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Abstract 
Managing, rewarding and motivating volunteers differ from workers that are getting paid. This 
study will view the management aspect of the volunteer workers. The main factors are the resources 
available in the sport organisation. This study investigates and compares sport people’s perceptions 
regarding what makes successful volunteer information management software. 
Objective of the study is to investigate the need for information management system and their usage 
in the sport organisations. Moreover, this study explores new ways of using information systems 
when managing volunteers. Furthermore, this study presents the advantages of information systems 
used in volunteer managing. Also the challenges faced by sport managers are discussed.  
The theoretical framework is based on the literature about volunteering, management of sport 
volunteers, sport management, information management tools and also section for management 
theory is included. The data was collected by conducting two interviews for sport managers, using 
theory material, executing a survey for volunteers and operating two participant observations on the 
field in two large sport events. 

This study used different methods for data collection. Firstly participant observation in two events 
was conducted, and then interviews and questionnaire took place. Interviews were held in order to 
get wider knowledge about the information systems used in the organisations, and therefore two 
sport managers from different field were interviewed. Questionnaire for volunteers was conducted 
in order to find out the volunteers point of view. 
The findings of this study shows that there are advantages when using volunteer information 
management software in sport events. Using information systems helps reducing workload and can 
increase the amount of volunteers in an event. The challenges are that there is not enough interest 
towards the information systems and not enough knowledge of different information systems. This 
project suggests solution for the sport managers working with volunteers. 
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1 Introduction 

1.1 Background 
 

The purpose of this study is to investigate and compare the perceptions of sport people regarding what makes 
successful volunteer information management software. It is intriguing that there is not much previous 
research made on the specific topic. One of the sources found on Internet is the list of Volunteer 
Management Software by Cravens1 and very narrow guide of how to choose volunteer management 
software, in addition to the Top Volunteer Management Software Products listed by Capterra.2 These sources 
will be used, when describing available products and comparing them. 

Other related topics can be used in way of explaining the pros and cons of technology implementation on 
managing and decision making as Wilsons (2008) dissertation discusses the technology utilization in sport 
management, curricula and teaching. An exploratory work on the possibilities that ICT can offer to volunteer 
management could contribute to a field studies, while promising, is still underdeveloped. (Liao-Troth, 2008) 

Managing, rewarding and motivating volunteers are different to paid workers. This study will view the 
management aspect of the volunteer workers. In order to maximize volunteer commitment and involvement 
to sport event organisations, motivation factors should be considered. (Band and Eaton, 2006) The main 
factors are the resources available, in terms of money. One of the studies in this field is the bachelor’s thesis 
of Kuuluvainen Salla (2014), whose work related to volunteering with topic Best practices of Volunteer 
Management and Leadership in Non-Profit Organisations. In the study Kuuluvainen found out that 
professional volunteering organisation emphasized clear roles for the volunteers and paid staff. Both 
organisations stressed out the importance of social skills of the leader, importance of creating a feeling of 
community as well as encountering the volunteers and appreciating them. (Kuuluvainen, 2014) 

ICT-enabled freedom and flexibility could also add depth to studies on the new generations and the need for 
organisational change in voluntary organisations. Also on post modernised volunteers and individualised 
new volunteers, which prefer more specific goals and greater freedom. (Liao-Troth, 2008) 

 
The study itself is multidisciplinary research, where sports and information technology is brought closer. The 
goal is to study which other tools the organisation is willing to bring into play, to improve the process of 
volunteer management in recruitment, training, communication etc. 
 

In the end, the sport-tourism sectors rely massively on volunteer resources to deal with the great number on 
individuals necessary for organising and producing sport, tourism and recreation services. Volunteers also 
contribute billions of dollars worth of non-monetary service to the organisations, not only help organisations 
to fulfil their mission.3 

                                                        
1 The list of volunteer management software by Cravens available at: 
http://www.coyotecommunications.com/tech/volmanage.html  
 
2 The list of Top Volunteer Management Software Products is available at: http://www.capterra.com/volunteer-
management-software/  
 
3 Volunteers contribution is more discussed at Bang Hyejin and Easton Lois’ (2006) article Volunteer motivation and 
commitment at a sport-tourism event. Available at: 
http://conservancy.umn.edu/bitstream/handle/11299/170357/cfans_article_127895.pdf?sequence=1&isAllow 
ed=y  
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1.1.1. Problem 
 

The problem is that in the field of sports management the value of the volunteers work is not recognized 
properly, and the there is lack of knowledge using information systems, helping managers in volunteer 
management. One aspect that managers, leaders and coaches would appreciate is the reduced workload in 
managing volunteers and to have all gathered and existing information in one platform. Therefore it is 
important to study if there are advantages of using information software in sport events. 

 

Studies of sport volunteers have been narrowly focused on exploring volunteer’s experiences or 
characteristics, with little regard to how these experiences are influenced by volunteer management 
practices. There has been some volunteer management research on major sport event volunteers. (Cuskelly et 
al., 2006)  

 

Moreover, the effects of using electronic modes of communicating with volunteers have so far not been very 
well examined. (Østerlund, 2012) By the previous knowledge of researches experience as a volunteer in 
several sport events the assumption is that there is not enough use of information management systems used 
in managing sport events and in managing volunteers. 

One of the problems is how Information and Communication Technology (ICT) can be strategically used for 
managing volunteers in order to enhance the capabilities of voluntary organisations in pursuing their 
mission. (Liao-Troth, 2008). The assumption is that the problems lies in the management of masses, in this 
case hundreds of volunteers in pre-event actions, in-event allocation and post-event acknowledgement.  

1.1.2. Aim 
 
Related to the research questions the aim is to study whether the volunteer management is under control and 
what are the main concerns related to it.  Moreover, if the organisation uses volunteer management software 
and what are the reasons of using the system. In contrary, what is the reason not to choose to use volunteer 
management software or tools in the first place? 
 
This research is taking a closer look on to a sport event as a whole, and focusing mainly on volunteer 
management and the functions related to it. Moreover, the research is discovering whether information 
management system is needed in some parts of the process, to make process easier, faster and more 
manageable. When the event is running, the aim is to discover which parts of the volunteer management 
processes could benefit the information tools implemented.  
 
The overall aim is to expand the knowledge of information systems in management and investigating the 
perceptions of sport managers working with volunteers what is the advantage of volunteer management 
software. 

1.1.3. Research Questions 
 
Investigating the volunteer management software and study sport peoples perceptions regarding what makes 
successful volunteer information management software.  

In alignment with the general aim the following two research questions are studied:  

 

1. What are the advantages of using information software in sport events for volunteer management? 

2. What challenges are faced by the sport managers when using software for volunteer management? 
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In order to go deeper in the subject and widen the studied are these sub questions relating to information 
management software are studied according to the research questions. Sub questions related to the sport 
managers: Whether they are aware of the tools available for volunteer managing? How the software could be 
chosen? How to choose volunteer management system? It is also important to know the opinion of the 
volunteers, in order to find out the questions if the volunteers are familiar with the volunteer management 
tools?  

 

1.1.4. Originality 
 
Since there is not similar studies conducted, this study is original, and the information produced can be used 
in sport organizations. 

 

The purpose of this study is to carry out empirical work that has not been done before, the volunteer 
management tools in sport events. Intention is to take the existing management tools and apply it to a new 
area, where the tools are not widely used. 

 

Research is important for the sport event organizers in order to manage to event and volunteers in a more 
rational way using information systems in managing. In addition to that the volunteers will benefit from that, 
since the work is better organized, managed, followed and acknowledged.  

 

1.1.5. Significance 
 
The whole notion of effective leadership crossing over sport and information technology needs further 
elaboration and the this study is important for the people managing volunteers and the organizations 
organizing events.  

The benefit for the organisations of this study is that they are encouraged to use more information 
technology tools in the management of volunteers. The benefit for the volunteer manager is that when using 
tools when managing volunteer, is the reduced workload and more professional touch. The benefit for the 
volunteer is better management, the clearer guiding and ease of contacting and communicating. 

 

By conducting this study, the future event organisers can learn and implement the suggested information 
systems in to practice. 

1.1.6. Research Objectives 
 
The research objective is to investigate available volunteer information management systems and their usage 
in the sport organisations.  

To explore new ways of using information systems in managing volunteers.  

To present what are the advantages of information systems used on volunteer managing. 

To clarify what is the need of the help of information systems in managing volunteers. 
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1.1.7. Limitations 
 
This study could also go deeper in the sports management, i.e. the challenges in volunteer motivation, but 
since the research area should be in the field of Information technology, this study would only cover lightly 
parts of it. 

 

Study is limited to sport volunteers, sport events and management in sport events. Other types of 
volunteering exist and it is discussed shortly in the introduction part, when the volunteering is discussed. The 
study is limited to sport volunteers since the character of volunteering differs to paid staff. This research is 
also limited to event volunteering, since it differs from other types of volunteering. 

1.1.8. Research ethics 
 
 
Code of ethics should be used in relation to the research and explicitly referred to in any account of the 
methods used in the research. Key principles of research ethics include protect the interests of the 
participants. Also ensuring that participation is voluntary and based on informed consent, avoiding deception 
and operating with scientific integrity. In addition complying with the laws of the land. (Denscombe, 2010) 

 

To follow the good research ethics the questionnaires in this study will start with informed consent, where is 
stated that the participation is voluntary and it is made sure that the participants know enough information 
about research they are taking part. Also after reading the consent form, the participants are familiar with the 
commitment they are required to fulfil. The good ethics will surely follow also to the focus groups events 
and the participant observation sections.  

 

Denscombe (2010) mentions that participants’ interests should be protected and no personal harm arising 
from the disclosure of information collected during the research. All the data collected in this study will be 
saved in the folders of researchers personal Google Drive account with password protection. Denscombe 
(2010) continues that the anonymity of individuals and organizations in any published documents arising 
from the research should be guaranteed. Permits of publishing the personal information will be gathered in 
this research and the restrictions are respected.  

 

More over, good practice includes honesty and integrity in the conduct of research. Denscombe (2010) 
emphasizes that researched should avoid deception and misrepresentation when dealing with participants, 
providing unbiased interpretation of the findings and showing that real benefits are likely to emerge from the 
research. In order to follow this part of the research ethics, the rules of plagiarism are aware and known that 
is legally and morally wrong. In the end, the final research will be published with appendices in order to 
provide transparent picture of the research process. If needed, the participants are contacted afterwards for 
debriefing, if there are particular matters to be discussed.  

 

Since this study will be conduced in two countries, his research will comply with the laws of Finland and 
Sweden, and reasonable measures are taken to ensure that data is kept private and secure. The reasonable 
actions are password protected folders and using safe and certified tools for data collection.  
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2 Research Background 

2.1. Volunteering 
 

The essential in this research is to study the event management having in mind the value of the work made 
by volunteers. There is a difference in volunteering, whether it is on charity, health care, nature causes and 
on sport. This study will focus on the volunteering in the world of sport events. It is also good to have in 
mind that volunteering is culture bound, and volunteering as such in Nordic countries does not exist in 
proportion in other parts of the world, mentions Iiskola-Kesonen (2015). In contrary to volunteering, when 
using rental workforce, it is good to remember that they might have previous knowledge or skills, but it has 
to be ensured before renting them, continues Iiskola-Kesonen (2015).  

 

There is contribution of volunteers at all levels of sport and it is at the heart of sport throughout the world. 
Contribution occurs from local clubs to national associations, right up to the Olympic games. Understanding 
the way volunteers work in sport and good management are the essentials to protect and develop the role of 
this group of people. These groups are at risk due to changing policies and increasingly professionalized 
approach. (Cuskelly et al., 2006) 

 

The fundamental to the success of international multi-sport events, such as Olympic, Paralympic and 
Commonwealth Games as well a local sport events, is volunteers. Organizers of the sport events rely on the 
knowledge and skills of event volunteers to complete several tasks during the event, including administering 
competitions, liaison with the teams, working with the media and security organizations, managing 
hospitality and catering services and providing services for athletes, sponsors, spectators and other event 
stakeholders. (Cuskelly et al., 2006) The proportion of volunteer involvement in sport events is significant. It 
is an enabler for major sport events to create the potential for a range of economic, social, physical, cultural, 
technological and psychological legacies. The unique environment of sport events, in distinct their episodic 
nature and the increasing commodification of major sport events, has a number of implications on these 
factors listed by Cuskelly (2006); volunteer motivation, satisfaction, commitment, performance and 
retention. Therefore these differences in volunteer management require volunteer management practices to 
be adapted to particular sport event contexts. (Cuskelly, 2006) 

 

Volunteering is a great interest and usually, the average the amount of work is 10 hours per month. (National 
Sport Research, 2010) The same people work in many different roles: as facilitators, coaches, in club 
management and other tasks forming the base for operations.  

 

Who really are the volunteers? They are people who choose to contribute their time; skills, effort and 
experience without pay to benefit a cause, or the community. Their motives for volunteering are personal and 
probably social. By volunteering people may be involved in hobbies they enjoy, or be undertaking a role 
which enables them to meet new people or spend time with friends. It can also provide satisfaction or self-
esteem and possibility to exercise skills and remain active. (Shone and Parry, 2001) 
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The study by RAY4 from 2011 shows that Finnish people are active in volunteering. Third of the 15-74 year 
old who participated said that by participating they want to learn new and improve practical skills.  80% of 
the respondents learned human encountering and interaction skills. The voluntary activities that have most 
been involved are event organisation and official positions, sports activities and fund-raising.5 

Many Sport volunteers undergo training and develop significant levels of knowledge and skills. They might 
become long-term volunteers, measured by years of involvement; in contrary short-term sport volunteers are 
willing to help with one-off tasks on an as needed basis. (Cuskelly et al., 2006) There is also a difference 
between general and event volunteers. General volunteers perform various other roles that assist in 
facilitating the development of sport, e.g. fundraising, managing representative teams, helping with match 
day arrangements and helping to promote sport clubs. Majority of these general volunteers have an existing 
link to a sport club such as through friends and work colleagues involved in the club, being a parent of a 
child or as a past player. Event volunteers tend to be short term, and volunteers involved in events fulfil 
variety of roles often requiring specialist skills or knowledge. This requires a more intensive approach to 
managing them due to the timelines involved in recruiting, selecting and training event volunteers. (Cuskelly 
et al., 2006) 

Liao-Troth (2008) addresses the theoretical issue of ICT impacts on volunteers’ motivation; challenging the 
claim that volunteering declines, as a country becomes a knowledge society. Liao-Troth (2008) continues, 
the ICT-enabled possibility to choose channel and timing of the voluntary activity might represent a decisive 
tool for encouraging and revitalising the “calling” of potentially interested individuals. 

 

Volunteers and Staff benefit from clear position description that detail expectations for volunteers and for 
those who are supervising volunteers. Volunteers can be one-time, episodic, semi-committed, very-
committed, or nearly full-time.  It is helpful to have a variety of short- and long-term volunteer positions 
available to engage a diverse mix of volunteers. (NYC service, 2014) Volunteers also vary in the length of 
time they stay with an organisation. Some volunteers are committed to a specific cause, remaining with the 
group for years or even decades, other volunteers prefer to work with many organisations. (McCurley & 
Lynch, 2011) 
 
There is a wide range of different types of volunteering, from mission-driven volunteering to micro 
volunteering (Hoffman and Engel, 2013). One type of volunteers is the parent of a child, who is a player in a 
sport team. Those volunteers are the ones who run the operation without compensation.6 They are the ones 
who are also driving the child to a sport practise. This research will handles this type of in passing; mostly 
focus is on the event volunteers. McCurley & Lynch (2011) notes that event volunteers are recruited through 
participation in a specific event. It will usually be the type of event that attracts them, and not the 
organisation or cause for whom the event is being held. 
 

In the following the key issues this research will cover include:  

• Management of Sport volunteers 

• Sport Management and  

• Management Tools 

• Section for Management theory 

 

                                                        
4 See RAY’s article about voluntary activities, 
https://www.ray.fi/sites/default/files/Vapaaehtoistoiminnan%20vuoden%20tutkimuksen%20raportti%2012.7.2011_0.pd
f 
5 See RAY’s article about voluntary activities, 
https://www.ray.fi/sites/default/files/Vapaaehtoistoiminnan%20vuoden%20tutkimuksen%20raportti%2012.7.2011_0.pd
f 
6 See Grönqvist Laura’s article at Helsingin Sanomat (13.1.2015) about volunteer operations. 
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2.2. Management of Sport volunteers 
 
Volunteers are integral to the successful management and operation of Volunteer Sport Organisations 
(VSOs), including the services they deliver to players, members and spectators, not to forget the wider 
community. Guidelines for establishing volunteer management systems are clearly defined procedures for 
the recruitment, selection, orientation, training and development, documentation and continuous 
improvement of volunteer management systems. (Cuskelly et al., 2006) 
 
Cuskelly et al. (2006) conclude: “Not infrequently, sport volunteers are simultaneously owners of VSOs (e.g. 
as club members), workers expected to follow directives from other volunteers, and clients who are service 
recipients of the VSOs of which they are members. Each of these distinct formal organisational roles comes 
with it’s own set of behavioural expectations.” 
 
The managerial tasks include e.g. allocation (placing) of volunteers and the efficiency of leading, target to 
optimize the amount of volunteers, increase the satisfaction between volunteers. Tasks that include for 
volunteer manager to manage, control or follow, e.g. electronic lunch passes for volunteers. 
 
Gaskin (2009) sets out seven key functions of volunteer management:  
 

1. Planning 
2. Recruitment 
3. Selection and Screening 
4. Orientation 
5. Training and development 
6. Recognition and performance appraisal 
7. Retention and replacement. 

 
Most sports clubs are sceptical of an open recruitment approach in order to expand volunteer numbers. 
Sports clubs are more comfortable with the idea of getting to know people already involved at the club, as 
parents or partners of players, and recruiting suitable people into voluntary roles. On other hand, some 
volunteers feel that clubs do not do as much as they could do to identify and involve potential volunteers 
among members and their families. (Gaskin, 2009) 

2.2.1. Planning and Recruitment 
 
When recruiting new volunteer, remember to outline the benefits of volunteering, such as gaining new skills 
and making new connections. It is critical to develop a recruitment plan that is targeted to the ideal volunteer 
populations. Range of recruitment tools can be used: including the website, social media (e.g. Facebook and 
Twitter), direct mailings, email and indirect relations (e.g. news articles and word of mouth). (NYC service, 
2014) 
 
The creation and development of teams in short-lived organizations can use classical approach. The teams go 
through a number of processes before they become effective, for example using the ‘forming, norming, 
storming and performing’ scenario. This approach supposes that there is sufficient time to organize teams 
and for the to socialize through the process. (Shone and Parry, 2001) 
 
Recruiting of the volunteers can be done informally, by asking around colleagues, friends, acquaintances and 
relatives. It will be useful to explore what skills or talents they might have, therefore conventional 
application form for a job for exploring the person’s background or previous job roles. An application form 
for volunteers should contain a ‘talent and skills’ section, for identifying what a volunteer can bring to the 
organization and event. When looking for the kind of expertise, useful parts in the application could be 
previous experiences of events, hobbies and pastimes, experience of groups, formal and informal. The most 
important is what they would be most interested in doing for the event, as a volunteer. This means, that the 
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event organizers need identify the range of jobs and tasks and match the available volunteers to them. (Shone 
and Parry, 2001)  

2.2.2. Orientation, Training and Development  
 
Proper volunteer training helps volunteers feel confident in completing their job duties and fosters a great 
work experience. The volunteer managing department is responsible for making sure that volunteer 
interactions are positive and every effort is made providing efficient, error-free and reasonable 
communication with the volunteer. (Lotich, 2012) 
 
Even volunteers participating in one-day events should receive a short orientation, focusing on the cause and 
giving a brief description of the organisation. Training will prepare volunteers for specific jobs. Training can 
be presented through lectures, readings, videos, case studies, and more. (McCurley & Lynch, 2011) 
 
Online trainings are viable and appropriate way to train people that are far away, or not able to attend the 
physical sessions. FIBA Basketball World Cup 2014 Organisation used online in order to choose the 
candidates for volunteering. Online sessions included introduction of the organising committee, concept and 
definition of voluntary work, legislation, volunteer work at major sporting events, support for volunteers, 
social skills and communication, risk management, dimension and European awareness, improving 
employability through sport.7 
 
As a part of the volunteer recruitment process for Olympic games in Rio 2016, the organising committee is 
offering Volunteer Portal for all the applicants. In volunteer portal, applicant can login to the application 
account at any time, change the data during the application phase, update the information, get evolved with 
Rio 2016 Games news and follow the steps of the journey. The Rio 2016 Volunteer teams supplements the 
information by periodic newsletters.8 

                                                        
7 Refer to the FIBA, International Basketball Federations newsletter for volunteers in 2014. 
8 Refer to the RIO 2016 Volunteers Programme’s voluntary portal. Available at: 
https://portaldovoluntario.rio2016.com/ESIREG/login.do?language=0 
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Figure 1 The Volunteer portal is the official home of Rio 2016 Olympic and Paralympic Volunteers. The site is supporting 
volunteering needs, from news and information to personalised updates and reminders. The log in happens with credentials 
received during the application process. (The Rio 2016 Volunteers Programme, 2015) 

Organising committee of FIBA basketball World Cup 2014 in Spain used online Locker Room in order to 
find all the needed information about the process of selecting candidates on the different host cities, training 
videos, information related to the world cup. Apart from that, the locker room will include competitions, 
social actions and surveys for volunteers.4 
 
Uncertainty derives from if the volunteer don’t know what to do. Also volunteer needs to be aware where to 
find the information to solve problems. All the volunteers should be able to solve the problems from their 
field and to know where to get help. (Iiskola-Kesonen, 2015) Hanna Iiskola-Kesonen (2015) highlights also 
not to ever underestimate the importance of volunteers when creating successful event.  

2.2.3. Recognition and performance appraisal 
 
Recognizing volunteers individually for their contribution their impact on the event is critical to helping the 
volunteers to understand the importance of their work; making them feel appreciated and this encourage 
volunteers to return to the organisation and getting involved more deeply. (NYC service, 2014) 
 
In sport event, after all volunteers are coming to the organisation because they want to help, it is essential 
that the manager do everything to give volunteers work to do as soon as possible. (McCurley & Lynch, 
2011) 
 
On top of the acknowledgement of skills by NYC service report (2014) simple verbal “thank you” is a great 
start, although developing more advanced recognition methods and considering different strategies for 
different types of volunteer is good to consider. The best recognition is timely, frequent, honest, consistent 
and personal. Great ways to recognize volunteers are additional leadership opportunities, celebration and 
recognition parties, written notes, and recognition certificates. 
 
                                                        
4 Refer to the FIBA, International Basketball Federations newsletter for volunteers in 2014. 
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Developing a system of awards and rewards in creative ways makes a specific way of thanking and 
recognizing to the organisation. Recognition can be used as a reference for volunteers who are applying for a 
work or further schooling. (NYC service, 2014) For recognition contemporary tools can be used, e.g. digital 
training and digital badges to show the abilities.  
 
Organisation can implement a digital badge system, designed to recognise not only what volunteers study, 
but also what they accomplish along the journey. In the example of Educause (2012) the icons or images of 
the digital badges will appear in students’ e-portfolios. They work as a snapshot of interests and suggest the 
depth and focus of a student’s expertise. Digital badges signify accomplishments, mastery of a skill and 
marks of experience. A Learner can earn badges by attending classes, passing an exam or review or 
completing other activities. Individuals then can control their badges by choosing by choosing where to earn 
them, and a collection of badges may eventually be accessible from a variety of social media sites, such as 
LinkedIn9 and Facebook10. Badges offer and opportunity to re-evaluate credentials, making otherwise hidden 
accomplishments visible. (Educause, 2012) 
 
Moreover, some sport organisations, in an effort to attract volunteers, provide material incentives for 
volunteers. It is important to underline that recognition and material incentives alone do not provide 
members with sufficient reason to volunteer. (Østerlund, 2012) Material incentives can include trophies, 
tickets, products and clothes.  

2.2.4. Retention and Replacement 
 
Iiskola-Kesonen (2015) lists factors important when motivating volunteers: There should be enough time for 
finding the responsible persons, appreciation of volunteer work, in the beginning finding suitable work task 
for everyone, encouraging for challenges, also understanding obstacles. Moreover, Cheering and inspiring 
and the biggest challenge are to the ones who are able to manage their own section. In the end it is important 
to collect feedback and thank humbly. Wang and Wu (2013) supplements the list with six motivational 
factors in a sporting event; (1) Expression of values, (2) Patriotism, (3) Interpersonal contacts (meeting and 
interacting with people), (4) Personal growth (feeling important and needed), (5) Career orientation and (6) 
Extrinsic rewards (getting free uniforms, food, accommodation, and admission). 
 
Sport volunteers are unlikely to continue to volunteer unless their organisation and other volunteers 
understand what motivates them to continue their involvement and to complete the tasks for which they have 
volunteered. In the other side, volunteers are not likely to achieve satisfaction in their volunteering roles 
unless they express their personal preferences and expectations to the organisation and, in turn, the 
organisation delivers on these expectations. (Cuskelly et al., 2006) 
 
Committed volunteers can be an important asset to enhance the effectiveness of sport events, and they are 
critical to the effective organisation and delivery of community-based sport. For sport events administration 
it is important to understand commitment of the volunteers for better enticing them to return the next year. 
(Han et al., 2013) 
 
Every volunteer need to be orientated properly and all the volunteers of the event need to be familiar why the 
event is done, what is the goals of the event and what is the meaning of the role and connection to the whole. 
Good orientation allows the opportunity for good work and allows the volunteers to solve small problems 
themselves. Volunteers are the most important rulers of the moment of truth, when the event is ongoing. 
(Iiskola-Kesonen, 2015) 

                                                        
9 See Linkedin social media at: https://www.linkedin.com 
 
10 See Social media site at: www.Facebook.com 
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2.3. Sport Management 
 

Proactive sport management in the organisation is a viable and ensures the success in the long term. It is also 
strategic thinking and decision-making, the ability to identify the operating key phenomena and their 
consequent impact on operation of the organisation. Foresight is not a prediction of the future, but it is 
creation of the alternative scenarios. When the alternative images of the future has been created, the image is 
selected as such the organisation and its activities is to take to change. (Heikkala, 2014) 

2.3.1. Sport events business 
 
From all different kind of events, this study will focus on sport events and actions related to those events. As 
a classification of an event by Shone and Parry (2001) of special events are phenomenon arising from non-
routine occasions, which have leisure, cultural, personal or organizational objectives set apart from the 
normal everyday life, whose purpose is to enlighten, celebrate, entertain or challenge the experience of a 
group of people.  

 

The number of people attending to an event can make it very complex indeed. Size or number of attendees is 
a thing, which easily catches people out. Shone and Parry (2001) makes an example of the events 
management business, i.e. European Figure Skating Championships is often, in the contemporary world, 
about the need for trained staff, specialist companies and professional expertise.  

 

Shone and Parry (2001) defined key characteristics of an event as non-routine and unique. With all types of 
services, events have many other characteristics in common, as being uniqueness, perishability, labour 
intensiveness, fixed time scales, intangibility, personal interaction, ambience and ritual or ceremony. The 
uniqueness is the key element of all special events – every event will be different, made by participants, the 
surroundings, the audience or other variables making the event unique. When taking the Ancient Olympic 
Games as example, 300 sequential events were held, each of them unique, because each had different 
athletes, different organizers and a different audience. (Shone and Parry, 2001) 

 

Perishability of event; therefore one of the key issues in the events manager’s role is the extent to which 
facilities and services can be used effectively. Many of the things have to be produced a one-off basis and 
cannot be used again, also meaning that the events venue managers may have to use a variety of techniques 
to try to encourage activities in quiet periods. Moving to ritual and ceremony is the key issues about special 
events the major thing, which makes them special. Ambience is one of the most important characteristics for 
the outcome. Events manager’s role is to try to ensure the event succeeds by careful attention to detail and by 
trying to encourage the desired outcome. Also, the awareness of the attendees is vital on the part of event 
planners. (Shone and Parry, 2001) 

 

What comes to this research the interesting part of the event characteristics is the labour intensiveness. As 
Shone and Parry (2001) states that the more complex and the more unique an event is, the more likely it is to 
be more labour-intensive, in both organizationally and operationally. This also implies a high level of 
communication between the organizer and the event manager, which will take time and effort. The labour 
intensiveness of special events is rather less predictable, as it depends entirely on the type of the event, such 
as athletic competition requires different structure to support it (including competitors, judges, timekeepers, 
etc.) from a smaller scale event. Staffing needs will be forecasted directly from the requirements of running 
the event, based on the specification of the event’s objectives and needs, including the experience of 
department heads. (Shone and Parry, 2001) 



 

 12 

 

It is only possible to look at individual events to assess market demand and demand determinants. The 
primary motive for holding an athletics competition may be to provide an opportunity for local athletes to 
measure their abilities against the others. The secondary motives may be to provide a social integrating 
mechanism for people with the same interests and to raise money to support an athletics club. Supposing that 
a town has a range of cultural and sporting events in its calendar. These events taking place every year of the 
attracting different target market groups: those who attend the regional soccer tournament might not be the 
same people who attend the cultural festival. People do attend special events for whole range of reasons: 
these may include social, organizational, physical or personal.  (Shone and Parry, 2001)  

 

When coming to the event business, in contrast to many industries, the special event business is not 
completely driven by the need to make money. The business has a very large element of personal, voluntary, 
charitable and philanthropic activity. Shone and Parry (2001) continues that broad range of special events 
allows all kinds of organizations and individuals to participate in an enjoyable way for the mutual benefit of 
all concerned. Also, the social benefits of this approach are very considerable, in terms of social integration, 
friendships and good neighbourliness. Notable is that voluntary bodies can organize a whole event based on 
voluntary help, or a mixture of voluntary help, support from the local authorities and other organizations, or 
with partial use of commercial organizations in some roles. (Shone and Parry, 2001) 

 

Shone and Parry (2001) adds that event management is one of those activities in which large active voluntary 
input exists. Some of the cases there is a small committee set up for the purpose of running the event. Shone 
and Parry (2001) states that voluntary organizations are often significantly overlooked in studies of events 
activity. Caused by the tendency to look at larger-scale professional events as the model for events 
management. Taking into consideration that the effectiveness of voluntary bodies is often very high, due to 
the commitment, work and effort. Also larger or more important events might be planned and managed 
through cooperation between volunteers and professionals. Some of the cases when volunteers, through an 
executive committee, manage the event but employ professional events organizers to plan and run it. 
Professionally managed event can use volunteers also to produce the activities. The voluntary sector is a key 
component of special events activities. The matter of achievability is important, especially for events with a 
volunteer style of organization and volunteer staff. (Shone and Parry, 2001) 

 

Other part this research is covering is the technological issues concerned in the events. Shone and Parry 
(2001) suggests that technical services may also be bought in. Not all the venues have the facilities for the 
technical support or equipment to handle with the full range of services demanded by the organizers. 
Technical support and equipment can be hired in from a range of companies, some of them providing 
training and technical support on top of the equipment. (Shone and Parry, 2001) 

 

In the sport event business staff induction is the base of everything, including the training of service attitude 
and motivation. Mostly sport event is service and immaterial occurrence. During the sport events the core 
service and supporting service is e.g. Athletics is timing and additional services are e.g. catering. On top of 
that expanded service offering affects on the image and reputation of a sport event. Involvement is a part of 
successful event. Organisation can offer e.g. mobile application for sharing information to customers and 
staff (volunteers and paid workers). Emphasis also needed on the importance of staff in the quality of the 
event; the satisfaction level and meeting the expectations. (Iiskola-Kesonen, 2015) 
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2.3.2. Sport events 
 
Sport events can be divided to large events and small-scale events. Small-scale events include e.g. league 
games and they are mostly handled with small organisation. Volunteers are mostly parents, and close-by 
relating to the sport club. Large events require a lot of work force and are events with great mass of people. 
These events are national tournaments, once-a-year competitions and following. 
 
International multi-sport events such as the Olympics, Paralympic and Commonwealth Games rely on 
momentous numbers of volunteers to deliver core event services. Organisation such as the IOC (International 
Olympic Committee) could not afford to sustain the scale and scope of these global events, without the 
efforts of volunteers. Equivalently, national and provincial event organisers and VSOs (Volunteer Sport 
Organisation) utilize the knowledge and skills of events volunteers to administer competitions, work with 
media and security organisations, liaise with visiting teams, manage hospitality and catering services, and 
provide numerous other services for athletes, sponsors, spectators and other organisations associated with 
sport events. (Cuskelly et al., 2006) 
 
 
Not for all events, the purpose is to make profit. For the athletes club running its annual sporting 
competition, the objective is not to make a profit, but to showcase the best performers in its sport, to 
encourage and support athletes and to test those athletes in competition. Secondary to the sport is if a little 
money is taken on the gate. (Shone and Parry, 2001) 
 
One of the future challenges in working with sport volunteers is that volunteers can find it difficult to cope 
with the demands of managing contemporary sport organisations, especially when pushed to be more 
professional in servicing the needs of members and participants. It is critical that sport volunteer experience 
is positive and rewarding in order that more people may be retained as future volunteers across a diverse 
array of community settings. (Cuskelly et al., 2006) 
 

2.3.3. Resources 
 
During the event process one of the essential matter are the resources available. Resources concerning the 
amount of available work force and equipment and also other intangible resources are good to take into 
consideration. There is a difference on resources when comparing big events and small events. Shone and 
Parry (2001) discusses that event requires a whole range of resources, stating that the most important 
resource for event managers is time. Shone and Parry (2001) continues that there has to be enough time to 
plan the event properly to achieve the set-up, run the event and break down afterwards.  
 
The use of resources, in this case money, the affectivity and effectiveness are emphasized in all organisations 
activities. Permanent structures are challenged, moving to customization, speed and agility. Instead of long-
term strategies focus should be on the dynamic anticipation of the future. Change of practices together with 
the Digital revolution; create new ecosystems and hybrid economies, business models and value creation 
networks, where traditional organisational boundaries, as well as production and consumption distinctions 
disappear. Social responsibility becomes a brand factor and competitive advantage. (Heikkala, 2014) 
 
Gaskin (2009) states that having more money would improve the situation for volunteers in a number of 
ways. Gaskin (2009) continues; Clubs could pay for or subsidise more training opportunities, in a range of 
courses, possibly providing more incentives for people to volunteer. 
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2.3.4. Organizations working with Volunteers  
 
Among all the special events, the organization and staffing varies considerably. Personal events can involve 
volunteers; organizational events may employ event management companies or professional events 
organizers. Both volunteer and paid helpers are common at large number of events, notably those involving 
community activities, i.e. Sports. The event organizer must be aware when volunteer help can accomplish or 
when the professionals can be brought in, for reasons of size, safety and standards. (Shone and Parry, 2001)  
 
Shone and Parry (2001) lists the aims for management during the event; The coordination of a wide range of 
disparate and unusual activities, facilities and services can be overwhelming, events management has to 
effective, and events managers must be good communicators and delegators. The events organization chart 
(Chart 1) includes five main functions, but it is unlikely that two events would have exactly the same 
organization structure; therefore these functions can be further subdivided, depending on the size and the 
nature of the event. (Shone and Parry, 2001) 
 
 

 
Figure 2 The simplified events organisation structure (Shone and Parry, 2001) 

 
This kind of organization structure (Figure 2) the key members of staff might be the only paid staff in the 
event. The actual staff doing the work might all be volunteers. Common in sports, if a club or society runs 
the event, the key members of staff might be the members of that organizations’ normal committee. The 
committees are extremely common in events. The organizations find a core of body officers, managers or 
coordinators who have the job of organizing the activities also supervising the volunteers. Secondly, the 
organization structure of an event may become enormously complex, due to mixture of key organizers, 
volunteer helpers, paid full-time, part-time and casual staff, also outsourced staff. (Shone and Parry, 2001) 
 
In the sport organisations are different organisation for basic functions and different for event organisation. 
During the big international competitions, e.g. Organising Committees for the Olympic games are formed to 
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support the event; other local committees can also be formed. There can be found several Event management 
companies and production companies also working with volunteers. 
 

2.3.5. Volunteer leaders / Project managers  
 
Volunteer managers have the main responsibility on managing the volunteers and the work made by 
volunteers. Managers are the ones to see the whole. Managers lead organisation towards target, and 
managers need to have ability to lead people and operations. Managerial tasks include teaching, leading and 
reminding. The skills of delegation should not be overlooked. One important essence of manager is the 
ability not to loose nerves. (Iiskola-Kesonen, 2015) 
 
Organizations name volunteer leaders among the staff members. Volunteer leaders can be named also from 
the volunteers. Volunteer support, processes and good systems are provided by volunteer leaders, who are 
responsible for that, including great organization, effective communication and providing a positive 
experience for the volunteers. (Lotich, 2012) 
 
Lead volunteers are still volunteers, their time needs to be well managed, and the lead managers need 
feedback and recognition. Lead volunteers can be used to help in the volunteer process including 
recruitment, intake, training, project management and feedback. (NYC service, 2014) 
 

2.3.6. The moment of truth 
 
After all the planning and pre-work comes the time to run the event on the day. It is the day when organizer 
and participant confront. Shone and Parry (2001) propounds that the nature of the event business is such that 
each occasion is unique, thus the recurrence of routine tends to be in the framework. On a simple level, the 
same ordering system can be used almost universally for all events, but what it makes event unique, is the 
number of people, the timing, the amount of supplies and requirements. When the event is over and once 
closedown is over, the event team has had time to evaluate and to learn for the future. This is necessary and 
important for repeating events and running them even better. (Shone and Parry, 2001) 
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2.4. Management tools 
 

Previous part covered the description of sport events management. This part will focus on managing events. 
It is important to acknowledge how to run an event. Shone and Parry (2001) stresses that for the most events, 
time, money and people and effort could be in short supply and the end result needs to be the best possible 
blend of resources available.  

 

In events management, there is a need for a systematic approach, for helping in situations of limited 
expertise. This means that the time period during which events are to be held may be quite short and the 
organization may have to rely on volunteer labour and community support. All special events require a 
feasibility process. (Shone and Parry, 2001) 

 

Events can the seen also as projects, and there is a framework provided for managing event projects. Shone 
and Parry (2001) suggests testing objectives for an event using the SMART approach: Specific, Measurable, 
Achievable, Realistic and Timely. Overall in management, also in the use of the tools in management, the 
objectives set must be framed well; worded correctly and be specific and precise. Shone and Parry (2001) 
compiles that there are only a few possible techniques for event organizer to adopt or easily obtain suitable 
software to help deal with. Also, when if the event is going to be huge, there is a need for special computer 
software. 

 

In event organizations the lines of communication should pass not only up and down the hierarchy, but also 
run from side to side. It is essential to ensure that the information gets passed around the organization 
quickly and does to get bogged down by having to be transferred back and forth. (Shone and Parry, 2001)  

 

Electronic networks and services provide the ubiquitous world where man is present in real-time, 24 hours a 
day, 7 days a week and 365 days a year. The Internet is no longer just a communication channel, but it is 
increasingly reality with own principles that is lived. The place in which are communicated, created and 
influenced. Besides the physical encounters Internet alongside generated virtual worlds, which are dominated 
by tribes of digital natives and norms, which focuses on the pursuit of collective intelligence, co-creativity, 
presentation of self and peer review. (Heikkala, 2014) 

 

The digital citizenship and identity becomes more important than nation-state nationality. With Big Data 
thinking, in accordance to individuals, with the networks and sensors, huge amount of data is collected, 
which is used both in the individual tailoring of services, as well as the large-scale control practised by data 
monopolies. In the extreme, there is no privacy protection. (Heikkala, 2014) 

 

Internet of things and the revolution of the sensors change entire industries. The product or service is closely 
integrated into the customer’s ecosystem, whether it concerns elevators or trainers. Instead of selling the 
product as such, the product is sold as service. All the products or services can be provided with real-time 
data and feedback producing sensors. Smart technologies make it possible to enhance in particular energy-
consuming processes. (Heikkala, 2014) 

 

Liao-Troth (2008) suggests that managers of volunteer resources may want to rethink their work to ensure 
that they are making the most of what ICT has to offer. Also when using ICT to replace some of the 
traditional tasks that manager perform.  
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In the following the essential volunteer management software are presented in order for volunteer managers 
to use their time efficiently and effectively.   

 

2.4.1. Registration system 
 
The registration system is a data management tool, which is used to gather volunteer data in the early 
recruitment/application stage. 
The purpose of the registration system is to gather as much essential information from the potential 
candidates as possible by filling out the volunteer application. This process helps volunteer managers 
determine the most suitable candidates to work as sport volunteer. The Organising Committee will review all 
the applications received. Online method for registration is the quickest and easiest; properly set-up online 
application will save time of the Management team. Volunteer manager can gather applications quickly; 
transfer the information to a database and track volunteer application status. Management team can use 
outsourced computer programmer to create an online system for volunteering. (Frison, 2010) 
 

2.4.2. Volunteer Database 
 
In order to have easy access to the volunteer data, Frison (2010) suggest creating volunteer database with any 
applicable contact information. Volunteer roles as assigned by the management team should be included. 
The database can be used to keep track of any resources sent to the volunteers, e.g. training manuals, 
slideshows and newsletters, ensuring that all the volunteers receive the information. Database should be 
continually updated and volunteer information tracked and important reports generated using the database 
information. By the NYC service report (2014) tracking demographic information about the volunteers 
allows a deeper understanding of the current volunteer base.  
 
Maintaining the records and tracking the outcomes of volunteer activity helps in determining what volunteers 
accomplished. (NYC Service, 2014) 
 

2.4.3. Scheduling system 
 
When the Sport Volunteer numbers exceed 100, the use of a scheduling System is highly advisable. There 
are options available for the Sport management team to choose a scheduling system. Moreover, computer 
programmers can build the scheduling system program with a web portal, in order to volunteers are able to 
view their work schedules on personal accounts within the event website. Volunteers should be informed via 
scheduling system of major changes are made to the work schedules due to unforeseen circumstances. 
(Frison, 2010) 
 
It is important to reduce the amount of tools used and to have all the information under “one roof”. The 
mutual software for recruitment, volunteer database and scheduling is Event Bank, created by Online 
Dynamics11. Event Bank helps to find the volunteers and motivating them about a specific event, also the 
software guides how to recruit right persons to right tasks. With Event Bank there is possible to select and 
appoint persons to functions directly according to applicant’s skills and interests. Furthermore, Event Bank is 
offering tool to schedule tasks making sure there is always enough people in every function and in the end 
with Event Bank information system the organiser can keep in touch with volunteers by sending e-mails and 
SMS before, during and after event.6 

                                                        
11 See Event Management Tool by Online dynamics at www.onlinedynamics.fi 
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2.4.4. Training tools 
 
Well-planned, efficient and effective training sessions can be achieved with the tools for effective training. 
Aside from face-to-face informal meetings and groups sessions following tools are presented in order keep 
the new volunteers informed, engaged and committed. (Frison, 2010) 
 
Tournament (event) newsletters within the way to the event are a great way to keep all volunteers informed 
about the event. Newsletters can give information about the Sport Management Team, give training session 
dates, introduce a volunteer story, highlight a participating athlete, pass key dates about uniform and 
accreditation pick-up, links and office contact information and feature news about the event. (Frison, 2010) 
 
Before implementing the ICT, the knowledge was isolated within each individual group, with few 
opportunities for regular or rapid knowledge cross-transfer. Liao-Troth (2008) continues by stating that “by 
making information available centrally, data can be consolidated, trends can be identified and resources can 
be more effectively focused as a result” 
 
On top of that E-learning modules and online courses are great resources for volunteer in need of extra 
information about the event. E-learning modules can include topics as history of the event, event and venue 
information, sport volunteer roles and responsibilities and job specific training. These online courses and 
reading material are great resources for volunteers who are unable to attend some of the pre-event orientation 
and training sessions. (Frison, 2010) 
 
Digital badge 
 
One path for badges is provided by the Mozilla Open Badge Infrastructure (OBI) specification. Badge 
repository might be Mozilla-hosted Badge Backpack or other backpack hosted by any provider using the 
OBI specifications. By using Mozilla Badge Backpack recipients can choose to keep their awards private or 
display some or all of them on selected websites, social media tools, platforms or networks. (Educause, 
2012) 
 
Mozilla Open Badges is free software and an open technical standard any organisation can use to create, 
issue and verify digital badges. Each badge created has important data built in that links back to the issuer, 
criteria, and verifying evidence. Badges can be collected from multiple sources, online an offline, into a 
single backpack.12 
 

                                                        
12 See http://openbadges.org about Mozilla open badges. 
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Figure 3 Mozilla Open Badges is a digital badge provider suggested by Educause (2012), where you 

can display the badges wherever you want them on the web, and share them for employment, 
education or lifelong learning. (Mozilla Open Badges, 2015) This sketch shows the flow. 
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2.4.5. Communication and connection tools 
 
Communication is essential throughout the process of event organising. This tool includes the pre-event, in-
event and after event communication forms. These include e-mail, newsletter, www-page. This part will 
focus on the modern ways of communication; it is good not to underestimate the power of traditional ways of 
communication, e.g. personal conversations, letters, newspaper and board messaging. Østerlund (2012) notes 
that sport organisations can advantageously use social networks, e.g. Facebook and Twitter to reach potential 
volunteers.  
 
Most social networking sites are web-based (e.g. Facebook, MySpace, YouTube, Twitter, LinkedIn), but 
many also provide users the ability to interact in other ways, e.g. email or instant messaging. The advantage 
of this is that it more quickly connects organisation to a population that is probably receptive to the notion of 
volunteering. (McCurley & Lynch, 2011) 
 
Electronic communication, after establishment, can be regarded as a relatively cheap and efficient way for an 
organisation to communicate with various different stakeholders (volunteers, members and local residents). 
Organisations embracing electronic modes of communicating, e.g. SMS/MMS and Facebook have achieved 
greater efficiency in their communication with volunteers, members and the general public. (Østerlund, 
2012) 
 
Other ways to communicate with volunteers are these technologies; podcasts, blogging and video blogging, 
WikiS, ListServs and Mobile phone. (McCurley & Lynch, 2011)  
 
Social media can be used as a connection tool between the volunteers, including the use of Facebook, 
Twitter and Instagram. Liao-Troth (2008) notes that by using Internet and Web technologies, local groups 
are increasingly able to share information, expertise and experiences with others.  
 
As the Internet usage and Smartphone possession is increasing. 86% of 16-89 year old Finns use Internet and 
in 2014 Smartphone using Finns rose from the previous year by 10-percentage point to 60 %. (Official 
Statistics of Finland, 2014)  Use of the tools within the personal devices should be examined. The 
possibilities in communication in event are in the use of Whatsapp, Group messaging and Mobile 
Application for information share. 
 

2.4.6. In-Event management tools 
 
Previously suggested tool for volunteer management, Event Bank by Online Dynamics13 could be used 
throughout the event life cycle. Event Bank offers predefined organisation model and other factors to help 
planning the functions. Additionally, with the tool the organiser can set up tasks on time line to different 
sectors with existing guidelines. Event Bank is able to send all reports and demanded documentation to the 
rights holder and in the end the organisation will have ready-to-use mode and database for next events 
without separate reporting or modelling.  
 
Event organisers could utilize the analytics in volunteer behaviour in terms of movement and crowding, 
furthermore the direct in-event feedback from volunteers. Valuable information for the organiser could 
include reports on impressions and peak-hours throughout the event. Organiser could use predictions on 
capacity utilization for physical services for the event, additionally as a tool of evaluation of effectiveness 
and impact of volunteer work. For example, organiser could evaluate the required capacity of the event’s 
different functions throughout the day and use the predictions for capacity required in the future. These 
functions would need software for allocating people, outdoor and indoor positioning systems and in-event 
tool for online tracking.  
 

                                                        
13 See Event Management Tool by Online dynamics at www.onlinedynamics.fi 
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According to the Opus Research by Sterling (2014) the Indoor Positioning Market is growing and 
Smartphone adoption, indoor mapping and demand for indoor analytics are driving the market. At the 
moment there is no dominant indoor-technology standard. Multiple approaches (e.g. Wi-Fi and Bluetooth) 
are utilized to ensure accurate indoor coverage. Important to note that privacy will continue to be a central 
issue in the discussion surrounding indoor location and analytics.  
The benefit for the event organiser of the positioning system is to receive up to date location information 
where volunteers are situated, and using the information to move volunteers where extra hand is needed. 
With the tool, the organiser can receive information directly from volunteers, whether the function is 
undermanned. Other benefits are the analytics received from the system to plan the next event and predict the 
required amount of volunteers. Volunteers benefit also that the amount of waiting and “empty hours” can be 
reduced and the valuable time of the volunteer can be better used.  
 
In the end the guest of the event can benefit if the Location Based Service is widely used. By using the 
location based services there are also other benefits. Sterling (2014) lists benefits as promotional offers or 
discounts, loyalty points or rewards, product location information in stores, indoor mapping and navigation, 
enhanced customer service or improved in-store shopping experiences and personalized content.  
 

2.4.7. After-Event management tools 
 
Feedback is an important part of the communication process, and creating a system that facilitates two-way 
communication between the organisation and its volunteers. To keep volunteers engaged is to provide an 
avenue for them to express thoughts and ideas and offer feedback to the organisation. Volunteers are the 
ones who experience the process of delivering a service and volunteers can articulate what works and what 
could be improved in the operational process. (Lotich, 2012) 
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2.5. Section for management theory 
 
To manage work with volunteers more efficiently en effectively, there are management tools that help 
leaders to work with volunteers. LOOP (Locating, Orienting, Operating and Perpetuating) leadership model 
is created for manager’s help and for volunteers benefit. Projects are completed smoothly, when the four 
sequential phases of LOOP are used and it helps to keep volunteers focused and monitoring of volunteer 
involvement. (Joe, 1991) 
 
 

 
Figure 4 The LOOP model (Joe, 1991) 

 
Each of the four LOOP concepts is representing one phase in the sequence of the management process. All 
these activities are not independent of one another, but they blend together. 
 
The major concern for leaders and determines the success of a project is the selection and recruitment of 
volunteers, in LOOP model part Locating. As they mention in JOE article (1991) the ”intentional selection of 
appropriate volunteers to be responsible for jobs for which they are most suited is important.” The 
effectiveness of the organization may not rely on group development at all, but on a wide range of factors, 
some of which may in the end be beyond the control of the organizing group. (Shone and Parry, 2001) 
 
Second part of the LOOP model, Orienting will tell volunteers how their skills and energy will be invested. 
With clear purpose and care, informal and formal orientation is used, allowing the leader to articulate the 
vision, mission and goals at the beginning of a new volunteer’s involvement. (Joe, 1991) 
 
Third concept, Operating, represents education and accomplishment, which is the impact of leadership. 
Every volunteer must know what they have done and what they have learned along the way, and LOOP 
brings attention to specific accomplishments. (Joe, 1991) 
 
Evaluation and recognition as part of perpetuating the involvement of volunteers, is important for 
organizational growth. These steps are needed to maintain the involvement of volunteers in the program. 
(Joe, 1991). Sport organisations’ business environment is constantly changing. It is important to remember 
that the sport clubs are a lot about so-called tacit knowledge, which is difficult to identify and write to the 
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guidelines. Tacit knowledge refers to knowledge or skills, which doers already have, but they do not 
necessarily know hot to describe it in words. Thus, knowledge exists but it is not able to find words to 
describe, just know how to act on the information and/or skills existing. At the same time the importance of 
this information to the organisation’s success can be particularly valuable. Only participating in the sport 
club’s activities and its practices together with experts and experienced members transfers such tacit 
knowledge. To ensure the transfer the tacit knowledge it is important to make a plan.14 
 
 
 
 
 
 
 
 
 
 
 
 

                                                        
14 See more about tacit knowledge from 
http://seuraohjelma.fi/seuranhallinto/seuratoimijat/vapaaehtoiset/vapaaehtoistenjohtaminen-
tyokirja/johdanto Palloliitto 2015. 
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3 Research Methodology 
 

3.1. Research Strategy 
The choice of the research strategy for this research is motivated by the research objectives: to investigate 
available volunteer information management systems, to explore new ways of using information systems in 
managing volunteers, to present what are the advantages of information systems used on volunteer managing 
and to clarify the need of the information systems in managing. 

The purpose is to find the literature on the links between sport and information technology. Additionally, this 
study is carried out and gives a great value to multidisciplinarity. The whole notion of effective management 
crossing over sport and IT needs further elaboration and study. 

Denscombe (2010) suggest considering whether the strategy is suitable, feasible and ethical. Based on the 
consideration research strategies are weighted and the most suitable strategy is chosen. Denscombe (2010) 
list the research strategies: Surveys, Case Studies, Experiments, Ethnography, Phenomenology, Grounded 
Theory, Action Research and Mixed methods, and discusses the purpose of research.  For this research best 
suitable strategies are surveys, since they gather facts in order to test a theory (Denscombe, 2010) and Action 
research, in order to produce guidelines for best practice (Denscombe, 2010). 

Surveys are suitable in order to get information about a large number of people and when the targets are 
clear and narrow. Surveys are best when gathering straightforward data, facts, thoughts, feelings or 
behaviours. (Denscomble, 2010) For more complex issues interviews are used to gain more in-depth data. 
And practical problems are studied using action research as research strategy.  

Associated with ‘hands-on’ small-scale research objects, Action research is involved with practical issues. 
Denscombe (2010) provides definition of characteristics of action research. The practical nature is aimed to 
deal with real-world problems and issues, typically at work and in organisational settings. Other 
characteristics are change in setting and discovering more about phenomena, cyclical process, where change 
is implemented and evaluated as a prelude to further investigation and participation. (Denscombe, 2010) This 
research strategy faces the issues of feasibility. Whether there is access to data sources, if there are time 
constraints and getting agreement from organisations. 

Due to nature of this research project, the chosen strategies need to be people-oriented in order to form a 
whole picture of the subject. The data collection methods and analysis are discussed more in the next section. 

 

3.1.1 Methods and Material 
 
Method part is divided in three parts. First part is the survey conducted for volunteers, in order to find ways 
the organization could improve their sport volunteer experience. This includes the use of information 
management software, in-event applications etc. Survey as a method is in relation with the first research 
question. It is essential to hear the volunteer’s point of view and their opinions are essential. 

 

Second part, is the interviews with the sport managers. This part covers the opinions about the current plan 
of action in comparison to suggested alternatives.  Interviews a method is in relation with the both of the 
research questions. Interviews as a method is used to get wider knowledge about the systems used. 

 



 

 25 

Additionally, third part, the purpose is to collect data from sport events during the research period. 
Participant observation as a method is in relation with the both of the research questions. The advantage of 
the observation is that the observed situation is seen as it really is. 

These different kinds of methods are needed in order to answer the research question. To get the answers to 
the research questions this study needs answers from the volunteers itself, sport managers leading volunteers 
and the event need to be discovered and studied.  

3.2. Data collection method 
 

3.2.1 Participant observation 
 
Participant observation, defined by Becker and Geer (1957) is a method in which the observer participates in 
the daily life of the people under study. This can be conducted openly in the role of researcher of covertly in 
some disguised role, observing things that happen, listening to what is said and questioning people, over 
determined length of time.  
 
This method is to help the researcher get the feel for how things are organized and prioritized, how people 
interrelate, and what are the cultural parameters. (Kawulich, 2005) One of the advantages of participant 
observation is the access to the “backstage culture” (Kawulich, 2005). In addition to that DeWalt and 
DeWalt (2002) says that this improves the quality of data collection and interpretation, also facilitates the 
development of new research questions or hypotheses.  
 
This method is used for the same as Introspections, and the purpose is to act as volunteer in one event. 
Participant observation is conducted as field study, and the researcher will be on-site conducting the 
research. The base for the preparation of the participant observation is suggested by the book Qualitative 
Research methods: A Data Collectors field guide by Mack et al. (2005). The purpose of this participant 
observation is to find out how the event is organized and how the IT systems are used in the volunteer 
management. 
 
During the event the population to be observed are the volunteers and other workers at the event. The IT 
systems are observed also observed, in order to find out which are on use. Sufficient rights granted during 
the accreditation guarantee the accessibility to all the sites.  
 
The research is conducted on-site, since as mentioned in the Data collector’s field guide (Mack et al., 2005) 
there is no substitute of human interaction, including places, things and states of being. Main point of the 
participant observation is to “uncover factors important for a thorough understanding of the research 
problem” (Mack et al, 2005) and to find out problems that were unknown when the study was designed.  
 
On the contrary the main disadvantage of the participant observation is that it is time-consuming and the 
difficulties of documenting the data. (Mack et al, 2005) Participant observation applied to this research will 
mitigate these disadvantages by well-prepared schedule and concise good notes. Also, it is good to mention 
that the observation will focus on predetermined group and events. Important fact mentioned by Mack et al 
(2005) is to understand the difference between reporting, and describing the observation versus interpreting 
what you see. Research requires objectivity, and the researcher fill focus on filtering out personal biases, by 
paying special care to objectivity.  
 
 
When it comes to the ethical guidelines, the Data collector’s field guide (Mack et al, 2005) suggests that 
when conducting participant observation, the researcher should be discreet enough about the identity of the 
research and the intentions, in order not to disrupt normal activity. To maintain the confidentiality during the 
participant observation, the participant confidentiality is protected by not disclosing personal characteristics. 
(Mack et al, 2005) 
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In the end the data from the participant observation is used to improve the design of other methods, such as 
interviews, focus groups and surveys.  
 

3.2.2 Field Study  
 

Field studies collect original or unconventional data via face-to-face interviews, surveys, or direct 
observation. (Alston, 2014) This method is used for support and as part of participant observation 
experience.  

Different roles for observers are complete observer, who is not interacting with what is observed. Complete 
participants are researchers that are fully immersed in what is being studied. In the middle is the observer, 
who chooses to interact, is called participant observer. (Alston, 2014) The researcher of this study will act as 
participant observer in the chosen sport event.  

The event under investigation for five days is significant sport event taking place in March 2015 in Finland. 
Another event is investigated to give contrast to the first event under investigation. Researcher will take part 
in the activity while documenting the observations. Mack et al (2005) suggests to blending in and interacting 
with people while identifying individuals who may be good sources of information. The research team 
consists only one member, the author itself. The notes are taken during the observation with Notes 
application on the phone, and later extended based on the notes. Together with participant observation this 
method field study is conducted in order to collect data. 

 

3.2.3 Interview and Questionnaire  
 

This method consist two parts. Survey and Interviews as a method is used to get wider knowledge about the 
systems used. 

 

Surveys or questionnaire is also used for getting more information about the preferences of volunteer 
management systems. This questionnaire will be targeted for volunteers with previous knowledge about 
volunteering. This method of gathering information is about asking people directly about the points 
concerned with research. (Denscombe, 2010). These points include the systems used in the particular event, 
communication tools used in the event and the overall satisfaction on management and the tools used. 
Asking opinions from both sides, managers and volunteers is essential to cover the entirety. 

The method for questionnaires is online questionnaire and this will be shared in the different Volunteer 
Facebook groups consisting hundreds of volunteers. The purpose is to keep questionnaire as short as 
possible, as Denscombe (2010) suggests asking only questions, which are crucial to the research. Mostly the 
questionnaire will consist of indirect questions in order to receive opinions from respondents.  

 

When gathering data from volunteers, it is good take into consideration the available previous research made 
in order not to repeat and overlap already existing studies. The purpose is to interview 1-2 manager and then 
deeper the knowledge with focus group method. The sport managers are chosen by the sport that has most of 
the volunteers involved, in this case Football, and other sports by the suitability for this research. The other 
sports managed are Gymnastics and Basketball. Contextualizing the approach, one sport might not be 
chosen, since what it comes to event management the need of the organization is similar, when managing 
volunteers. 

 

The questionnaire aimed for volunteers is appropriate to use since there are many respondents in many 
locations and the information required is fairly straightforward. There is also no need for face-to-face 



 

 27 

interaction, since identical questions are used. Denscombe (2010) divides the information from 
questionnaires to ‘facts’ and ‘opinions’. This questionnaire relies on opinions, attitudes, views, beliefs and 
preferences. About the response rates, by Denscombe (2010) the aim of a good survey is to keep non-
responses to a minimum. Next step is the sampling to produce accurate findings without the need to collect 
data from each and every member of a survey population. Sample is small subgroup chosen for study. 
(Denscombe, 2010) For this research exploratory sample is chosen, since by Denscombe (2010) exploratory 
sample is used as a way probing relatively unexplored topics.  

 

On other hand there is a need for deeper knowledge and this calls for interviews. Denscombe (2010) states, 
“When the researcher needs to gain insights into things such opinions, feelings, emotions and experiences, 
then interviews almost certainly provide a more suitable method.” Interviews with Sport managers will give 
the contrast to the questionnaire conducted with the volunteers. The type of the interview to be conducted is 
semi-structured interview. Denscombe (2010) lists that the interviewer has a clear list of issues to be 
addressed, researcher lets interviewee to develop ideas and speak more widely and the answers are open-
ended.  

The sampling technique to be used is purposive sampling, where respondents are handpicked for the topic. 
Denscombe (2010) explains that purposive sampling works where the researcher already knows something 
about the specific people. In this case the questionnaire is to be delivered through Tough Viking Finland 
volunteers where the people have participated event as volunteers or have interested in such action. 
Denscombe (2010) continues that the advantage is that this technique have good grounds for believing they 
will be critical for the research.  

The size of the sample will be determined where the point is reached where there is sufficient information 
and where no benefit is derived from adding any more to the sample. (Denscombe, 2010) Anticipated sample 
size is to set as 150 respondents and response rate of 20 percent. Then 30 people need to respond to the 
questionnaire. As it will be online survey, the amount of respondents can vary.  

3.2.4 Introspection  
 

One of the methods firstly thought by the researcher was to implement introspection method for data 
collection. Rarely used method would have brought insight to previous knowledge of researcher about 
similar sport events that researcher have worked as volunteer. Deeper knowledge would give valuable 
information for the research supported by other data collection methods. In turn, this method is not very 
suitable for this kind of research. 

Introspection is examination of one’s own conscious thoughts and feelings. It is the process of observing and 
reflecting on one’s thought, feelings, motives, reasoning processes, and mental states with a view to 
determining the ways in which these processes and states determine our behaviour. (Nunan, 1992) 

This method could be used for examination of different events and describing how the Volunteers are 
managed in real event. This method could be use to derive the experience of the researcher’s knowledge 
about the management systems used in the past events. In contrary participant observation participates the 
research, and in this study researcher perceives that participant observation to be more effective method for 
data collection. 

3.2.5 Focus Groups  
 

This method is to gather professionals and ask them whether one of the information systems is better to use 
than other ones. Vital points about focus are that there is a focus to the session and the discussion is based on 
item or experience, about which all participants share similar knowledge. Also particular emphasis is placed 
on the interaction within the group for eliciting information. (Denscombe, 2010) 

At this point no focus groups are conducted in this research, this becomes relevant in the phase of future 
research. 
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3.3. Data preparation and analysis 
 
The Purpose of analysing is to gain a better understanding of it by describing, explaining and interpreting. 
(Denscombe, 2010) This study consists of two observations, two interviews and one survey. This part of the 
study presents the application of the research strategy. 

 

Observations 
First observation study was conducted at Kontiolahti in Biathlon World Championships held in Finland 4.-
15.3.2015. Observation was done between 1.3.-5.3.2015. The observation’s point is observe how the event is 
organised and to gain deeper knowledge on volunteer management by participating volunteering tasks. This 
observation involved other volunteers, the volunteer coordinator and the researcher. Since the event is one 
time only, the observation is not repeatable.  

 

Second observation study was conducted at Helsinki in Gymnaestrada held in Finland 12.7. -18.7.2015. 
Observation was done in order to compare to the first observation.  

 

Interviews 
The purpose of the interviews was to study how the sport managers percept the use of volunteer management 
systems and how to make the software successful. It was essential that the interviewees have had the 
experience of event planning and volunteer management. The researcher used his contacts in order to find 
the participants to this research.  

 

Survey 
 

The surveys conducted in order to see the volunteer’s point of view. The survey was carried out between the 
volunteers who volunteered for Tough Viking Kaisaniemi obstacle race competition held in Helsinki 5th of 
September. 

 
3.3.1. Trustworthiness 
 
Trustworthiness and reliability is in focus of this section of the study and the methods chosen are taken into 
account.  

 

Using the methods of qualitative research provides in-depth, although the application of information is 
poorly generalize able. Qualitative research aims to take the phenomenon, where the generalization is not a 
problem. Substantial research effort must be made to make the phenomenon understandable. (Alasuutari, 
2011) 
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This research can be considered as reliable for the purpose, which function is instructive work for sport 
managers, who are applying volunteer information systems or managing volunteers in sport events. 

 

Trustworthiness of this work increases following: The theoretical base of the research and the relation to the 
study. The subjects, events and interviewees are presented, although some of the information is left 
anonymous. Also, the events researched are the biggest volunteering events in Finland 2015 and the 
interviewees have previous experience of volunteer management. 

 

In order to increase the reliability of the research, the results should be able to be transferred to another 
similar context. The transferability of the results increases, from the interviews that the interviewees carried 
out in the same manner. The transferability of the results undermines the diversity of sport events and 
difference in tasks. The interpretations created are supported by theoretical background, admitting that not 
widely from other studies, therefore confirmability is affected.  

 

Conclusions and summaries presented in this study are therefore within the scope of this study fairly reliable. 
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4 Results and Findings  
 
This chapter is to present the results of the study conducted. It begins with section 4.1 presenting the search, 
selection and finding a software for volunteer management by using the background and literature review. 
Sections 4.2. concentrates on rationalization of volunteer contribution and search the need for volunteer 
management system. 4.3. sums the opinions between volunteers and 4.4. shares the results from the 
observation. 
 
The research questions of this study are following: 
 

1. What are the advantages of using information software in sport events for volunteer management? 

2. What challenges are faced by sport managers when using software for volunteer management? 

 

Following sections will present the answers to these questions. 

4.1. Searching, Selecting and finding software for volunteer 
management. Findings from the literature review. 
 
This section will discuss the volunteer management software. The review is based on the background and 
literature review. Continuing with suggesting software can be used when managing volunteers.  
 

Gaskin (2009) has set out seven key functions for volunteer management; planning, recruitment, selection 
and screening, orientation, training and development, recognition and performance appraisal and retention 
and replacement. The best-case scenario would include all these functions in one software. These key 
functions are further elaborated in the part 2.2. Management of sport volunteers. Researcher suggest Event 
bank software to be used since it covers most of the functions of events lifetime. On top of that separate 
systems are suggested to support Event Bank. 

 

Event lifecycle includes these steps: registration, volunteer database, scheduling system, training tools, 
communication and connection tools, in-event management tools and after-event management tools. These 
steps are explained in the part 2.4. Management tools. 

 

Suggested software for event’s lifecycle management is Event Bank (Online Dynamics, 2015). Event bank 
can cover the steps of registration, volunteer database, scheduling system and in-event management tools.  

When it comes to training tools ‘Kursstart’ is suggested; the organizers of Falun 2015 FIS Nordic World 
Championships in Sweden used as a volunteer training tool in co-operation with Xpectum AB15. The 
organizers used web based education tool Kursstart. Kursstart is distance based education tool, where you 
can access the course at any time. After finishing online training, the organizer can access the results and see 
who have completed the online training. 

 

                                                        
15 Learn on demand tool by Xpextum. Available at: http://www.xpectum.se/ovriga_tjanster.php 
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For the communication and connection tools Facebook and Whatsapp are suggested. Facebook in form of 
private groups for volunteers have discussion and Whatsapp for fast communication.  

After hosting an event the essential feedback can be gathered with any survey tools, which enables easy 
access to data gathered. For example Survey Monkey16 offers Post-Event Feedback Survey Template, which 
can be modified to fit the needs. The Survey Monkey’s template will help the organizer to direct future event 
presenters, staff, and volunteers. 

4.2 Rationalization of volunteer contribution and searching the need 
for volunteer management system. Results from the interviews. 
This part will be presented by using the material of two interviews held. The purpose is to find a way to 
rationalize the volunteer’s contribution and search a need for volunteer management system. The 
interviewees work in the sport organizations that have 100-499 members. Type of the sport is multisport and 
the average number of volunteers in an event is: 15-20. The answers from the interviews are presented with 
following subheads.  

 

Interviews revealed that both of the interviewee’s organizations are not using that much volunteer 
management software in sport events. From the answers can be seen that there is low knowledge about 
solutions available in the market. Tools used by these to organizations are Excel, Google Docs and e-mail. 
Recently, the use of Event Bank and app Webpropol is suggested.  

 

The main reasons that information systems are not widely use in sport events are that there is an uncertainty 
that the software is working. Moreover, the reason is seen that there is not enough money. As Interviewee 
Jesse explains:  

“Organizations are doing the way that it has been always done, usually the organizations are 
not willing to take any risks. Is the new software really the worth of investing money?” 

 

When it comes to the rationalization of volunteer’s work, the transmission of information from current event 
organizers to next ones should go smoothly. Many parts of the volunteer work could be rationalized by using 
a software including template of past events. It would ease the process to get volunteers to more responsible 
roles. On top of that, it would make easier to contact people and to store the participant’s information in one 
place. Other parts of the volunteer’s work that could be improved are seen as the practical arrangements 
concerning volunteers. For example when the organization is organizing rides to the event area. Shared rides 
would help the organization to focus on their main tasks. Jesse explains it further: 

 

“That causes expenses to us, if everyone is travelling alone. We would like to have help of IT 
in here and use software to help us.” 

Organizations have various tasks during the year and events are one part of the several projects throughout 
the year.  Other functions of organizations take more time, if the software could be implemented in event 
level, it would effect positively on other parts of the organizations, too. When it comes to the question, how 
the interviewed organization representatives see the competition and the use of software, Nina answers:  

 

                                                        
16 Survey Monkeys Post-Event Feedback Survey Template. Available at: 
https://surveymonkey.com/mp/post-event-feedback-survey-template/ 
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“I think this kind of volunteering software could be scaled to other teams and organizations 
as well. Others might have some systems in use, but how it seems from outside, it looks like 
that they do the same way [without software]”. 

 

The aspects of the organizations volunteer management that the interviewees would like to improve. First are 
the event coordination and the task division. The interviewees hope for software that would help the process 
of allocating volunteers and making schedule. Existing templates are wished and the possibility to create 
reports to justify the decision to the partners. This is important to show the partners the reasoning behind the 
decisions. It is easier then to justify e.g. the needed amount of volunteers to the event. 

 

The wanted software tools for organization explained by Nina:  

 

“I would like to have tool for creating the schedule, too. It would remove on phase of the 
work, which we have done by hand. In the software I would have the list of people, when they 
are accessible, the tasks listed and how many people are needed for to one task to accomplish 
it – then the software would create automatically the schedule. Then we could skip the 
conversations made on Facebook and people would be able to fill their accessibility details 
themselves personally”. 

 

 

The advantages of using information software in sport events for volunteer management 
This section is supplemented by questioning what benefits the software brings and which one is seen as the 
best one.  

 

According to the interviewees, implementing a volunteer information management system would reduce the 
workload when managing volunteers. The advantage is that the information gathered is under one roof.  

 

When the implementation of volunteer management software would work well it would even increase the 
amount of volunteers the organization could make use of. The recruitment process would require less effort 
and the time of the core time would increase.   

Interviewees brought up that Event Bank is in use of sport organizations and events.  

Another feature that interviewees brought up is the idea of mobile application. The application would include 
instructions, schedule and other important features in the hands. 

 

Challenges faced by sport managers when using software for volunteer management  
This section will go through the disadvantageous side of using different systems in volunteer management. 

 

Considering the volunteer management system the major challenge is seen as the lack of template and the 
information overload. When facing surprises the organization wants to control them. Jesse explains:  

“Some of the requests and replies can get lost in the information overload, when working only 
with e-mail.” 

Organizations see as downside that they haven’t been able to offer any benefits to the volunteers, e.g. study 
credits for the students. Also no-shows are seen as problem when organizing an event. Moreover, the costs 
are seen as the biggest reason not to implement any software.   
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It was also mentioned that it would make organization to look more professional when using volunteer 
management software, especially from the volunteer’s point of view. Interviewees agreed that the 
implementing software would ease the work at many levels. Organizations tend to organize the events the 
same way they have always done. Therefore the ‘silent information’ in the organization is an important 
matter. 

 

One challenge mentioned is the implementation of new software. It requires time for learning and in the 
beginning the new software might not bring the required benefits. Additionally there can be found critical 
thoughts towards the change. The risks in data security have always been in min when thinking of new 
software implementations. 

 

When it comes to maintaining and up keeping the systems, the interviewees have not really thought about the 
budget related to that. But, Nina answered:  

 

“Maintenance of the database would be accountable by one person. We don’t have recourses 
to hire extra people.” 

 

The use of Volunteer management software 
This part will go through the management software the organizations use and present the features that are 
perceived important. 

Interviews arose the features that are though important when thinking the volunteer management software. 
Very important features are though the following: volunteer database, training tools and scheduling tools. 
Many other features were thought important too, but these three features could be found marked as very 
important from both interviewee’s lists. 

 

In contrast, not very important features are digital badges, platform for news and manuals. Nina mentions the 
downfall of rewarding with digital badges: 

“Digital badges would be great, if they would be widely recognized and used in bigger scale. 
At the moment it is not very important.” 

 

It was also mentioned in the interviews that there is a need for collecting additional information about the 
volunteers. At the moment the situation is that the organizations have database of volunteers basic data. The 
database would like to be expanded with additional information e.g. hobbies and possible leadership skills. 

 

When it comes to the registration systems, the interviewees are hoping for an application that enables 
volunteer to input their availability details for the certain event. Then coordinator could contact the ones who 
are really available. In the phase of registration the volunteer could see different roles and therefore be able 
to show the interest in to a specific role. It would ease the process of distribution of tasks. Moreover, the 
database could be used even more. The desire is that the organization could then messages through an 
application to different groups and demographics. Nina tells about her experience: 

 

“Now we have mostly contacted the ones who have been already active in the events, or the 
ones we know. We would need the possibility to target the requests to a certain group.” 
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Another section, volunteer training, is essential part in the journey of volunteering. From the interviews can 
be seen that there is need to make training more coherent, faster, easier and more natural. At the moment the 
training materials are in files but the goal is to create instruction videos to support the readable material. It 
was mentioned that personal trainings are used, e.g. personal messages, Facebook conversations and Face-to-
face meetings. This can be time-consuming when comparing to video trainings. The advantage is to have all 
the instructions in one place.  

 

Moreover about the tools, the communication and connection tools are important in volunteer management. 
Facebook is used as tool for internal organizational use and also external in form of news platform. Facebook 
is also used as data management, reporting and sharing files. Private groups are formed for groups, where 
only team leaders are included and accessible to the information that can be forwarded. Advantage in 
Facebook is that the groups can the created with different privacy levels. Another tools used in 
communication are Whatsapp and e-mail. On important trait in Facebook a Whatsapp is the possibility to see 
that the receiver has seen message and the receiver can react fast. Whatsapp is used in different purpose for 
smaller requests and Facebook is used for upper level organizational issues. The challenge of using 
Facebook is that the service can crash and the privacy issues need to be acknowledged. There is information 
that cannot be shared outside organization.  

 

In-Event management tools’ benefits are in bigger events. With a tool the organizer could evaluate the 
changes in event better. If the tools are in use in the events, the feedback could be gathered in real time. The 
tool could be delivered to use for customers, too, for instant feedback gathering. As Jesse mentions:  

“The claims and feedback could be handled and solved on-site. 

 

After event-tools as feedback gathering tools, enables the opportunity to make progress. Interviewees have 
gathered feedback orally or by e-mail. The feedback has been gathered from one person to another, which is 
seen as shortcoming. The advantage of feedback collection is seen that the collected information can be sent 
forward, the information where is succeeded and furthermore the information where there is need to be 
improved. Interviewees highlighted that if there is a feedback collection from previous event, and then start 
point is not zero for the next organizing team. Important is to note that the ones who are working in the 
event, they know the best which parts work and which part not. 

 

The decision to choose volunteer information system, or the reasons not to choose one 
 

Lastly, this part will present the thoughts on when implementing new information system, or in contrast the 
decision not to choose one. 

 

According to the interviewees the reasons to choose the information software is the level of skills in the 
organization. Organization should have enough money and the current situation need to be developed. The 
knowledge and skill level of the software should be sufficient.   

 

The way that the organizations work at the moment is seen as very traditional.  Nina is looking for software 
and elaborates more:  
 

“The software that we could select, appoint and send messages to persons concerned would 
help our job when managing volunteers. It would be even better that we could personalize the 
message. It makes the communication more personal.”  
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From the interviews can be found that a lot of work is done by hand. The schedule is created for every event 
from the beginning. Interviewees hoped to get help to this challenge from information system. There is a 
hope for automatic notifications for changes made to the schedule or groups. Nina explains that sending 
instructions and schedule can be complicated:  

  

“If we don’t have schedules distributed in time, the volunteers don’t want to wait and arrange 
other plans for the event day.” 

 

It is also good to distinguish the difference between the sizes of the event. Small events have different needs 
than bigger scale events. E.g. small events have no need to control the volunteer dining, when in bigger 
events there is a need to control the food distribution. This can be solved using electronic lunch passes.  

 

The barriers are that there is not enough money for the software and the interest towards the software is low. 
Also one factor is that there is not enough knowledge about the available software. 

 

The risk of misuse should be minimized. The importance of back-ups cannot be underestimated. There is 
always a risk of system failure, then as Jesse says: 

“You always should have plan B.” 

 

4.3. The opinions between volunteers. Results from the survey. 
This section presents the results from the survey, which was collected after the event Tough Viking, 
September 5th. Main questions for this part included; how the volunteers think that the communications is 
implemented, how the communication tools are used, if the volunteers are willing to use Smartphone as 
working tools and how the volunteers perceived the communication tools used in the event they had worked 
for. 

 

After the event the feedback was collected from the volunteers who worked in the event. Collection time was 
7.9. -10.9. The feedback survey was sent total of 150 volunteers who worked in the event. 29 of them 
responded. 26 out of 29 respondents read and understood the information given and they gave their consent 
to participate. In this survey the questions were about the tools, approaches and working methods used in 
Tough Viking event. 
 
First, based on the answers when enquired about how the communication tools were perceived the most 
useful tool for communication was perceived Dropbox with 92% answering that the tools is somewhat or 
very useful tool. Other tools perceived as useful were e-mail, schedule created with excel and newsletter. 
Correspondingly, manuals, web page, text message and phone calls were assumed less useful. Only 26,9% of 
respondents said Facebook page was very useful. Note that there was no private Facebook page created for 
volunteers.  
 
Second, when questioning how easy the confirmation of the shifts were perceived. Notable, the shifts were 
sent to all volunteers by e-mail. Each e-mail consist a PDF-document were the shifts were listed team-
specific. Each volunteer should read their shifts from the list and confirm their shift by sending e-mail.  The 
confirmations of the shifts were assumed as easy. 
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Figure 5: Over half of the respondents found that confirmation of the shifts was easy. 
 
Third question checked that if the respondents are willing the use their own personal Smartphone as a work 
tool in an event. 88,9% of the respondents said that they are willing to use their own smart phones as a work 
tool in an event.  
 

 
Figure 6: Majority of the respondents would use their own personal smart phone as a work tool in an 
event. 
 
Fourth questions viewed the willingness to give permission for tracking by asking “If an organization would 
ask you to download an Smartphone app to track the volunteer movements in an event, would you be willing 
to give the permission for tracking?” 80,8 percent of the respondents are willing to give the permission for 
tracking. 
 

 
Figure 7: 80,8% of the respondents is willing to give the permission for tracking. 
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Lastly, the fifth theme was the development proposals for the organization to support better the volunteers, 
when thinking of information systems. From the answers can be drawn a line that volunteers needed more 
information and up-to-date schedule. The sixth question concerned the tools that were wanted when 
volunteering in an event. Volunteers answered that they would appreciate the opportunity to use instant 
message tool e.g. Whatsapp. Also Facebook group for volunteer has been requested. 
Furthermore, electronical map was mentioned few times. 

4.4. How the volunteers are managed in event? Results from the 
participant observation. 
 
This part will show how the volunteers are management in the event. Presenting results from two participant 
observations conducted fort this study.   

 

The first participant observation was conducted during the March of 2015 in a big scale World 
championships event. The full report can be found in the appendix.  

 

To answer the research questions: What are the advantages using of software in sport events for volunteer 
management and what challenges are faced by sport managers when using software for volunteer 
management, this participant observation was conducted in order to find the situations where the software 
could be implemented and to find development areas. This part of the research was conducted also to see 
how the event is managed in real-life and to have base for the following interviews. 

 

The process of recruiting volunteers started well in advance in order to receive adequate amount of 
volunteers to fulfil the positions. The application launched for recruitment was embedded application form 
on the website of the event. In this event there was no obligatory training needed and most of the 
communication happened via e-mail. The organisation offered training sessions through test events and for 
particular roles, although no online-training was offered. Several newsletters for volunteers were sent during 
the process from recruiting until the end of the event. One newsletter handled the behavioural codes during 
the event. 

 

The event used Facebook and Twitter for communication tools for volunteers, despite there were no private 
group especially for volunteers offered. When the individual tasks were published, the organiser used excel 
sheet, where all the tasks and timetables and volunteer’s names were listed. The confirmation of each role 
was asked to be sent by e-mail. After the confirmation the organisers transferred the information to the 
accreditation software by hand. Organisers used also Dropbox17 in order to share the volunteer guide for 
more information. 

 

When the event was approaching more newsletters were sent to the volunteers. Also, there were several 
newsletters sent concerning the problems about distributing the volunteer outfit.  In the newsletters there 
were also request for extra workforce. Notable, was there was no need to reply to these requests. There were 
no strict timetables for each volunteer. 

 

                                                        
17 Tool for back-ups, https://www.dropbox.com 
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During the event, the accreditation process went smoothly, although there were minor problems with 
technology, meaning the camera and lamination machine. Notable was that there was an EAN code printed 
to the accreditation pass, which was not in use during the event among the volunteers. The volunteer 
accommodation listing was handled with several paper sheets, listing the names and rooms in the 
accommodation centre. Dining of the volunteers were organised well, but there were no control of the people 
who have already had their warm food; no coupons were in use. The food was free for volunteers.  

 

Some of the volunteer events during the event were only passed by word-of-mouth and the information about 
the changes was on the billboard on volunteer centre, and no newsletters were sent about the changes during 
the first days. There was no instant messaging or other similar ways of fast communication in use.  

 

After the event there were few newsletter sent, about extra hands available for deconstruction process and 
welcomed the volunteers to help with the oncoming events in the area. Also the organiser acknowledged the 
volunteers and big thank were give to all the volunteers participated. 

 

The second participant observation was conducted during the July of 2015 in one of the biggest sport events 
organised Finland, a gymnastic event, Gymnaestrada. The full report can be found in the appendix.  

 

Gymnaestrada recruited volunteers Event bank when recruiting volunteers. Recruiting process for the event 
started as early as autumn 2014. During the process the organisation provided face-to-face training, which 
was not compulsory. The material from the training could be accessed online. The communication before the 
event was done with newsletters and private e-mails. 

 

Private Facebook group was used by Gymnaestrada volunteer managers. During the whole event, 
Gymnaestrada social media was very active and informative. Organizers offered accommodation for 
volunteers, and the need for accommodation was clearly requested in the registration form. 

 

Gymnaestrada organizers divided the volunteers in groups using Eventbank, and after dividing the groups, 
the group leaders were named. Then group leaders contacted the group. Group leader contacted the group in 
order to deliver the schedule of the event and shifts during the event. First the group leader in IT-team made 
the work schedule with Eventbank, but facing problems with the software, the group leader made the shifts 
with excel sheet. After first draft of work shifts, the group leaders contacted the group with couple of more e-
mails about the shifts. Group leaders used also text messages to confirm that all is understood. 

Information about the accreditation of the volunteers was included in the volunteer’s guide, which was 
distributed online few weeks before the event. 

 

During the first days of the event, when the building and preparation was going on, there was no need of 
showing accreditation card. The notable was in the accreditation process that there was an EAN code printed 
on each pass, which was further used in the process. After receiving the pass, the outfit was distributed. With 
the scanners (iPad minis used) the worker scanned the accreditation pass and read from the screen e.g. how 
many shirts was reserved for each volunteer. Later the accreditation passes were scanned when collecting the 
drinking bottle and when entering the food area. The food for the participants was included in the 
accreditation, and scanning the passes controlled it. 

Moreover, when the event was ongoing notable that not much help of an information systems were used. The 
requests for IT tasks were only received by phone and the tasks were not written down as incidents. That 
could be done in order to count the IT support tasks during the event and report it for the use of next events. 
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Also, in the event there was not that much information shared. Most of the information needed was on the 
volunteer’s guide. Although few reminders were send via e-mail during the event days. E.g. information 
about the shows in the evening and reward tickets for volunteers. The same information was shared also to 
private volunteers’ Facebook group. 
  
  
When the event was finished the organizer held a party for the volunteers. Thereafter a thank-you message 
was sent. Monday after the event week, the organizer sent a Webropol survey to the volunteers, for feedback 
gathering. 
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5 Analysis and Interpretation 
 
Analysis part will to through the results part. The parts that will be analysed accordingly to the two research 
questions: 

5.1. The advantages of using information software in sport events for 
volunteer management. 
 

Software and tools should be chosen by the need of the organisation. Coherent volunteer management need a 
proper volunteer management system to keep the balance in managing volunteers. The choice of the 
volunteer management system should be discussed in the first meetings when event is planned.  

When it comes to the rationalization of the volunteer’s work, which parts of the volunteer work can be 
rationalized? One big part of the rationalization of the workload is tool for volunteer managers that they can 
easily move and direct work force to the places where extra hands are needed. Also, the rationalization 
comes from the first steps, little by little. Firstly the basic applications e.g. scheduling tool, communication 
tool etc. need to be in use.  

The need of volunteer management software clearly shows when listing the advantages of a system for 
volunteer management. It would reduce the workload of the managers and perhaps the amount of volunteers 
can be increased when they are more managed and controlled. Main point of implementing a volunteer 
management system is that it would make the organisation look more professional. 

In contrast, what would motivate the volunteers to work in the events? The digital badges are not seen 
nowadays a motivator. The motivation comes from the well-planned shifts, the feeling of importance and 
usefulness. For example in a basketball game, the floor cleaners are young future talents belonging to the 
team. They work in the team’s event voluntarily, next to their idols, knowing that some day they might be 
playing in the field. That kind of commitment is hard to create or mirror into the management software.  

Volunteers are willing to use their smart phones for work purposes when volunteering in an event. Also they 
would give permission for tracking. These facts help the work of the future managers, if the volunteer 
management system would include tracking features. This is also a good sign for the developers, since the 
data privacy is one of the main concerns in tracking software business.  

In volunteer’s point of view, the most useful tools are seen Dropbox, e-mail, newsletter and schedule made 
with excel. Volunteers are rather happy with small effort on tools that they feel they can get the necessary 
information they need. Volunteers answered to they survey, that information and up-to-date schedule are 
considered important. 

The participant observations revealed the best how the event is managed, the real situations show the 
shortcomings and also the successes. The reason for two participant observations is the need for comparison. 
No event is similar to another. Clearly in the other event is more advanced when it comes to the use of 
information systems. The well-organised event using information systems gives a professional feeling of the 
organisation. 

Furthermore, for future studies, when selecting options for volunteering software the alternatives could be 
studied in focus groups and interviews. Comparing and talking about the systems could help one 
organisation to choose the best solution for their needs. Later, the volunteer management software could be 
expanded on helping volunteer to get on the event site by taking a system in to use enabling shared rides. 
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5.2. The challenges faced by the sport managers when using software 
for volunteer management.  
There is a lack of knowledge in using information systems between sport managers. From the results section 
there are software presented and suggested to sport managers. The suggested Eventbank18 will cause costs, 
other tools are free to use, or only minimal cost are derived. Even minimal costs can affect to the 
organisations running on low budget. For the organisations there is need for volunteers, as the interviewee 
said in the interviews that if they would get volunteer management software or tools it would increase the 
amount of volunteers they could recruit. Then organisations might take extra volunteers for to single events, 
where mostly active members of the organisation have taken responsibility. 

 
Another important question is what would encourage persons to work. Whether the volunteer work would 
give more to volunteer or the volunteering should be acknowledged more when applying for work. Career 
paths for volunteers should be discussed more. Multitasking in an event should be studied further, since 
when the volunteer give their time to an organisation, it should not be wasted and the volunteer should feel 
appreciated.  

 

This part is for answering the question, what is the reason not to choose to use volunteer management 
software or tools in the first place? Interviews revealed that sport organisations are not using frequently 
volunteer management software in sport events. The reasons are in the uncertainty of the reliability of the 
software. On the other hand, clearly the managers have the urge for the systems to help their job in managing 
the event and volunteers. 

Some disadvantageous points also raised questions. The implementation of the software needs the know-how 
and interest. This can be a problem for the organisations that don’t necessary have the people with interest on 
information systems or technological tools. 

The biggest difference in the participant observation was in the distribution of volunteer clothing, the other 
event used a system, and the other did not. Organisation with the software was able to stay up-to-date of their 
inventory and speed-up the distribution and moreover, the distribution was paper-free. When the other 
organisation could have benefit the information system. Other important difference was that the other 
organisation used Eventbank as tool for volunteer management and the other did not use management tools. 
For the volunteer it was clearer, safer and more convenient to have the information in one place.  

As conclusion, the event without any volunteer management system could have increased the level of 
professionalism, the satisfaction of the volunteers and the level of usage of each volunteer by implementing a 
software volunteer system. Now, when there is no template of the event, the next event has to be organized 
from scratch. 

It is also good to bring up the purpose of “I need work” button. There are situations, also described in the 
results part of the participant observation, that there is spare time, or volunteer need more tasks to do. Then 
the “I need work” button comes along. The purpose is to provide an application for a volunteer to easily 
request extra shift or extra task to do via application. Then manager can allocate more work and the voice of 
the volunteer is heard. Proper system gives the possibility to many roles and the most active volunteers can 
make the most out of their volunteering experience. 

 
 
 
 
 

                                                        
18 See Event management tool at http://www.onlinedynamics.fi 
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6 Conclusions 
 
 
This study has discussed the sport manager’s perceptions on what makes successful volunteer information 
management system.  
 
The primary aim of the thesis was to explore and review available tools and practices for management of 
volunteer information systems, in order to identify the advantages and challenges of volunteer management 
system and the use of them. The overall aim is to expand the knowledge of information systems in 
management.  
 
This chapter is to conclude the results in relations the theoretical framework, methodology, literature review 
and the two research questions of the study: 
 

RQ1: What are the advantages of using information software in sport events for volunteer 
management? 

 
RQ2: What challenges are faced by sport management when using software for volunteer 
management? 

 
Also subquestions were created to support the two main research questions.  
 

Subquestion: Whether the sport managers are aware of the tools available for volunteer 
managing? 

 
 
The chapter 2 presents the seven key functions of volunteer management. All of these functions require 
managerial effort in order to create successful sport event. Notable is that there are several different tools for 
managing volunteer in every function. Different tools are explained more in the part 2.4. 
 
For the theoretical framework all the questions derived from the literature review. The methods chosen to 
this study were applicable, since from each step something new was arisen.  
 
Interviews revealed that the sport organisations are not using frequently volunteer management software in 
sport events. Managers have the urge for the systems to help their job in managing volunteers, yet clearly 
they don’t’ have the skills and knowhow to implement a software for the organisation.  
 
Comparing this information to the participant observations on the field, the assumption is proved. According 
to the observations, the studied events could have used more information systems in order to increase the 
workload for volunteer and keep the satisfaction rate up. Also the volunteers are happy when the tools are 
used in the events. 
 
The primary challenges in volunteer management software implementation are the skill level in the 
organisation. Other barriers of implementing software are that there is not enough money and the interest 
towards the software is low. 
 
From the interviews, survey and participant observation the main advantage of implementing volunteer 
management software is seen that it would reduce the workload of a manager. The advantage is to have all 
the information “under one roof”. This would actually help the implementation process and help the decision 
making when convincing the need of volunteer management software. 
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6.1. Main findings in the study 
 
The sport organisations have the urge to control better their volunteers, but are not yet ready to implement 
volunteer management software. The volunteer managers recognises the problems of volunteer management, 
yet they are not ready to change the approaches. 
 
Based on the literature review, the field of volunteer management systems is not widely studied. Mostly the 
studies have been focusing on the volunteer’s experiences and characteristics. Knowing that, there cannot be 
discussed the relationship with earlier studies. The literature part includes the essentials that the future sport 
manager can apply to his/hers work.  
 
What makes this study important? The sport tourism sector relies massively on volunteer work. To keep the 
volunteers satisfied is the way to increase their amount and help the organisations to organize sport events in 
the future.  
 
Important finding is that when the implementation of volunteer management software would work well, it 
would even increase the amount of volunteers. The future events rely on the effort of the volunteers and for 
that reason it is important to make the volunteer’s journey, from the recruit to the after-event tasks, more 
rational. 
 
The need of volunteer management software clearly shows when listing the advantages of a system for 
volunteer management. It would reduce the workload of the managers and perhaps the amount of volunteers 
can be increased when they are more managed and controlled.  
 
Key functions of the volunteer management are: planning, recruitment, selection and screening, orientation, 
training and development, recognition and performance appraisal and retention and replacement. For all of 
these steps, the help of information can be used and it is suggested. Also, having all these steps in volunteer 
management makes the volunteer process whole. 
 
From the participant observation raised a thought that well-organised event using information systems gives 
a professional feeling of the organisation. 
 
Important finding is that the size of the event determines the need for volunteer management tools. The 
smaller events are not that depended of the tools compared to the larger scale events. Although both events 
benefit when the volunteer management software is implemented. 
 
Organisations using information systems end up having greater satisfaction between volunteers. 
 
If there interest level towards information systems remains low, it is not expected that in the future there are 
several volunteer information systems implemented in the sport events. 
 
Volunteers are rather happy with small effort on tools that they feel they can get the necessary information 
they need. Volunteers answered to they survey, that information and up-to-date schedule are considered 
important.  
 
The purpose is also providing multidisciplinary research, where sports and technology is brought closer to 
another. 

Survey result showed that the volunteer’s are willing to use their smart phones as working tools and 
volunteers would let organisations to track them while on duty. 

 
In the end the advantages of implementing software overrides the challenges. For the reason, it is 
recommended to implement an information system for volunteer management. 
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6.2. Recommended steps for Sport managers 
 
There are ways for sport managers to improve their volunteer management in sport events. Firstly, be 
courageous and break in to the world of technological help to ensure to management of volunteers in the 
future.  
 
If there is no technological interest or skills inside organisation, don’t hesitate to buy services outside the 
organisation or hire technical support. 
 
Software and tools should be chosen by the need of the organisation. Coherent volunteer management need a 
proper volunteer management system to keep the balance in managing volunteers. The choice of the 
volunteer management system should be discussed in the first meetings when event is planned. 
 
One way is to implement volunteer management software to manage the lifecycle of an event. The other way 
is to implement several tools to manage the event. Either way will make the organisation look professional 
from the volunteer’s point of view.  
 
Create career paths for volunteers and implement digital badges. Be the forerunner. This makes the 
organisation look more professional than others. 
 
Answers retrieved from the interviews are examined and discussed in terms of extant literature and existing 
software and specifically to enhance to find the most suitable information system for managing volunteers.  
 
It is also recommended to create a plan for the event, and include the steps of implementing a information 
system. 
 
The volunteer’s willingness to use own smart phones and openness for tracking opens multiple possibilities 
of the use of ICT tools in the future events. 
 
It is essential to ensure that the information gets passed around organisation quickly. Create a plan for 
communication, use communication tools; e.g. instant messaging in order to ensure that the message reaches 
everyone. It is better to communicate more than have people not to know what is going on. Note, that the 
changes in rules, event site and procedures are the number one for notifications. 
 
The time and effort the sport managers use now when introducing new software, is saved in the future when 
using the software in an event. 
 
Rationalize the volunteer’s work. Volunteer’s time is precious, don’t waste it. Create efficient schedules and 
save the schedules for the upcoming events. 
 
The suggestion is that volunteer manager takes a closer look on a sport event as a whole and to discover 
whether information management system are needed in some parts of the process, to make process easier, 
faster and more manageable. 
 
Important is that volunteer manager has the volunteer management under control and chooses the system or 
decides if there is no need for a volunteer management software in the first place. Although implementing 
software is highly recommended. 
 
Overall, the solution is more efficient volunteer management with the help of ICT. The result is important 
for the future events, project managers and volunteer managers, and giving tools for creating more 
satisfactory events. 
 
Save everything in the cloud. Share everything in the cloud. All the data is accessible everywhere at any 
time. Applies also that the most recent information is available. 
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To ensure the transfer the tacit knowledge it is important to make a plan.  
 
Save everything you did in the event for the upcoming events. Learn from the mistakes and improve the 
event from the last year. 
 
To get most out of the volunteer’s, create a “I need work” button/application or other meaning of fast contact 
method. Easy way for volunteer to request an extra shift gives organisation more hands easier. Makes 
multiple roles for one volunteer possible. 
 
Many organisations are managing volunteers the way that it has been always done. Take risks, find new 
solutions and implement volunteer management software to the organisations everyday life.  
 
Always gather feedback from the volunteers. This is essential when creating events in the future. 
 
In conclusion, this thesis contributed towards a better understanding of information systems and 
technological tools in sport management. Since the digitalizing world there are a lot of opportunities for the 
businesses to take advantage of the current situation. 

6.3. Future Studies  
 
Also event management is wide area, which is partly covered in this study, and could be more elaborated in 
future studies. The volunteers point of view is also interesting and will be covered shortly, which can be 
investigated more deeply in the future studies. 

The area of information technology used in sport organisations could be studied even more in the future. 
There are many possibilities of implementing information technology to make processes more efficient. The 
areas of further studies might be, to increase the transparency of the organisation with the help of 
information technology, the budget tools helping organisation with the economy issues, the information 
technology in marketing, the information technology in production; in order to facilitate efficient sport 
events.  

In the area of volunteer management, there are lot issues of efficient volunteer management. The future 
studies could relate to volunteer management focusing on how to use continuous platforms for volunteers to 
catch-up information and complement skills between events. This commitment could ease the organisation to 
recruit volunteers from existing volunteer bank and the volunteers would catch interesting work 
opportunities. 

Later on, the studies could cover the comparison of the volunteer software on the market and focus group 
discussions on the volunteer management software. 
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8 Appendix 
 

8.1. My motives 
 
I have studied sports and event management and attended several sports events as volunteer and formed a 
network with professionals. At the moment my studies include on top of the Master’s programme courses, 
minor studies of Sports Management at the University of Eastern Finland. I give a great value to 
multidisciplinarity, with respect to that this study is carried out. In the ongoing sports management course, I 
have already analyzed this upcoming Master’s thesis project. My studies at UEF will continue next spring 
with Event management, and possibly with Sport economics, Sport Law and Marketing and Brands in 
Sports. 

The sports event I have worked as volunteer include participating Ice Hockey World championships as a part 
of the IT-Technician team member, same role as I had in London 2012 Paralympics event, and at the 
moment I’m in the process of applying as a volunteer to the 2016 Olympics in Rio, Brazil.  

I have seen different processes of recruitment and also the other side of the volunteer management. Most of 
the organization have different software and ways of contacting, communicate and manage volunteer, so this 
insight I want to study more. 

As this autumn I did the first approach already to my Master’s thesis and asked a professional coach in 
gymnastic, how does she lead volunteer, in forms to get the answer which software etc. she uses? The 
answer surprised, “with confidence”, she said. That’s the first step and intrigues me to study this forward. 

During the research period I will attend three sport events. My purpose is to gain inside information that I 
can use in this project. The events are Sports gala held January in Helsinki, Biathlon World championships 
held in Kontiolahti in March and Nordic World Ski Championships at Falun in February 2015.  
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8.2. Participant Observation report 1 
 
Biathlon World Championships 
 
Start 1.3.2015 
End 5.3.2015 
 
By Mack et al (2005) “Field notes should include an account of events, how people behaved and reacted, 
what was said in conversation, where people were positioned in relationship to one another, their comings 
and goings, physical gestures, your subjective responses to what you observed, and all other details and 
observations necessary to make the story of the participant observation experience complete. ” 
 
Pre-event observation 
 
The observation process started with applying to a big scale sport event in Spring 2015. The event selected 
was Biathlon World Championships in Kontiolahti, Joensuu, Finland. The reason the event got selected by 
the researcher was that the event uses a huge amount of volunteer work in order to carry out the event. In 
total 1700 volunteers were recruited for different roles.19 Most of the volunteers are local and the volunteer 
tasks differ from sequence control to food services. 
 
Observation started already when received the first e-mail from the organization. The application was 
embedded application form on the website of the event and after the application, the head of volunteers 
contacted the researcher by e-mail (17.11.2014) and welcomed the researcher to participate the event. In this 
event there was no obligatory training needed. The organisation though offered several training sessions 
through test events and other trainings for roles needing hygiene know-how, security and maintenance. All 
the training was carried out on-site and no online training was offered. Several newsletters for volunteers 
were sent during the process from recruiting until the end of the event. 
 
In one of the first newsletters (5.12.2015) the communication tools for volunteers were presented, including 
Facebook and Twitter. Although there were no private group especially for volunteers offered. 
Accommodation for volunteers for offered by the organisers. The shared accommodation with transport to 
the site was offered for not local volunteers with formal price to cover the cost caused by access control. The 
need for accommodation was not requested during the process.  
 
When the process of placing the volunteers moved on, the organisers published excel (17.1.2015) sheet 
where all the tasks and timetables and volunteers were listed and all could see their own task from the list. 
From the excel sheet all the participants could also see all the participating volunteers names and tasks. After 
checking the own role, each participant needed to confirm his or her participation by e-mail. After the 
confirmation the organisers transferred the information to the accreditation software by hand. The 
accreditation is based on daily access; consequently the accreditation for every volunteer is unique.  
 
In February, when the event is approaching there were more newsletters sent to the volunteers. In the 
newsletter (1.2.2015) there were information about the schedule of the temporary construction and the 
request for extra workforce. The first information for volunteers concerning the outfit for the volunteers was 
shared in newsletter and the information where the outfit will be distributed. In the newsletter (13.2.2015) 
there was information for some roles were to meet and start the volunteering work. Also the information 
concerning the collection of outfit was shared, stating that there are shortcomings in the outfit.  
 

                                                        
19 See article at Karjalainen. Available at: http://www.karjalainen.fi/uutiset/uutis-
alueet/kotimaa/item/69516-mm-kisoissa-1700-vapaaehtoista-  
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Between the official newsletters, couple of extra e-mails were sent in order to receive extra workforce on 
site. There was no need to reply to these requests. Next newsletter received (20.2.2015) handled the 
behavioural codes during the event. Mainly organiser asked to watch the language, to address the criticism 
through the right channel and avoiding saying out loud sensitive matters. The same newsletter informed that 
the distribution of the outfits was started. Some of the volunteers had received email concerning the pick up 
of the outfit and some did not receive the email. The distribution groups were divided by the importance of 
the role and the first to receive the outfit were the ones who will be visible on-site. The distribution of the 
other outfits was not organised and the volunteers could choose date and time for pickup themselves. The 
volunteer guide was published in this newsletter and it is accessible online through Dropbox. Physical guide 
will be available on-site. 
 
After the newsletter there was e-mail sent (23.2.2015) concerning the distribution of the outfits. The 
distribution schedule was created, but the some of the volunteering roles still had the priority for picking up 
the outfit. The information of the outfit distribution was supplemented by email (25.2.2015) stating that all 
the volunteers won’t receive their outfit and there is still need for prioritizing the distribution. E-mail 
(26.2.2015) received next day stated that there were still missing parts of the outfit. In the e-mail the 
organiser apologized also that these e-mails about the distribution of the outfit have caused ambiguity. 
Organiser stated “we should have write more clearly about who should pick the outfit immediately during 
the first days.” The newsletter informed also that the outfit was ordered in the summer 2014, and in that 
point there was no clear numbers of volume of the demand. Organisers apologised again and said “remember 
that each of volunteers work is just as valuable, whether the task is in the office, inside, outside, in the city or 
in any part of the organisation.” Later the prioritization directive was supplemented. Although the organiser 
stated that certain sizes will run out before everyone have received their outfit.  
 
Four days before (27.2.2015) the event started the researcher had to contact the head of volunteers in order to 
receive the shifts I’m expected to work. Few weeks earlier researcher had received the task from the excel 
sheet. Head of volunteers answered the same day to my request and provided the contact person and 
timetable for the task. There was no strict timetable and first step was to contact the contact person when the 
researcher arrives to the stadium, on-site. Once more there was information sent (28.2.2015) about the outfit 
problems, that there is extra piece of outfit received, but some of the sizes are already out of stock.  
 
Information about the accreditation of the volunteers was accessible through the volunteer guide; first 
newsletter (1.3.2015) covering the accreditation was sent the day the accreditation started. There was no 
division between the volunteers which dates they have to get accredited; only the dates and place were 
informed.  
 
 
The participant observation at the event 
  
 
Researcher started the on-site observation 1.3.2015 when the construction process in the stadium was at the 
final stretch.  
 
The first step was accreditation, which went through smoothly. To mention the volunteers working with the 
accreditation had minor problem with the camera and the lamination machine. The lamination machine was 
said to be slow, and that caused waiting for the volunteers collecting the pass. The software they used was 
working fine, they said.  This accreditation is for to receive access to the places needed, and it is really 
important step during the pre-event process. Note, that there is an EAN code printed to the accreditation 
pass. The process went smoothly since the researcher was on good time on place when the accreditation 
started. Afterwards there was need for queuing to receive the accreditation pass.  
 
During the first day (1.3.2015) second part of the journey was to collect clothing for the event. There was an 
opportunity to fit the clothes. During the application there were asked about the sizing, but in this stage it 
was not relevant anymore. The information was collected from the paper piles, after that the clothes were 
collected and it was time for payment, which different system was used. During the collection a sheet of 
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small piece of paper was used as memory facilitator. The process went really fast, and the desired sizes were 
given. At that point there was only few other volunteers at the same time. The pick up of the outfit went 
smoothly despite of the e-mail exchange before event was confusing. Although there was an EAN code 
printed on the accreditation pass, it was not used when distributing the outfit. 
 
The next step (1.3.2015) was the accommodation registration. There was no pre-information asked, not at 
least from me if I can receive a place from the accommodation organized for volunteers. Anyway I went to 
the accommodation officer, and my name was found from the lists, paper lists, and he directed me to the 
right room. The accommodation centre is situated 20km for the place where the event is held. The 
transportation is fixed for volunteers from the accommodation to the stadium. There was no connection on 
1.3. Sunday. 
 
First date of work supposed to be the same day as accreditation (1.3.2015), but when calling to the manager 
responsible, there was no need to start the work yet, and we agreed the next day would be better. 
 
Continuing to the next day (2.3.2015) In the morning there was scheduled connection to the biathlon 
stadium. The bus was on time. There was no reservation needed. All the places were in the bus were seated.  
First impression at the stadium: I contacted the contact person, who guided me to the person responsible. 
Comparing to the previous experience: if I had been in situation before, it would have been awkward 
situation. During first minutes cleared up that there is not that much to do, and there were several volunteers 
on duty.  After few minutes of walking around the event some tasks showed up. The tasks were in different 
team I was first assigned to.  
 
One general question appeared before the lunch (2.3.2015) The question concerning public wireless network 
at the volunteer restaurant. Some of the public Wi-Fi was available at the volunteer lounge, but the 
passwords were not available. When contacted the head of volunteer, the passwords won’t be available 
public. The lunch was organized well; the warm food was served during 11-18. When getting the food there 
was no questions asked about the accreditation. No lunch coupons or similar was used. No control of who 
have eaten or not. Note that there was an EAN code in the accreditation. 
 
At some point, there could be more to be done to take all out of the event’s volunteers. Since there are tasks 
to do, and not the volunteer to feel useless or alone, there could be better allocation of the volunteer’s effort.  
 
The next day (3.3.2015) the location of the volunteer bus departing was changed. Information about the 
change was not received in any form. Similar event concerning the evening program for volunteer. There 
were tasks available for volunteers, but only the information was passed word-of-mouth. The evening 
program concerned the opening ceremony, and the information did not reach all. Only the rumours were 
passing around about the scheduled event. Note, at this part there were no scheduled program for all 
volunteer existing. The information about the changes was on the billboard on volunteer centre, and no 
newsletters were sent about the changes during the first days.  
 
Earlier (1.3.2015) I had received extra accreditation pass for to work on the TV compound area. The 
collection of extra accreditation card was not mentioned in the volunteer guide. During my last days of 
observation (4.3.2015) I returned the card unneeded for TV compound. I had signed for the extra 
accreditation, but when returning the card, there was no need for signing the card as returned. Last days tasks 
included fastening banners. During the last construction day one newsletter was sent (4.3.2015) including 
information about the accreditation cards, volunteer parking on-site, the volunteer transportation changes and 
the registration of volunteers on-site. Firstly the purpose was that every volunteer would register before his 
or her shift at the volunteer centre (which is located on-site at the stadium). This was not required anymore. 
Only the volunteers working in competition related tasks needs to register before their task. Although the 
head of volunteer warmly welcomed everyone to the volunteer centre. In the same newsletter updates of the 
outfit distribution were given.  
 
The last day of the observation was 5.3.2015. The day was the first official competition day. The 
communication among the volunteers was mainly handled word-of-mouth, or by calls or emails. I could not 
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see any use of instant messaging or other similar ways of fast communication. In the end I said goodbye to 
the fellow volunteers and left the stadium. The world championships lasted until 15.3.2015. 
 
The observation after event 
 
Although I had finished my task the day before I remained in the e-mail lists and received the e-mail during 
the next days of competition. During Saturday (7.3.2015) there was an emergency request by e-mail sent to 
all volunteers to participate the repair work in the stadium. Clearly there was need for extra hands to help to 
go through the extra work needed during the busy weekend. The need covered to help with land filling, in 
serving the VIP-quests and taking care of garbage, fallen fences and refastening the banderols.  
 
During the last days of the event newsletter (13.3.2015) covered the deconstruction of the temporary 
structures. The organising committee was hoping extra hands to help with the deconstruction process. Also, 
they welcomed the volunteers to help with the oncoming events in the area.  
 
The last newsletter (19.3.2015) acknowledged the volunteers and big thank were give to all the volunteers 
participated. The organising committee reminded that the next competition is help 2020 at the same place 
and welcomed volunteers to create something remarkable there too. Organiser stated that without the input of 
1700 volunteers the world championships of Biathlon would not have been possible to organise.  
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8.3. Participant Observation report 2 
 
15th World Gymnaestrada  
 
Start 6.7.2015 
End 19.7.2015 
 
Pre-event observation 
 
The observation process started with applying to this event in Autumn 2014. I had heard about this event 
through my friend. The event is Gymnaestrada, which is held first time in Helsinki, Finland. The event 
gathered almost 4000 volunteers to carry out the event. 90% of the volunteers were local and other 
volunteers were from 30 different countries. 
 
Observation started when I first met the responsible person of volunteers. After the talk I was invited to work 
in the IT team. Gymnaestrada used event bank for recruiting volunteers. 25.9.2014 I was already selected to 
work for Gymnaestrada in the Summer 2015. Gymnaestrada organised on-site training in Helsinki and in 
Tampere. Training was not compulsory, and the I received the material from training session via e-mail. No 
online training was offered. The communication before the event was done with newsletters and private e-
mails.  
 
Gymnaestrada used private Facebook as a mean of communication tool for volunteers. Private Facebook 
group was really active and the volunteers were active too. During the whole event, Gymnaestrada social 
media was very active and informative. Accommodation for volunteers was offered by organisers, and the 
need for accommodation was clearly requested in the registration form.  
 
Gymnaestrada organisers divided the volunteers in groups using Eventbank, and after dividing the groups, 
the group leaders were named. Then group leaders contacted the group. Group leader contacted the group in 
order to deliver the schedule of the event and shifts during the event. First the group leader in IT-team made 
the work schedule with Eventbank, but facing problems with the software, the group leader made the shifts 
with excel sheet. After first draft of work shifts, the group leaders contacted the group with couple of more e-
mails about the shifts. Before my first shift the group leader contacted me personally via SMS, in order to 
check that all is understood.  
 
Information about the accreditation of the volunteers were included in the volunteers guide, which was 
distributed online few weeks before the event. 
 
The participation observation at the event 
 
On-site observation started 14.7.2015 when the building of the event was ongoing.  First day I worked 
without the accreditation card. The tasks included carrying printers, bringing them into use and installing 
drivers to users’ computers.  
 
In the beginning of the first shift I went to the accreditation office. I was first one there and worked as a test 
person for the accreditation. First I handed my ID-card and then I received my pre-printed accreditation pass. 
There was an EAN code printed on each pass, which was further used in the process. After receiving the 
pass, the outfit was distributed. With the scanners (iPad minis used) the worker scanned my accreditation 
pass and read from the screen e.g. how many shirts was reserved for me. I received the shirts and moved to 
the next counter and where pass was scanned few times and I received rest of the outfit.  
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Later the accreditation passes were scanned when collecting the drinking bottle and when entering the food 
area. The food for the participants was included in the accreditation, and it was controlled by scanning the 
passes. 
 
When the event was ongoing I noticed that not much help of an information systems were used. The requests 
for IT tasks were only received by phone and the tasks were not written down as incidents. (That could be 
done in order to count the IT support tasks during the event and report it for the use of next events).  
 
During the event there was not that much information shared. Most of the information needed was on the 
volunteer’s guide. Although few reminders were send via e-mail during the event days. E.g. information 
about the shows in the evening and reward tickets for volunteers. The same information was shared also to 
private volunteers’ Facebook group. 
 
The observation after event 
 
When the event was finished the organiser held a party for the volunteers. Thereafter a thank-you message 
was sent. Monday after the event week, the organiser sent a Webropol survey to the volunteers, for feedback 
gathering. 
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8.4. Interview 1 – Team coach  
 
Interview date: 27.5.2015 
Locality: Helsinki 
Interviewee: Nina 
Role in the organisation: Coach 
Type of sport: Multisport 
Sport: Gymnastics 
Number of members in the club: 400-999 
Number of volunteer mentors and coaches in the club: 50-99 
Average number of volunteer in an event: 20 
 

1. What kind of management software does your organization use in sport events? 
 

Nina: “No we don’t use” “I will lead with confidence.” 
 

2. Are you aware of the other software available for volunteer managing?  
 
Nina: “I am aware of Eventbank, which I have recently get to know it. Before that, I wasn’t aware of 
the tool.  
 

3. What do you see as one of the major challenges to your organization’s current volunteer 
management structure, or to your own work in managing volunteers? 
 
Considering the volunteer management software. 
 
Nina: “Yes, it is harder to manage volunteers, it takes more time, because all the steps need to be 
done from the beginning because there is no template. It would be more professional if we would use 
software, especially when thinking from the volunteer’s point of view. If we would implement 
communication tool, e.g. e-mails to all it would ease the work in many levels.” 
 
“Money can be an issue, also the challenge is that in our organisation the events are rarely organised 
by our team and when we organize, we use the same formula, that we have always done it. For that 
reason we have gained a lot of ‘internal data’, in the end the cost is the biggest reason not to 
implement any software.” 
 

4. Are there aspects of your organization’s volunteer management system that you would like to 
improve (e.g., feedback structure, policies, and procedures, etc.)? Identify 1-2. 
 
Nina: “Event coordination and dividing the task. If there would exists a software that we could insert 
the tasks needed, we would be then able to count automatically how many work hours are needed 
and how many people we need. This way it would help also the next project, as existing template. 
Also we could create reports for the organisation, e.g. to justify why we need a certain amount of 
people to work.” 
 
“It is important to show to the partners the data how we have thought the division between the 
tasks.” 
 
“I would like to have tool for creating the schedule, too. It would remove on phase of the work, 
which we have done by hand. In the software I would have the list of people, when they are 
accessible, the tasks listed and how many people are needed for to one task to accomplish it – then 
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the software would create automatically the schedule. Then we could skip the e.g. the conversations 
made on Facebook and people would be able to fill their accessibility details themselves personally.  
 

5. What features you think are important in the volunteer management software? 
 

Please choose suitable. 
 
Nina thinks that very important features in volunteer management software are: Volunteer database, 
Extended volunteer database, Group messaging, Feedback collection, Training tools, Platform for 
news, Scheduling tools, analyzing tools, Reporting, Previous projects as templates, Selecting and 
appointing persons to functions, recruitment form, predefined organization model, database for 
“silent information” and Manuals. 
 
Nina thinks that not very important are: Digital badges, rewarding and CV-bank. 
 
“Digital badges would be great, if they would be widely recognized and in use in bigger scale. At the 
moment it is not very important.” 
 

6. Does your organization use registration system? If yes, what are the advantages, or the 
challenges? If not, why not? 
 
The registration system is a data management tool, which is used to gather volunteer data in the early 
recruitment/application stage. 
 
Nina: “Our volunteers are mostly the coaches or gymnasts of our organization, and we can find their 
information from our membership register. We have existing database” 
 
“In the events, we could use this database much more that we are using now. We could send 
messages from the register, e.g. to different age groups. Now we have mostly contacted the ones 
who have been already active in the events, or the ones we know. We would need the possibility to 
target the requests to a certain group.” 
 

7. Does your organization use volunteer database? If yes, what are the advantages, or the 
challenges? If not, why not? 
 
The database can be used to keep track of any resources sent to the volunteers, e.g. training manuals, 
slideshows and newsletters, ensuring that all the volunteers receive the information. Database should 
be continually updated and volunteer information tracked and important reports generated using the 
database information. 
 
Nina: “We would need in-built communication tool that we could use for contacting groups and sent 
invitation. At the moment we are able to send e-mail” 
 

8. Does your organization use scheduling system? If yes, what are the advantages, or the 
challenges? If not, why not? 
 
There are options available for the Sport management team to choose a scheduling system. 
Moreover, computer programmers can build the scheduling system program with a web portal, in 
order to volunteers are able to view their work schedules on personal accounts within the event 
website. Volunteers should be informed via scheduling system of major changes are made to the 
work schedules due to unforeseen circumstances. 
 
Nina: “We are doing everything by hand. We create the schedule for every event from the beginning. 
We would like to see automatic notifications for changes, too” 
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9. Does your organization use training tools? If yes, what are the advantages, or the challenges? 
If not, why not? 
 
On top of that E-learning modules and online courses are great resources for volunteer in need of 
extra information about the event. E-learning modules can include topics as history of the event, 
event and venue information, sport volunteer roles and responsibilities and job specific training. 
These online courses and reading material are great resources for volunteers who are unable to 
attend some of the pre-event orientation and training sessions. 
 
Nina: “We don’t use those. We use personal trainings, i.e. personal messages, Facebook or face-to-
face in the meetings. The responsible persons are the ones who train their volunteers. I see the 
advantage if the instructions could be found in one place. In the phase of registration a volunteer 
could see the different roles and therefore be able to show his/her interest to a specific role. It would 
ease the process of distribution of tasks.  
 

10. Does your organization use communication and connection tools? If yes, what are the 
advantages, or the challenges? If not, why not? 

 
Most social networking sites are web-based (e.g. Facebook, MySpace, YouTube, Twitter, LinkedIn), 
but many also provide users the ability to interact in other ways, e.g. email or instant messaging. The 
advantage of this is that it more quickly connects organization to a population that is probably 
receptive to the notion of volunteering. Other ways to communicate with volunteers are these 
technologies; podcasts, blogging and video blogging, WikiS, ListServs and Mobile phone. 
 
Nina: “Facebook groups are in heavy use. Also Whatsapp and e-mail. The advantage is that we don’t 
have any other tools. We can share the schedule made in Excel in Facebook groups and we can share 
other fast matters, too. One important thing is to see that the receiver has read the sent information 
and they can also react to the message. Whatsapp Is used in different purpose for smaller requests. In 
Facebook we deal with the upper level organizational issues. The beginning of the event, e-mails are 
mostly used. The challenge of using Facebook is that the service can crash and the privacy issues 
need to be acknowledged. There is information that we cannot share, e.g. budget numbers. Other 
information that we cannot share are the matters we handle inside organization. We have discussed 
in other Facebook groups the level of privacy and this moment we have set all the groups private. 
 

11. Does your organization use in-event management tools? If yes, what are the advantages, or the 
challenges? If not, why not? 
 
Event organizers could utilize the analytics in volunteer behavior in terms of movement and 
crowding, furthermore the direct in-event feedback from volunteers. Valuable information for the 
organizer could include reports on impressions and peak-hours throughout the event. Organizer 
could use predictions on capacity utilization for physical services for the event, additionally as a tool 
of evaluation of effectiveness and impact of volunteer work. For example, organizer could evaluate 
the required capacity of the event’s different functions throughout the day and use the predictions for 
capacity required in the future. These functions would need software for allocating people, outdoor 
and indoor positioning systems and in-event tool for online tracking. 
 
Nina: “We haven’t had need for that. I could consider that. We usually work with a small team and 
everyone knows each other, which work for the common good. For that reason the volunteers 
usually stick with their work shifts. But we could have case of illness, where we need to act.  
 

 
12. Does your organization use Location Based Service tools? If yes, what are the advantages, or 

the challenges? If not, why not? 
The benefit for the event organizer of the positioning system is to receive up to date location 
information where volunteers are situated, and using the information to move volunteers where extra 
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hand is needed. With the tool, the organizer can receive information directly from volunteers, 
whether the function is undermanned. Other benefits are the analytics received from the system to 
plan the next event and predict the required amount of volunteers. Volunteers benefit also that the 
amount of waiting and “empty hours” can be reduced and the valuable time of the volunteer can be 
better used. 
 
Nina: “Not really. We don’t organizer bigger scale events. Usually we organize the events under one 
roof. 
 

13. Does your organization use After-Event tools? If yes, what are the advantages, or the 
challenges? If not, why not? 
After hosting an event the essential feedback can be gathered with any survey tools, which enables 
easy access to data gathered. 
 
Nina: “We have gathered the feedback orally or with e-mail or in other means. The feedback is 
gathered from one person to another. This has been a shortcoming.” 
 
“The advantage of feedback collection is that we could forward the information, where we have 
succeeded and furthermore where we still need to improve. One reason is also that we don’t need to 
start from the zero next time we are organizing the event. And the ones who are working know the 
best, which parts went well. The managers might not know the reality, how was it to work for real. 
We could use the information in the future events.” 

 
14. Do you already collect information about volunteers? 

 
Nina: “Not for a one event, we have database for members with basic details. Then we have separate 
database for coaches in order to have training path. Database for event does not exist.” 
 
“We would like to know about additional information e.g. hobbies or leadership skills” 
 

15. Do you have a budget or staff for maintaining tracking systems? 
 
Nina: “When it comes about the budget, we haven’t thought about it.” 
 
“Maintenance of the database would be accountable by one person. We don’t have recourses to hire 
extra people.” 
 

16. Which parts of the volunteer work can be rationalized? 
Do you see some parts of the volunteer work that could be improved? 
 
Nina: “yes many parts” 
 
“It would make things more clear.” “It would be easier to have people take more responsible roles, if 
we would not have to all the parts from the beginning” 
 

17. Read the scenario below and tell how do you think the scenario 3 is managed? What challenges 
may arise? 
Scenario 3: "When the event was approaching more newsletters were sent to the volunteers. Also, 
there were several newsletters sent concerning the problems about distributing the volunteer outfit. 
In the newsletters there were also request for extra workforce. Notable, was there was no need to 
reply to these requests. There were no strict timetables for each volunteer." 
 
Nina: “I see this is managed very traditionally, in this kind of team sport.” 
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“In our case, we usually send an e-mail for instructions, then it is followed by another one, with even 
more instructions. The problem is that everyone does not read e-mail, the e-mails are quite long – 
some of the information is this way lost. And if we don’t have schedules distributed in time, the 
volunteers don’t want to wait and arrange other plans for the event day.” 
 
“Lets think about, we send a message to all and we ask to respond. All thinks that I don’t need to 
answer, someone else will. It is more efficient way to ask personally to respond the people, which I 
think is the most suitable for this task. To the mass messages we don’t get many replies, since the 
recipients think that someone else will answer.” 
 
“The software that we could select, appoint and send messages to persons concerned would help our 
job when managing volunteers. It would be even better that we could personalize the message. It 
makes the communication more personal.” 
 

18. Do you use volunteer management tools in the phase of controlling? If yes, what? 
E.g. Electronic lunch passes 
 
Nina: “In our events we don’t control the volunteers whether they have eaten or not. We reserve the 
food by the amount of people coming to volunteer. 
 
“There is need for controlling when organizing bigger scale events.” 
 

19. What part of the volunteer work would your organization rationalize? 
 

Nina: “The first area, the most important is the transformation of knowledge from the event to the 
next event organizers. 

 
20. What do you think are the main reasons that information systems are not widely used in sport 

events? 
 
Nina: ”Enough money, Current situation is not sufficient, There are available information systems” 
 

21. What factors are barriers implementing new information systems? 
 

Nina: ” Not enough money, No enough interest, Not enough knowledge about the available 
software. 
 
 

22. Last thoughts 
 

Nina: ”It is only small part of organizations work to organize events. Other organizational errands do 
take more time. If we could implement this software in event level, it would make other parts of 
organization daily work easier too.” 
 
“I think this kind of volunteering software could be scaled to other teams and organizations as well. 
Others might have some systems in use, but how it seems from outside, it looks like that they do the 
same way” 

 
“I doubt that any of the gymnastics organizations would use any volunteer software when organizing 
events” 
 
“Eventbank is used by Finnish Gymnastics Federation, which they use in their major event 
Gymnaestrada, where there will be thousands of volunteers, but compared to us, it is a lot larger 
event.” 
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8.5. Interview 2 – Event Coordinator 
 
Interview date: 22.6.2015 
Locality: Helsinki 
Interviewee: Jesse  
Role in the organisation: Paralympics Committee – Event Coordinator 
Type of sport: Multisport 
Sport: Disabled sports 
Number of members in the club: 100-399 
Number of volunteer mentors and coaches in the club: 4-7 
Average number of volunteer in an event: 15 
 

1. What kind of management software does your organization use in sport events? 
 

Jesse:  ”We use mostly Excel, you can find all the information there. We use also email for 
contacting people. We formed also Google Documents for recruiting, but people liked more to use e-
mail.” 

 
2. Are you aware of the other software available for volunteer managing?  

 
Jesse: “We have quite a low base for that knowledge. We use Webpropol, which I learned to use 
through my contacts. My colleague suggested using that!” 
 

3. What do you see as one of the major challenges to your organization’s current volunteer 
management structure, or to your own work in managing volunteers? 
 
Considering the volunteer management software. 
 
Jesse: “Some of the requests and replies can get lost in the information overload, when working only 
with e-mail. We haven’t been able to offer any benefits to the volunteers (e.g. study credits). That is 
concrete way to reward volunteers. We have had couple of no-shows, too. They did not call me, only 
send a text message was sent. We used phone in controlling the event when the event was on.” 
 
“With suitable software we could control the event better, where we would have all the volunteers 
and contacts. Also we would control the schedule and keep up-to-date of the situations.” 
 
“We could also control surprises, that some messages have been forgotten into the inbox” 

 
 

4. What can your organization as a whole do to better support new and current volunteers? 
 
Jesse: “We could do better, we would like to use the students of this field and contact early enough 
the schools. It could be part of the course to participate event as volunteer” 

 
“With short notice it is hard to get new volunteers. When we did feedback survey last time, just a 
few answered. Mostly they thanked the organizer and the customers enjoyed their time. We 
appreciate genuine thanks from customers to the workers”  
 

5. Are there aspects of your organization’s volunteer management system that you would like to 
improve (e.g., feedback structure, policies, and procedures, etc.)? Identify 1-2. 
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Jesse: “Creating framework for future events, of course step-by-step, but we would like to have 
software with template, also we would like to have old customers in one place and we could contact 
people easier.” 
 
 

6. What features you think are important in the volunteer management software? 
 

Please choose suitable. 
 
Jesse thinks that very important features in volunteer management software are: Rewarding, 
Training tools, scheduling tools.  
 
Jesse thinks that not very important are: Digital badges, Platform for news and Manuals.  
 

7. Does your organization use registration system? If yes, what are the advantages, or the 
challenges? If not, why not? 
 
The registration system is a data management tool, which is used to gather volunteer data in the early 
recruitment/application stage. 
 
Jesse: “Not really, we would like to have so called “free” button that all the ones wishing to 
volunteer in certain event could activate their availability. Then coordinator could contact the ones 
who are available. It has been in use in other events, and I have heard, wish our organization could 
do like this!” 

  
“We tried also feedback gathering, but we it was not anonym, so we gathered rather few feedback. I 
think the participants thought it would influence to the re-selection of the next events if they’d left 
bad feedback.” 
 

8. Does your organization use training tools? If yes, what are the advantages, or the challenges? 
If not, why not? 
 
On top of that E-learning modules and online courses are great resources for volunteer in need of 
extra information about the event. E-learning modules can include topics as history of the event, 
event and venue information, sport volunteer roles and responsibilities and job specific training. 
These online courses and reading material are great resources for volunteers who are unable to 
attend some of the pre-event orientation and training sessions. 
 
Jesse: “We have all the trainings as docs and pdf files. We have an idea to make introduction and 
training videos that you would not have to read that much. It would a lot easier to absorb and the 
videos support the material that you can read.” 
 
“If you use videos as training tools, the training is more coherent. You can also train your volunteers 
fast, it is easy to share and natural way to educate today.” 
 
“Also, we would like to have mobile application, then you could check to instructions with your 
mobile device. You would also have the schedule right with you, when you need it.” 
 

9. Does your organization use communication and connection tools? If yes, what are the 
advantages, or the challenges? If not, why not? 

 
Most social networking sites are web-based (e.g. Facebook, MySpace, YouTube, Twitter, LinkedIn), 
but many also provide users the ability to interact in other ways, e.g. email or instant messaging. The 
advantage of this is that it more quickly connects organization to a population that is probably 
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receptive to the notion of volunteering. Other ways to communicate with volunteers are these 
technologies; podcasts, blogging and video blogging, WikiS, ListServs and Mobile phone. 

 
 

Jesse: “We don’t use Facebook for volunteer management. We use Facebook for internal use; such 
as data management, reporting and sharing files. We have used Facebook for sharing information, 
we formed a private group where only team leaders were, and they could forward the information.” 

 
10. Does your organization use in-event management tools? If yes, what are the advantages, or the 

challenges? If not, why not? 
 
Event organizers could utilize the analytics in volunteer behavior in terms of movement and 
crowding, furthermore the direct in-event feedback from volunteers. Valuable information for the 
organizer could include reports on impressions and peak-hours throughout the event. Organizer 
could use predictions on capacity utilization for physical services for the event, additionally as a tool 
of evaluation of effectiveness and impact of volunteer work. For example, organizer could evaluate 
the required capacity of the event’s different functions throughout the day and use the predictions for 
capacity required in the future. These functions would need software for allocating people, outdoor 
and indoor positioning systems and in-event tool for online tracking. 
 
Jesse: “I don’t see any benefits in this event we are organizing. I have organized floor-ball events 
too, and I see to opportunities there. Then the organizer could evaluate the required better. If we 
would have application in use in our events, we could get feedback faster from the field to the 
executives. We could deliver the application also to the customers for feedback gathering. The 
claims and feedback could be handled and solved on-site.” 

 
11. Which parts of the volunteer work can be rationalized? 

 
Do you see some parts of the volunteer work that could be improved? 

 
Jesse: “We would like to organize combined transportation to the event site better. That causes 
expenses to us, if everyone is travelling alone. We would like to have help of IT in here and use 
software to help us.” 
 

12.  Do you think Volunteer Information Management system could reduce the workload in 
managing volunteers? 

 
Jesse: “We have at the moment a lot extra work. Implementing a software we would not have to 
check information from several places, we would have all the information “under one roof”.” 
 
“On the other hand, implementing a new software requires time for learning. In the beginning the 
new software might not bring the benefits. I might be a bit critical towards the change.  
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13. Read the scenario below and tell how do you think the scenario 4 is managed? What challenges 
may arise? 
 
Scenario 4: "During the event, the accreditation process went smoothly, although there were minor 
problems with technology; the camera and lamination machine. Notable was that there was an EAN 
code printed to the accreditation pass, which was not in use during the event among the volunteers. 
The volunteer accommodation were handled with several paper sheets, listing the names and rooms 
in the accommodation centre. Dining of the volunteers were organised well, but there were no 
control of the people who have already had their warm food; no coupons were in use. The food was 
free for volunteers. " 
 
The interviewee was asked to read the scenario and open up the thoughts on that. 
 
Jesse: “First thoughts; its like normal day, small problems. It seems that when looking at the whole 
picture, everything went smoothly. They should minimize the risk of misuse. I think, you should 
skip the unnecessary paper work. I see also opportunities in there, when using paper sheets. Imagine 
if the software could go down. You always should have plan B. 

 
14. Do you think you could reduce/increase the amount of volunteers if implementing volunteer 

management software? 
 
Jesse: “Definitely would increase! – When it would work well. For the core team that would increase 
the time for use and less effort for recruitment process. I would like to have shared database in 
sections for contacting people. Then it would consist the possibility to save the data. The risks in 
data security have always been in mind when using the software. 

 
15. What do you think are the reasons to choose to use the information software? 

 
Jesse: ”The level of skills in the organisation, enough money, current situation is not sufficient and 
enough knowledge about the software. 

 
16. What do you think are the main reasons that information systems are not widely used in sport 

events? 
 
Jesse: ”Unsecurity of that the software is working. Organisations are doing the way that it has been 
always done. Not willing to take any risks. Is the new software worth of investing money? 
 

17. What factors are barriers implementing new information systems? 
 

Jesse: ”Not enough money, Not enough time, Not enough knowledge about the available software.” 
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8.6. Survey from Tough Viking Finland  
 

The researcher of this project worked as volunteer coordinator in an obstacle race event held in 
Kaisaniemi, Helsinki. The researcher was responsible for recruiting the volunteers, allocating the 
volunteers in tasks, arrange training, inform them and communicate with them. 
 
During the event, the coordinators task included welcoming the volunteers into the shift and giving 
more instructions. The event was held at Kaisaniemi Park, Helsinki, the 5th of September.  
 
After the event the feedback was collected from the volunteers who worked in the event. Collection 
time was 7.9. -10.9. The feedback survey was sent total of 150 volunteers who worked in the event. 
29 of them responded.  
 
26 out of 29 respondents read and understood the information given and they gave their consent to 
participate.  
 
In this survey the questions were about the tools, approaches and working methods used in Tough 
Viking event.  
 
The first question dealed with the tools used in managing volunteers. The respondents were asked, 
“How did you perceived the communication tools used in Tough Viking”?” The answer scale was 
from ‘Useless’ to ‘very useful’. Results from the first questions: 
 
- 77,8% of respondents said that e-mail was very useful tool. 
- 59,3% of respondents answered that newsletters were very useful tool. 
- 92% of respondents answered that Dropbox was somewhat or very useful tool 
- Text message as tool was assumed as neutral, when 40% responds answered does not apply. 
- Phone calls were perceived as neutral when 52% answered neutral (does not apply) 
- Schedule (excel) was perceived somewhat or very useful by 73,1 % of respondents. 
- Manuals were perceived very useful by 32% of respondents. 
- Web page was perceived very useful by 42,3% of answers. 
- Facebook page was perceived very useful by 26,9% of respondents, when 34,6% perceived is 

neutral. 
 

Second question was “how easy did you find the confirmation of the shifts?” 
Note: “The shifts were sent to all volunteers by e-mail. Each e-mail consist a Pdf-document were the 
shifts were listed team-specific. Each volunteer should read their shifts from the list and confirm 
their shift by sending an e-mail” 
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Figure: Over half of the respondents found that confirmation of the shifts was easy. 
 
Third question checks that if the respondents are willing the use their own personal smart phone as a 
work tool in an event. 
 

 
Figure 2: Majority of the respondents would use their own personal smart phone as a work tool in an 
event. 
 
Fourth questions viewed the willingness to give permission for tracking by asking “If an organisation 
would ask you to download an smart phone app to track the volunteer movements in an event, would 
you be willing to give the permission for tracking?” 
 

 
 
 
Figure 3: 80,8% of the respondents is willing to give the permission for tracking.  
 
Next two questions were open-ended questions. Fifth question inquired, “What can the organisation 
to do better to support the volunteers, when thinking of information systems. 
 
Answers from the respondents:  
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- There should be a responsible person or a reliable channel that volunteers can contact.  
- The information is always updated on the website.  
- To have all the necessary information in one place. This was pretty well done for the event 

information! 
- Update schedule, confirmations 
- More information 
- Start to send information earlier. Do the inform letters shorter.  
- Send personal emails about your job. 
- Up-to-date schedule available. Now all the shifts were confirmed by email, which was ok of 

course, but the online schedule wasn't up-to-date which may have been confusing for some 
people (?).  

- Communication with Andrei was great, so I always felt up-to-date because Andrei answered and 
confirmed everything so quickly :) 

- Information about when shift started on Sunday was communicated quite late 
- Divide them into teams, and keep them as a team. Then have the team do one task, or two... And 

something like splitting shifts. of 4 hrs. then the team makes and breaks down said construction.. 
Since they know how its done they can do it quicker in the second half of the shift. 

- I don't know 
- The information in English should be published earlier 
- Information system was good 

 
From the answers can be drawn a line that volunteers needed more information and up-to-date 
schedule. 
 
Lastly, the sixth question, “What technological tools or aids did you miss, when volunteering at 
Tough Viking? 
 
Answers from the respondents: 
 
- Map on the phone, facebook group for volunteers 
- Jonkunlainen GPS paikannus esteiden sijainnista olisi ollut hyvä tilanteessa, jossa vapaaehtoiset 

lähetettiin lakaisemaan ja haravoimaan suorituspaikkoja. Paperinen kartta oli hyvin 
summittainen, joten siitä oli vaikea saada selville täsmällisesti mihin kohtaa este oli tulossa. 

- Facebook group for preparing Some chatting tool/communication tool during event, so all can 
share if there is a small problem, shortage of smth (people, materials), but not an emergency 

- Nothing 
- Vapaaehtois Faceryhmä olisi hyvä viestintä väline kaikkiin, myös myöhempää yhteydenottoa 

varten, vaikkapa vapaaehtoisten välillä. Myös Whatsapp-ryhmä samaan takoitukseen 
- radiotelephone and electronical map. 
- We set up our own Whatsapp group chat with other team members which was nice. I think e-

mail and dropbox were good tools in order to provide information, maybe Whatsapp might have 
been a good way to communicate with everybody during the race (in case of any urgent 
information or changes). 

- Electronical map might've been useful 
- whatsapp group could probably helped us volunteers when looking for job to do or tasks to help 

others. 
- whatsapp, electronical map 
- tools, gloves... simple stuff, tape. 
- Whatsapp 
- didn't miss anything, all tools wich was possible to me where in use. 

 
Volunteers would have like the opportunity to use instant message tool e.g. Whatsapp. Also 
Facebook group for volunteer has been requested. Furthermore,  electronical map was mentioned 
few times. 
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