of an abbreviated form of strategic planning
to create custom-designed agreement documents (Stoecker, 2005,
Lyddon, 1999; Alliance for Nenprofit Management, 2003-2004).

Developing Fositive Relationships

Communication provides the foundation for service learning relation-
ships that serve all the partners. But good communication is just a start-
ing point. To achieve real commitment and compatibility in a service
learning arrangement, there are also certain efficiencies and frame-
works that need to be developed. It is possible, for example, to send a
syllabus, call an organization ahead of time, and complete a memoran-
dum of understanding without really serving the organization. And
slnce t]'ul}-' honest communication is mmet]ling that grows over time as
trust develops, there are other relationship issues that need to be ad-
dressed from the beginning,

Faculty

Make as Long a Commitment as Possible

The shorter the commitment, the less usetul it is for the organization.
Many [}rgammtmm want a commitment that runs muirllﬂe VETS, E5]e-
L‘]d]l". from faculty; most want a commitment that runs at least for a full
semester. And unless the ten- to twenty-hour service learning projects
are very carefully designed, they are often a net loss for commumnity
ITOUPS. F:H’Jllt'l. and shidenits sheakd ot expect organizations to 1'.:1(:1.1:'&-
short-term service learning students with anyvthing more than superfi-
cial assignments like stuffing envelopes and setting up chairs for meet-
ings. unless they have carefully worked out a 1'.|m_]¢=L=t plan in advance or
their agency is g_rym:d toward tasks that are in line with the students
skills coming in. If they want deeper experiences, they are going to have
to make deeper commitments to the organization, or thoughtfully pro-
vide a project plan that the agency finds of value.

. Unheard Voices : Community Organizations and Service Learning.

Philadelphia, PA, USA: Temple University Press, 2009. p 186

http://site.ebrary.com/lib/swarthmore/Doc?id=10320541&ppg=186

Copyright © 2009. Temple University Press. All rights Reserved.

May not be reproduced in any form without permission from the publisher, except fair uses permitted under U.S. or applicable copyright law.



I70 = Chapter I0

Clearly Define the Students” Requirements

for the Organization

It is shocking how many organizations don't even know if the students
working with them are from a service learning course, an internship
or independent study, or just volunteers. 1f the professor has learning
objectives that the students are supposed to meet, the organizations
want to know what those are so that they can provide appropriate
training and experiences. They can also advise the professor on whether
such expectations are realistic within the constraints of the commit-
ments the professor and student are making. Organizations are happy
fo |"|L"|[} '[:mvi{!t* ll:“'l'E'.H:l'jt."'I'l'L‘t'S te support students in mt*t*timr COUTSE TE-
quirernents, provided that they get appropriate returns on |.'|'L£"I] invest-
ment of time and energy. but thm cannot offer the experiences if they
don't know what the n:qmrr_*mm]ta dre.

Help Agency Staff Mentor Service Learners

It is important for community agencies to have some institutional sup-
port in mentoring the students in their charge. Faculty too often send
stuclents out to do service learning expecting the organization staff to
provide free training—effectively reducing the faculty’s teaching time
without pumdmg any remuneration to the community [J]'gzmt.ul‘mn staff
who are picking up the slack. Faculty who have ]:mg—turm relationships
with mmmumt}' 3 gmu.-:ﬂtlun:-. Can prm"lde much of the nmnl:m:ng
themselves, reducing the burden on the organization and ereating a
stronger connection between the course material and the community
experience.

Respect the Work of the Agency

As we have seen, too much service learning privileges student learning
over actual commumity service. As such, whether intended or not, it
communicates a fundamental disrespect of the communities and com-
munity organizations that host service learners. The community is not a
“laboratory” to be manipulated and experimented upon, or where stu-
dents can learn by making mistakes. Respecting the work of the agency
TEAns undent:m:‘]mg that they are dealing with serious social issues
that need reliable resources, ':Lalumg that the communities they work
with have their own wisdom that needs to be part of the solution, and
knowing that mistakes have real consequences. In practice, this means
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respecting staff time, for example, by not sending thirty students indi-
vidually to an agency to find out what they do. It means respecting or-
g.mlmtl.mm] priovities, and not sending students two weeks before the
end of the semester. expecting them to be oflered a ten-hour service
learning placement. It means being aware that the organizational cal-
endar, not the institutional calendar, is the basis tor ovganizing the ser-
vice ]em'ning This will aveid problems like an after-school program
that is suddenly without volunteers becanse the university semester
ends a month before the regular school semester, ]_'}H'elnpmg projects
collaboratively with organization staff and communicating continuounsly
with them during the course of the project are the most effective ways
to implement a respect for their work.

“Globalize™ Opportunities

If we shift service learning thinking from what faculty, students, and
higher education institutions need to what communities and organiza-
tions need. one of the things we begin to look for is how to orient the
work of the academy differently. While faculty are used to attending
lots of meetings where VETy little happens. community organization
staff dont have such iuum They are not as willing, nor do they have
the t-al‘.m]tv to attend six separate meetings with faculty who want to
place service ]mmmg students. or serve on multiple * “acvi ISOTY groups”
to multiple service learning efforts. Consequently, we need to look for
effiviencies at the academy. Such strategies include combining or pig-
avhacking on existing meetings. Faculty can attend organization board
meetings or many professors can meet simultaneously with an organi-
zation. Faculty and students can even do group tours of a community
site or group orientations. Such things take some coordination time by
both faculty and organization staff (who are likely the only ones who
will have a list of all the aculty trying to place students with them), but
it is important not to expect organization staff to take sole responsibil-
ity for organizing these collective activities.

Protect Organization Choice

We have seen that the control of service learning by higher education
institutions has created structures, such as volunteer fairs, that are not
abways very useful for community groups. Nevertheless, the organiza-
tion staff still feel compelled to sluw. up, even when they don't expect
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to get anything out of it, for fear that they will not receive other offers
i thr:*'-f decline. Institutions need to f::.l'.nhuth tell organizations that
they will not be removed from any list except by their choice, regard-
lessof what they participate in or what criticisms they provide of insti-
tutional activities. To a large extent, this is mm{.tlnng that should be
addressed by institutional policy, but in the absence of such policy, in-
dividual faculty will need to provide these assurances.

Encourage Organizations to Be Selective

Similar to protecting organization choice, institutions need to support
them in making sure service learning meets their needs, not just those
of faculty and students. They should not take on students who have
nothing to offer them or their communities. Faculty can support the
organizations by explaining to students that they may have to apply
and interview for service lear ning positions and can be rejected, so
that they may have to try somewhere else where their skills are a better
fit. He&tmtmg access to service learning in such a way will also en-
courage the institution side to better prepare students to provide qual-
:t:. SETVICE.

Providing an Infrastructure

One of the most conerete wavs to nurture the relationship between
taculty and community organization staft is to provide pmieusmnal T'e-
sources to help create nllL'“L'rS:-.flll service learning experiences. If the
institution is forward-looking, it probably alveady has or is now devel-
oping some type of “Center for Community Engagement” or other of-
lice of service learning, The people who statt these offices are a crucial
link to the long-term success of service learning, Ideally, they are on
the payroll to facilitate engagement activities and act as a liaison and
technical assistance provider to parties both inside and outside the col-
lege or university. They can provide assistance in innumerable ways,
helping to: develop projects, find matches between faculty and commu-
nity organizations, facilitate communication, advocate for nonprofits,
provide training, and troubleshoot placements. The community organi-
zations” recommendations for community engagement and service
Imrmng offices cover these and other issues. showing how vahiable this
service can be to the university-community relationship.
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Help Define “Service Learning”

Many of the community organizations we interviewed did not have
4 clear definition of service lear ning. Not all community organization
staff are familiar with the language nsed in higher education to define
serviee learning as a concept distinet from volunteering. The commu-
nity engagement office can help present the office’s mission statement
and explain their definition of service learning, emphasizing the idea
that students are receiving course credit for an engagement experience
and thus certain learning objectives have been set. Based on what non-
profit staff said about the students sent to them, we suspect many fac-
ulty don't have a good definition of service learning either, and may
require the same service.

Streamline the Process of Finding Matches

There are uh'i.'ﬂ}-'.'-i recuests from community organizations for project
support, and requests from faculty locking for service learning oppor-
tunities that lit specific academic criteria. If an oflice can keep tabs on
both streams of information, it is easier to make connections that serve
all parties. It is important. however, not to take the easy way out and
just create a set of Web forms. Organization staft in particular value
personal relationships, and the commumity engagement office should
support such relationship building.,

Create Databases

While it is important not to rely solely on electronic databases, it is still
important to develop them. Such databases should include a list of
professors who teach serviee learning classes or have community part-
nerships, opportunities posted by organizations that faculty and stu-
dents can access, and a listing of organizations that accept service
learners. These databases need to be constructed with the needs of
their audiences in mind. In some areas, there are several institutions
attempting to develop partnerships in the community. We heard a few
times from community organization staff: “Its a pain to hiave to sion "P
ane send updates to :l]lf"ﬁ:rmt places—we'd like to do it just onee”

Sadly, such interinstitutional coordination is still bevond the abilities of
most higher education institutions, but if we really care about se serving
the community organizations, we will create reglmml clearinghouses
where mmmumt} {Jrs__,dmmtmnu il mput their information _]usl: onee

. Unheard Voices : Community Organizations and Service Learning.

Philadelphia, PA, USA: Temple University Press, 2009. p 190

http://site.ebrary.com/lib/swarthmore/Doc?id=10320541&ppg=190

Copyright © 2009. Temple University Press. All rights Reserved.

May not be reproduced in any form without permission from the publisher, except fair uses permitted under U.S. or applicable copyright law.



174 = Chapter I0

in a location where students from multiple institutions can aceess it. In
addition, many databases are not structured to maximize communica-
tion to the most appropriate students. For example, a good database
should allow a neighborhood center that needs help with its ontreach
and communications to word and target its request to be attractive to
marketing majors, communication arts, or graphic design students, or
to students with whatever particular combinations of skills that would
be of most value.

Keep in Touch with Community Partners

In many ways, community engagement offices need to build relation-
ships and maintain communication with both nonprofit staft and fac-
ulty to support the fragile communication chain between student,
taculty, and agency, and maintain accountability for service learning
projects. This often requires site visits or other face-to-face meetings.
It can also add an additional communication burden on the organiza-
tion, but most organization staff are receptive to an occasional follow-
up call from a service learning office after students have been placed
to make sure everything is going okay. When things are not going well,
having a third party can help with sometimes emotionally challenging
troubleshooting.,

Run Orientations for Service Learners

To reduce the burden on organizations, and compensate for the under-
standable lack of faculty knowledge on how nonprofits operate, com-
munity engagement offices can OTganize and impltrment orientations on
things like office etiquette, professional behavior, and cultural compe-
tence. As we heard from some agency staff, students sometimes arrive
unprepared to “be in an office.” And while agency staff do not expect
them to live up to the exact standards they set for themselves, they do
need students to be prepared to be lmmr]mti'u.t' participants in the office.
Dress code, phone manners, interaction with staff members, and espe-
clally cultural competency are all areas where training can be devel-
oped and standardized at the institutional level through an office dedi-
cated to f.-c}mmunit}-' engagement,
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Run Orientations for Organizations

While many nonprofit staft may have gotten their degrees at the same
local Ius_,hr-:r education institution, accessing the institution as a com-
mumt} mgﬂmmt::m is Very ditferent [rom :'I.f.L‘i"hSlt'lg it as a student.
Thus, community engagement offices can also provide orientations for
organization staff on how to access campus resources, and provide
information about service learning in a user-friendly environment.

Provide Organizations with “Zero-Dollar
Appointments™
Arency staff often justifiably feel that, when they are supervising ser-
vice learners, they are essentially acting as their instructors—and, in-
deed, they are. "».-Igwhf* they are not teaching out of a texthook, but they
ire prov ir_hng an experie ntial education tlmt is impossible to dup]u..ttr:
in the classroom. Even if we give them zero dollars for their work, it
makes sense to give them the respect due to an instructor by offering
them access to the institutional resources that are available to faculty,
and which allow organization staff to better mentor students. Many or-
ganization staff need library access, others would like computer net-
work access to various online resources and services only available to
those with a user name and password, and others need parking hene-
lits to facilitate meeting with faculty and students. Providing access
to campus recreational and entertainment resources also sV mEmhmlh
recognizes the importance of the community mentor, Zero-dollar : ap-
pointments can include all of these priv t]q_rf_* 5.

Managing Service Learners

The pieces of managing, evaluating, and supervising service learners
are critical to the suecess of a service learning project. Although there
is overlap here with the section on communication and relationships, it
bears repeating that work done at the beginning of the project will pay
off many times over—ijust as laying a solid foundation for a building
ensures that the walls and roof are straight. The following recommen-
dations from our community organizations foeus on the specific kinds
of communication and relationship-building practices that are impor-
tant once the project has commenced:
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Organizations and Faculty Together

Determine the Organization’s Role in Evaluation

The livst step in assessing the student’s performance in a service learning
assignment is to agree on what role organization stalt will play in the
evahuation. We heard of significant variation in the evaluation of service
learners. Some faculty have never evaluated student performance at the
service learning site and consider the students’ impact on the commu-
ml::r to be 1|t|1|upm‘tant. From a annmmt} p[rrslmr_ttw. that 1‘.|umhcm
is untenable. But there is also variation in how much organization staff
want to be involved in evaluating students, so diseussion with agency
staff about their role in evaluation is very important. Some agencies
don't know whether anything they say has any impact on the student’s
rracle, so they would like to be consulted about the evaluation process
up front. Knowing what is being asked of them also helps them judge
their own c-equtih' to take on service learners. It also allows the organi-
zation to give input into what methods of evalnation should be used.

Agree on the Criteria and Process That Will Be

Used to Evaluate the Student

Even if organization staff don’t want to be imobved in the evaluation,
they likely have some standards that students should meet, so most or-
sanizations would like to have a part in the control of this piece of the
service learning experience. If the student does an outstanding job and
the organization staff gives a glowing evaluation, it's nice for them to
know that the work they put into writing it actually has some effect on
the grade the student receives, By the same token, ﬂL‘t.':lSi[]l'.l:l”". students
w!l not take their service learning placement seriously or w ill do actual
harm in the community, and the agency can get very frustrated if they
have no vehicle to let the instructor I-.ium' W ||=1t did or did not happen.

Evaluate Midway and at the End of the Course

and Use the Evaluations to Improve the Course

The midpoint is a good time to check in on the student’s performance,
s0 that the assignment can be tweaked and any problems that may have
arisen can be worked out before it's too late. Sometimes this is as simple
as a midterm phone call to check in, and sometimes it is more formal.
Having a memorandum of understanding in place and an agreed-upon
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assessment process can also greatly facilitate the midterm evaluation, as
all parties will know what goals are to be considered.

Limit Paperwork

If we keep in mind that service learning is not the organization’s pri-
mary mission, and that real service is essential, we will come up with
Borms nrmgmmnmr and evaluating service learners that support quality
work without uuthlh burdening organization statl. Consequently, a
phone call interview or e-mail response may be easier than extensive
forms: We heard that many organization staff were hard to reach and
hard-pressed to return 'p]mm:- messages, so they preferred a quick e-mail
asking a few pertinent questions. Others were happier talking by phone
or even divectly face-to-face than writing at all. The key is to find out
what method ﬂlf“.' prefer when making the initial sinkint withi-tha
agency and setting up the parameters of the evaluation process.

Determine Whoe Grades or Checks that Hours

and Duties Have Been Completed

Outside the issue of how to evaluate performance is basic service
learning bookkeeping, This can po back to the contract or memorandnm
of understanding. An important component of that agreement is what
role the organization will play in the student’s grade. This can relate to
overall grading if there is a percentage of the grade that is based on
completing all the hours or showing up at certain times. Here, at least
some of the burden must fall on the organization. as the instructor is
likely not on-site at the agency. Simply tracking hours can also enhance
commumcation.

Students

Commit to the Organization’s Cause

Like faculty, students need to make the shift from thinking of service
learning as serving the student to the student serving the community.
This means making a commitment to the community and the organi-
zation beyond the course credit they will receive. The historical bias in
service !m]mng to student ]f_.nmng rather than community []ewl[rp
ment has meant that students have not been asked to make serious
commitments to communities. This is exacerbated by the practice of
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required service learning, as there is a limit on how much commitment
the organization can realistically expect when instructors make service
learning mandatory and give little or no choice f_'ul'l'.n!;u-fm went. When fac-
ulty place students at agencies in which they are genminely interested, it
:utumi]_'r creates o situation where the experience will be richer and
more productive for all parties invobeed. That is why it is so important for
stuclents to understand the organization they mtght be working with.
The obvious examples of a bad fit include assigning a student opposed
to contraception and abortion to Planned Parenthood, or the reverse,
:if‘ﬂ(li]‘tg a pro-choice student into an agency that requires volunteers to
sign a “pro-life” statement before l']H.‘“'. can have any contact with preg-
nant clients. But sending students to “work with an antipoverty agency
when the student believes that poverty is the result of laziness is also
not appropriate. This means that students need to be clear about their
own vilhues and faculty need to help them make their values explicit. To
make that process accountable, organizations need to feel safe screen-
ing students based on their values.

Be Self-Directed and Follow the Professional

Etiquette of the Organization

It is most helptul to the o gzlmmtlm if students have received an orienta-
tion to professional behavior in a nonprofit context, have the I't‘tlll]Sl‘L‘t S0
cial skills, and take to heart whatever directives they have been given re-
aarling dress code, cell phone usage, communication style, and any other
around rules for “being in an office.” Agencies would also Hke students to
do their best to complete tasks without a lot of micromanagement, and
pitch in when they see something they might be able to help with. Com-
Uity ageney staff do not see their office as a site primarily for students
to lzarn these basic skills, and students should not be sent into the com-
munity primarily for that purpose.

Be Responsible for Their Institutional

Requirements and Deadlines

This is part of the training in professional deportment. Organization
staff don't want to be treated as glovified babysitters. If the instructor
reqmrt*s students to get their hours in h}. a certain time, or gmu;.atmn
staff expect students to meet their deadlines without burdening the or-
sanization. It shows an extreme lack of consideration when a student
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shows up at an agency two weeks before the term ends, as one did in this
study, and says, I need twenty hours by the end of this week!” By some
odd stroke UF luck, the agency might he able to put a student to work
for such a large clunk of time right away, but if not, he or she is just
deadweight.

Meeting such deadlines also often means working ahead with ei-
ther a menmmndum of understanding or an ev: Lilmtmn form. Remem-
ber, organization staff are there primarily for the community, not the
student, and they should not be asked for a twenty-four-hour turn-
around on an evaluation form just so the student can graduate. Organi-
zation staff need a reasonable amount of lead time to reflect on and
complete such paperwork.

Adapt to the Organization’s Scheduling

and Program Framework

Everyone on the academic side of the service learning partnership, in-
Lhtdmg the student, needs to understand that in order to traly serve the
community, the community’s calendar must take 13re-:-f-[]em-e The
needs of the agency don't necessarily '-.t:}l'.n over holidays, and in fact may
even increase, especially at social service agencies like food pamtm*s
and erisis centers for family problems, domestic abuse, and the like.
These things often dont lit neatly into a “normal” workweek, either.
The more I[{*‘-.ah]e the student is, the more likely he or she will have a
positive service learning experience and be able to provide useful ser-
vice. A student who is available at short notice, for example, may be al-
lowed to shadow a staff member doing an intake on a family in crisis, as
opposed to expecting those types of situations to cecur only from 10:00
to noon on Teesdays. If, as we hope, community agencies will become
more selective about the service learners they take on, the students who
show the greatest commitment and most serious accommeodation to the
organization’s needs will have aceess to the most exciting and reward-
ing placements.

Keep the Lines of Communication Open

with Faculty and Organization

While student learning has been the emphasis in service learning, the
neglect of students” impact on the community has also hindered that
iL"dl’l‘ng The lack of communication and rel.ltmmlup hetween faculty
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and organization has meant that the problems students enconnter. and
sometimes contribute to, often are not addressed until it is too late. We
are hopeful that more faculty will begin to take a signilicant interest in
L‘t’:l]‘lﬂllltl]"[}-‘ ontcomes, with EnCOTagenent and better resources such
as those discussed here. Students can help to facilitate communication
in the meantime. Sometimes the student is the only one who knows all
the pieces of information and all the parties involved. Communicating
between the parties, including things like sharing information on course
requirements and materials, as well as organization conflicts and trials,
will help forestall difficulties or catch problems before they become too
large.

Organizations

Complete Evaluations as Agreed Upon

It may go without saving that community organization staff might feel
hkf:‘l‘.lttht! that their evaluations would be taken seriously. But turning
the ship of service learning to point to community outcomes rather
than primarily student outcomes actually requires agency staff to in-
volve themselves in steeri ng that ship. Ak Hiak srisani taking advan-
tages of the opportunities that do exist to evaluate both student perfor-
mance and service learning program eftectiveness. It's only fair that
organizations make their best attempt to return paperwork or phone
messages within the time frame that the faculty has asked. Obviously, if
they divitt etivrn cualimbinns, the satrostar sty Bl s assign the
gmde Unforeseen circumstances do arise, especially in the daily-crisis
moile of much community ageney life, and faculty need to understand
short delays. If o homeless and |1ungn family has just shown up at the
doorstep of a social service agency, of course that will take priority over
paperwork, and faculty will probably be sympathetic to extending a
deadline or working out another way to deliver the feedback.

Here again, a commitment to ql.mllt} planning at the beginning of
the project will make a final evaluation so much easier. And for those
organizations concerned about being left ont of future opportunities, it
is not the organization that declines an opportunity that is most likely
to be excluded from future offers, but the one that says ves and doesn't
tollow through.
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Communicate Challenges or Problems with

Students to Faculty in a Timely Fashion

If everyone has committed to and follows through on the standard of
evahuating at both midterm and end-of-term time pﬂint'-; the vast ma-
jority of challenges that evervone encounters in service learning will
be manageable. But there are also occasions when it is obvious at the
beginning that a student is a bad fit. or that the planned project won't
work out. If the professor doesn’t know, he or she can't help fix the
problem. And the fixes that the organization might propose could in-
terfere with the professor’s learning objectives. Additionally, the stu-
dent is ultimately the responsibility of the professor, not the organiza-
tion, and it is reasonable for agency staff, rather than taking complete
responsibility for the student, to alert the instructor to communicate
with the student and find ot what's going on.

Fromoting Diversity

In settings such as Madison, Wisconsin, this is the hardest of all the
standards to meet. We have no good maodels or programs in place that
promote diversity in service learning. And our veneer of progressivism

makes it very difficult to surface veneer- dissolving issues like institu-
tionalized racism. We m:-.pf*f:t more-diverse communities may have
less dificulty here, but even in those places, we have no ready models
tor designing service learning programs to draw on the strengths of
l'll'-.i:h'lt'v and repair the r_Lumurr.-* that has been done by |1=1trf_=d and
forced m::-qlml;h Even our :.ummumln organizations lack the diversity
needed to fully address this problem, bt they have made a start here.

Organizations and Faculty

Work Together to Develop Goals and Processes

for Student Cultural Competeney

The challenge of developing cultural competency, in our particular con-
text, is that neither the nonprofit sector nor the higher education sector
effectively operationalizes the diversity they are trving to educate stu-
dents to appreciate. Achieving stucdent cultural competency involves
also attaining such competency among both faculty and organization
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stall and modeling diversity in both settings, We don’t know what such
a comprehensive program would look like, but it is clear that such a
PIOSTAN 15 Necessary.

Help Students Understand and Reflect

on Social Status and Self-lIdentity

As discussed in Chapter 7. the path to developing cultural competency
begins with understanding oneself. It is true that the majority of service
learners are relatively privileged young white women, who our organi-
zations noted to be particularly unskilled when it comes to crossing ra-
cial and ethnic boundaries. Some agency staff, however, noted that they
had students from working-class backgrounds and minority racial-
ethnic h.lf.]{gmund\ who could also hf_*n:*ht from self-reflection on how
structural dynamics of race, elass, sex or gender, ability, and other social
categories aftect their lives. Ideally, understanding how diversity oper-
ates in the student’s own life and in the community should oceur before
the student enters the field, as the student will often be working with
people who could also benefit from reflecting on the role of socially
structured diversity and the inequality that goes with it. When the stu-
dent and community member do that together, they take the fivst step
toward strategizing ways to struggle against social structural exclusion,

Provide Feedback on Student Cultural

Competency, Including Student Reflection

Because it is so diffienlt to talk about oppression, much of the cultural-
competency training tends to involve lectures and PowerPoint presen-
tations. But cultural competeney takes practice and coaching, and that
can only be done through interaction. Hopetully, faculty can organize
their service learning classrooms in such a way that students can feel
safe dev El{:p]l]:r and practicing their ~:|1|t|11'al-mmpett-11~:ﬂr skills. If the
community is not a place to send students to make mistakes, the class-
TOOM 15 t]br:* quintessential site for mistake making, This necessitates a
transformation of the classroom process, however, Lectures will need
to be replaced with discussions, role-playing, and journaling. Faculty
will need to adopt a coaching model of teaching, where they give fre-
quent and custom-designed personal feedback rather than just grading
a midterm and a final {Palmer, 1998; Barr and Tagg, 1995} Organiza-
tion staff can be brought into the classroom to participate and also to
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coach, allowing them to see the strengths and weaknesses of prospec-
tive service learners and begin to build relationships with those they
would invite to their organization and community. They can then con-
tinue that coaching in the field. Thinking in this open, inclusive way
about assets of the community and the institution together can create
powerful new synergy.

Work Together with Students to Handle Cultural

Conflicts as They Occur

If enltural-competency training begins in the classroom, involving
organization staff and other community members when possible and
where there are resources to support their involvement. there will
already be relationships when students enter the field. When a stu-
dent behaves insensitively, there may then be enough of a relation-
ship to use the incident as a learning experience that strengthens
rather than weakens the relationships. Liken this to any strong
relationship—you don't ask someone about his or her 1aer.'-.nml lite
until you establish trust and rapport—there’s no shorteut to skipping
this step with umlms-mmmumt_y par tmer:-.!np.'-.-

Institutions

Actively Recruit More Diverse Students

to Service Learning

Many of our community organizations emphasized that they need and
vaillie service Jeammerio? colos vlio can b sole iodels for meribars of
communities of color. Providing such students is a tall order when so
many higher education institutions have problems recruiting students
of color in general. But here again, shitting the emphasis in service
learning can help. Chapter 7 discusses that students of color are not
enthusiastic about the charity model of service learning, That probably
also means that they are not enthusiastic about the charity model of
social service l‘]ﬂlE‘l’, which is the dominant model l‘;l:lll’[lf.t"{l by nom-
profit service learning hosts. Recruiting students of color to service
learning, then, may require transforming the wayvs that both service
learning and social services are delivered. It may also involve targeting
serviee learning more toward social action and social justice organiza-
tions, at least some of which we have learned feel excluded from access
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to service learners. Institutions have historically shied away from sup-
porting such organizations and the faculty who work with thvm. so this
is a tall order to fill {Robinson, 2000, 2000b; Gedicks, 1996).

Provide Comprehensive Cultural-Competency

Training

While the planning and development of cultural-competency training
must come from faculty and community organization staff, its imple-
mentation must be supported by lughn education institutions. Such
training needs to be integrated into the corriculum, officially sup-
ported, and funded. Hd.n[]hng service learning correctly, in ways that
truly impact communities, requires small classes am] takes much
more faculty time. If faculty are expected to develop cultural compe-
tency themselves and then coach students in it, institutions are going
to have to commit far more resources to rebalance teaching loads.
However, institutions should also provide training for larger groups of
students across courses, such as campuswide seminars, rather than
training classroom by classroom.

Students

Work to Understand Social Status, Self-Identity,

and Community Strengths in Their

Service Learning Site

Even the best cultural-competency training will have little impact. of
course, if students de not engage themselves in the process. But asking
the students to engage in a process of understanding self and other also
means supporting them through the process. And, here again, the prob-
lem itself points to the wrongheadedness of current service learning
miilels, especially the required serviee learning model. If service learn-
ing becomes a privilege for which students must apply and interview,
one of the criteria for allowing students to undertake service learning
can be their willingness to engage in self-reflective cultural-competency
work. We must make such work as safe as possible, however, so that stu-
dents will want to become culturally competent, and grow through it
rather than shrink from it. Students wrmmh have a responsibility here,
but only when faculty, organizations, and |1|:g|1e1 education institutions
have put into place the nec ESsAry supports.

. Unheard Voices : Community Organizations and Service Learning.

Philadelphia, PA, USA: Temple University Press, 2009. p 201

http://site.ebrary.com/lib/swarthmore/Doc?id=10320541&ppg=201

Copyright © 2009. Temple University Press. All rights Reserved.

May not be reproduced in any form without permission from the publisher, except fair uses permitted under U.S. or applicable copyright law.



Community Standards for Service Learning = [B3

Actively Reflect on Their Experience and

Share Those Reflections with Agency Staff

The community organizations expressed sincere hope and interest in
learning what the students’ reactions to the environment were after
their assignments were over. And why wouldn't they be interested? The
feedback from a fresh [}Eﬂ spective could, in some cases, be very valuable
in assessing an agency’s programs and mode of interaction with clients
and students. IFwe are successtul in translorming service learning from
within higher education institutions, we will have created the infrastroe-
ture upon which students can grow to the benefit of their service
learning sites rather than at the expense of their host communities.

Conclusion: Toward Service Learning
that Serves Everyone

Through working with dozens of community organizations over just
the last vear and a half, we have had our eyves opened. We have seen
how the traditional models of service |E=1rn|:|1g that emphasize re-
quired, short-term placements of poorly prepared students deing char-
ity work with little to no communication hetween agency and institu-
tion and with absent faculty, can be less than useful to the community.
We are amazed at the nﬂhugnens of community organizations to take
on such service learners as an additional mission, in the hopes that
they will be able to impact student attitudes, at significant cost to their
own productivity and with no remuneration.

Such a model is unsustainable in the long term. Community im-
pact must be at least as important as student impact. Faculty engage-
ment is a necessity, not an option. Service learning office structure
and function needs to be rethought in view of these findings. Institu-
tional rewards must be reprioritized.

We are aware that what we found in our context may not apply in
others. We would like to stress that there are many sensitive faculty
who “get it” and are engaged with their service learning sites. We wor k
with many who want to handle service learning correctly and are eager
to listen to what we've found out and follow it as -L!:J-.':.E‘li' as passible for
their class projects. There are service learning offices that are doing
their best to prepare students. There are service learning programs
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that emphasize community impact. But as vet, we do not have a com-
pendium of promising p actices that can gmcle the ship of service learn-
ing away from the rocks.

The starting point, we believe, is to attend to the unheard voices—
the staff of community organizations and the members of their host
communities, who have been suffering through neglectiul models of
service learning for too long. Our humble offering for the time being is
this list of recommendations from them to vou, the reader. There is one
caveat: We don't just want the community standards created b the or-
ganizations in our community to become a hoilerplate substitute for the
process of hearing the voices of those in other communities. It's going
to work best when each community makes it a pnmih to amplify the
unheard voice in every site where service learning is pmchn:ﬁi aned for
each community to dew]up its own standards for service learning. We
hope that others find our process more important than our product, for
it is the process that builds the relationships needed to design service
learning that serves evervone,

The agency staft whose voices vou have heard in this volume hope
the standards they have created with us will be taken up by our local
faculty and administrators and used to help prepare and implement
better service learning projects. It is a living document: Since the main
presence is Web-based, it can be constantly revised and printed in small
quantities so it stavs current {as opposed to spending a bundle to print a
thousand copies on slick, expensive, glossy magazine stock). The organi-
zations also wanted ns to stress tlmt tluﬂr understand not all the stan-
dards can realistically be applied to each and every instance of service
learning practice. Thﬂ' are aware that “lite hq:pem ani do not by any
means intend to sound absolutist about accepting students into their or-
sanizations based on whether faculty and institutions can deliver each
standard to their strict specifications. But they do want us to try.
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