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This evaluation has been supported by a 

grant from The Lyra Taylor Fund, established 

by the Victorian Branch of the Australian 

Association of Social Workers, which aims 

to advance education in relation to social 

work. The Fund also encourages and  

financially supports special projects that will 

benefit the community. 

 

The purpose of the evaluation is to describe, 

explore and reflect on the operations and 

effectiveness of the STEP program, a retail, 

administrative and job search training  

program in the Holland Foundation Op-

Shop located in Centre Road, Bentleigh 

(Victoria). Most importantly, the evaluation 

intended to examine the experiences of those 

who have participated in the program as 

trainees, as trainers/mentors and  

administrators/managers and as members of 

the governing Board and see whether and 

how they express the mission of the  

Foundation and how its practices could be 

improved. 

 

The STEP training program is designed to be 

Introduction: 
(UN)EMPLOYMENT 

IN CONTEXT  
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flexible and supportive and primarily assist 

people who may be: 

  long-term unemployed 

  new arrivals with little local work   

experience 

 students who are not progressing well 

with tertiary studies and/or who are 

having trouble gaining work experience 

 students who may not progress to      

tertiary studies 

  people experiencing workforce/

training barriers such as disability or 

mental health issues. 

 people who may have had significant 

periods out of the workforce                

eg. parenting, illness 

 

The Borderlands Cooperative has been 

tasked with the independent but participatory 

evaluation of the program and with the prep-

aration of a report contributing to the peren-

nial discussion about employment and about 

appropriate responses to the lack thereof in 

Australia and beyond. 

 

The following notes offer some very general 

information about ‘(un)employment’ as a 

societal/structural and personal/individual 

phenomenon to which the STEP training 

program intends to offer a response –  

however small this response can be given the 

modest size of the program. 

 

(Un)employment in context 
Indeed, the often unquestioned and certainly 
undifferentiated centrality accorded to paid 
or ‘salaried’ or ‘self-employed’ ‘work’ in cap-
italist-democratic societies needs some criti-
cal examination when reflecting on the value 
of a program like the STEP training program. 

Since its origins in the English Poor Laws, 
welfare receipt has remained a stigmatised 
option and only available to those who 
‘deserved’ it, lest the poor  
become ‘dependent’ on others’ ‘charity’ in 
the case of the Poor Laws and on  
government welfare in more recent times. 

Bauman (1998:89) talks about the general 
and historic futility of: 

… our stubborn insistence, in spite of the 
massive evidence to the contrary, that breaking 
the norm of universal work-for-living is … the 

prime cause of poverty and that the cure must 

be sought in leading the unemployed back to 

the labour market …  

 
In Australian and other politically  

conservative industrial welfare states, the 

tendency to install restrictive and punitive 

legislation and regulations for those who 

become welfare recipients because of being 

‘unemployed’ is well-known, reappearing 

regularly in policy debates, media messages 

and not only during economic downturns. 

Un- and underemployed persons are 

persistently reminded of their ‘mutual  

obligation’ to contribute while we note the 

very recent Federal Government’s proposal 

to cut the Newstart benefit to 30% below the 

poverty line!  

 

We first need to posit that the human  
activity we refer to as ‘work’ is – as Ela Bhatt 

(2006), founder of India’s Self Employed 

Women’s Association (SEWA) reminds us – so 

much more than just ‘earning a living’. The 

‘valuing’ of work depends upon more than 
just the distorted and artificial norms  
generated by the ‘labour market’. Healey et 

al (2006:39), approaching the issue from an 
examination of the meaning and value of 
‘volunteering’ state: 

The first unexamined assumption we should 
have a look at relates to the most common 
identification of voluntary work as ‘non-paid 
work’ within the context of capitalist political 
economies. This is so obviously a profoundly 
limiting way of viewing a range of meaningful 
and indispensable forms of work, indeed, 
forms of work without which humanity as we 
know it would rapidly cease to exist. By  

implication, it devalues voluntary work itself 
and reaffirms that the only work that is truly 
‘of value’ is that of the paid variety and that 
any human activity that occurs outside the 
formal accounting systems of the capitalist 
economy is inherently of less or no value. … so 
much of (women’s) unpaid (and coincidental-
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ly, paid) work - in Marilyn Waring’s (1988) 
eponymous book title - ‘Counting for Noth-

ing’, and therein lies the inherent paradox of 

the ‘real’ value of the human activity we 

refer to as ‘work’. (our emphasis) 

 
Approaching the (un)employment  
phenomenon from within a more usual 
framework, the role of states and their  
political systems towards addressing it has 
historically waxed and waned, in Australia 

moving from a policy commitment to ‘full 
employment’ until the 1960s to an  
increasingly reluctant and gradually more 
punitive approach, the latter certainly 
 inspired by the dominance of a neo-liberal 
and socially conservative polity (Streeck, 
2014). As Robert Frank (2012:2) comments: 

More troubling, our political system seems 
almost completely paralyzed, even in the face 
of… genuinely urgent problems… A case in 
point it our failure to deal with the stubborn 
unemployment spawned by the financial crisis 

of 2008. … Government, Keynes concluded, is 
the only actor with both the ability and the 
motive to stimulate spending sufficiently to put 
people back to work. Each new day of  
widespread unemployment is like a plane that 
takes off with many empty seats. In each case, 
an opportunity to produce something of value 
is lost forever. 

 
This is not the place to enter more deeply 
into this debate; more important for the eval-
uation of the STEP training program is an 

examination of the impact the  
macro-economic processes have on the 
un- and underemployed, especially the 
social-psychological dimensions which often 
negatively complement and aggravate the 
lack of work and – consequently – income. 
Suffice it to conclude with Harvey (2014:91–
111), referring to ‘Technology, Work and  

Human Disposability’, suggesting: 
As the cutting edge of technological dynamism 
shifts from mechanical and biological systems 
to artificial intelligence, so we will see… a 

huge impact on job availability not only in 
manufacturing and agriculture but also in  
services and even in the professions. Aggregate 
demand for goods and services will  
consequently collapse as jobs and incomes  
disappear. This will have catastrophic effects 
upon the economy unless some way is found 

for the state to intervene with targeted  
redistributive stimulus payment to those large 
segments of the population that have become 
redundant and disposable. 

 
Andre Gorz had already predicted in the 
1980s and 90s that ‘from the macro-economic 
point of view, an economy which, because it uses 
less and less labour, distributes less and less wages, 
inexorably descends the slippery slope of  

unemployment and pauperization’ (1989:200) 

and, indeed, as recent well-known research 
(e.g. Piketty, 2014) has convincingly shown, 
widens the inequality gap. 
 

As Bellamy Foster and McChesney 
(2012:150) remind us, ‘precarisation’ and 

‘precarity’ – originally part of Marx’s  

discussion of the most pauperized sectors of 
the working class – have been rediscovered 
and have again become part of the poverty 
and welfare vocabulary, increasingly being 
used to explicate the conceptual and experiential 
space between the ‘objective’ living conditions of 
disenfranchised people and their subjective and 
social-psychological experiences of living within 

such conditions. Gorz (1980, 1999), Bauman 

(1998), Sennett (in most of his writing over 
four decades from The Hidden Injuries of Class 

in 1972 to his more recent works in 1998 and 
2006), Beck (2000), Wilkinson & Pickett 
(2009) and Doogan (2009), have variously 
described and analysed this ‘in-between’ 

 territory, as the fundamental nature and 

character of work has changed in the context 
of what is referred to as the ‘Post-Fordist  

Society’.  

Fully within this tradition, Deranty describes 
in detail the: 

… impact of the fragmentation of work  
collectives and of the flexibilization of work 
practices on subjectivities and on social 
bonds… A shared diagnosis has emerged… 
[including] the insoluble conflict between the 
fragmented and flexibilised temporality of 
current work practices and the demand for 

longer timeframes in subjects’ ethical lives… 
the impact of the destructuration of the old 
institutions of labour on contemporary  
individuals and communities… the sense of 
identity becomes problematic when the social 
protections that were required to ward off the 
threat of the uncertain future have been  
dismantled. Fully individualised security is a 
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chimera and everyone senses it (Deranty 

2008:455-6). 
 

French sociologist and social-psychologist, 
Christophe Dejours, has pursued this line of 
investigation introduced to the Anglo-Saxon 
realm by Jean-Philippe Deranty (previously 
from Macquarie University, 2008, 2009); 
Dejours’ vision as described by Deranty  

… contradicts optimistic views of work 
changes, as allowing for increased amounts of 
responsibility, autonomy and creativity for 
the workers, as well as the more ambivalent 
judgments that highlight the greater concern 
with workers’ health but insist on the  

increase in individual autonomy … The crux 
of Dejours’ diagnosis is that the new organi-

sation of work and the new techniques of 
management weaken, and in many cases 
render impossible, the possibility of  
individual hope … to be able to deal with the 
suffering incurred at and through work.  
Neoliberal society is for him intrinsically 

pathogenic because the organization of work 
it is based on is itself a direct challenge to 
psychic economies… The affect that arises at 
work and from work, to subsequently vitiate 

all social bonds, is fear… Given the … 
importance of work for subjective identity … 
different types of fear ask workers the same, 

terrible question: will you be able to cope, 

and for how long? [The] flexibilised,  
fluidified, individualised organisation of 
work produces massive amounts of anxiety 

(Deranty 2008:455-7 – our emphasis).  
 

The anxiety of which Deranty speaks, thus 
leads to and confirms the increasing 
‘precarisation’ or ‘precariousness’ of  
existence, both in the conditions and in the 

personal experience of living. Referring to the 

philosophy undergirding the neoliberal  
approach to welfare and work dependency, 
Deranty concludes (2008:461): 

Neoliberal discourse is thus caught in a  
contradiction of its own making between its 
utopian vision of the fully autonomous,  

self-realized individual and the reality of its 
politics of fear (Browne, 2006). The way out 
for it lies in concepts like that of the 
‘aspirational’ classes, or in arguments such 
as: ‘the political battle ground is in the middle 
classes’… [and] some will have to be  
sacrificed, … a whole class of individuals 
must be abandoned to their own fate, for the 
economic order (identified with society) to 
maintain itself. The premise becomes  
acceptable for the majority if to the ‘necessity’ 
that some be sacrificed is added the other 
premise: but it won’t be you… unless you 
don’t adapt. This makes fear acceptable: you 
only have to fear if you resist, if you don’t 
adapt. The new social hope is therefore the 
hope of not being one of the sacrificed. The 
new social hope is for strictly individual  
salvation. 

 

As already mentioned, much is taken for 
granted in terms of the reality of work, both 
in terms of what is ‘valued’ (Waring 1998) 

and in the meaning of ‘voluntary’ and ‘paid’ 
work (Healey et al 2006). Whether ‘being 

your own boss’ as a self-employed person or 

being involved in a ‘social enterprise’ makes a 

great deal of difference to the conditions and 
experiences of employed or salaried ‘work’ 
encountered under the present political-
economic and ecological conditions, is a 
moot point. There is an obvious need to  
establish some useful ‘work’-related  
principles to assist in assessing the value of 
employment services like the STEP training 

program and developing criteria for their  

development and continuing evaluation and 
monitoring.  
 
Engaging in a review of existing  
employment services to provide a  
background to the evaluation would go well 
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beyond the scope of this report; nevertheless, 
a good starting point to guide our evaluation 
are the ‘five guidelines’ offered by Folbre 

(2001) at the end of her work: The Invisible 

heart: Economics and Family Values. Having 

dealt with poor policies ‘for’ the poor, the 

traps in the educational system, the  
regressive taxation system, globalisation and 

the need to restructure the macro-economy, 
Folbre offers the following ‘advice’ (more 
specifically oriented for care work but quite 
applicable beyond): 
1. Reject claims that women should be more 

altruistic than men, either in the home or in 

society as a whole … Assigning women   
primary responsibility for the care of others 
does more than let men off the hook. It sepa-
rates care from power, and therefore reduces 
the overall level of social and economic      
support for caring work. 

2. Defend family values against the corrosive 

effects of self-interest. Both men and women 
stand to gain from strengthening the values of 
love, obligation and reciprocity… Carried too 
far… the individual pursuit of self-interest 
can … [lead to] particularly unfortunate   
consequences for future generations. 

3. Confront the difficulties of establishing  

democratic governance in families,        

communities, countries, and the world as a 

whole. If we are to enforce social obligations 

to one another, we must do so in fair and  
equitable ways. 

4. Aim for a kinder and wiser form of eco-

nomic development ... We should try to   
improve global standards of living, defined in 
broader terms than the value of market     
production. We need to measure our success 
by the improvement of our capabilities, the 

flourishing of our families and the health of 
our environment. 

5. Develop and strengthen ways of rewarding 

the work of care. Care is not just another 
commodity. Personal, face-to-face,            
emotionally rich relationships are crucial to 
the delivery of high-quality child care,        
education, health, elder care, and many other 
social services. Whether they take place in 
families, communities, corporations, or other 
places of work, the services of care deserve 

public recognition and reward (p231-2). 

 

And given the importance of reflecting on 

Social Work’s dual orientation to structural 

and personal change as the fundamental  

basis for its ‘interventions’, we need to relate 

the Step training program to the discussions 

about welfare and social/community  

services delivery; we conclude with the  

advice of Edgar Cahn in his No More Throw-

Away People: The Co-Production Imperative 

(2004:209-212): 

 

 Supply a critically important missing 

element needed for a program to        

succeed 

 Transforming the relationship between 

client and helping professional from one 

of subordination and dependency to one 

of contribution, mutuality and parity 

 Securing Critical Resources for           

Financially Strapped Programs 

 Effecting System Change 

 Advancing Social Justice. 

 

This quite condensed overview of the broad-
er context in which the STEP training pro-

gram operates should suffice as a  reflective 

background against which the vision, opera-
tion and outcomes of the program can be 
more meaningfully evaluated and  

appreciated.   

“It’s a reality check for  

people – there are high  

expectations and it’s like  

a real job.”  
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Purpose 
 To provide learning to the Board as an 

act of good governance through the     

external examination of the Retail and 

Administration STEP training program 

 To highlight strengths to build on that 

can be ‘copied’ by other agencies 

 To ‘illuminate blind spots’ and thereby 

enable action to address weaknesses 

 To provide information to assist in    

future accreditations and funding      

submissions 

 

 

The Evaluation Approach 

and Process 
Borderlands Cooperative adopts a            

participatory approach with community          

development intentions in all our project work. 

As such, our approach is one of collaboration 

and consultation with the Project Managers, 

Reference Groups and other people who 

would be involved with the project. We have 

established a re-iterative process between    

The Evaluation: 

 Purpose, Approach,  

Process and Methods  
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researchers and members involved in the 

STEP program in relation to the key delivera-

bles of the evaluation; thus, as we provide 

the evaluation plan, interim reports and pro-

gressive drafts of the final report will invite 

feedback, reflections and suggestions which 

will eventually develop into a final report. 

 

Based on the proposed evaluation purposes 

and scope and after a visit to the Holland 

Foundation Op-shop and a discussion with 

the coordinator-social worker, a predomi-

nantly qualitative and participatory ap-

proach was decided upon. Given the variety 

of possible data to be collected and analysed, 

a multi-method and triangulating interpreta-

tive approach seemed appropriate. 

 

As detailed below, observations, interviews 

with the relevant actors and study/analysis 

of written materials associated with the pro-

gram will be triangulated and feed into an 

evaluation forming the core of this report, 

including recommendations and suggestions 

for further practice. 

 

Research methods applied 

 

The evaluators employed the following re-

search methods: 

 

Quantitative procedures have been used 
to establish the historical and operating 
context of the STEP program, against 
which the qualitative data are projected; 
this has consisted in a close examination 
of the numbers of program participants 
and other demographic data; a numeri-
cal account of service ‘outputs’ over the 
years since the start of the program; and 
other data describing the structural and 
practical context within which the pro-
gram operates (including financial data). 
 
Content analysis of reports and accounts 

of meetings, reflective accounts and for-

mal paperwork as required by the gov-

ernmental guidelines regulating the 

working of Associations (AGM, Annual 

Reports, submissions, etc.),  responses by 

former program participants, organisa-

tions benefitting from the distribution of 

gift vouchers, etc. 

 
Individual interviews with former and  
present participants (Volunteer trainees) 
in the program. (15 Interviews were con-
ducted)  

 

Semi-structured interviews with a volun-

teer mentor, a social work student on 

placement as well as with Board mem-

bers. 

. 
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VISION 
In the spirit of Sir George and Lady (May) 

Holland and their charitable work: 

To be a leader in the provision of  

innovative child, youth and family  

welfare services by providing practical 

and creative solutions to children,  

adolescents, adults, the elderly and their 

families who are in need of support and 

relief due to abuse, poverty, sickness, grief 

& loss, suffering, distress, homelessness 

and trauma. 

 

 

MISSION  
In the spirit of Sir George and Lady (May) 

Holland and their charitable work: 

The Holland Foundation will provide 

innovative, best practice and quality  

services for children, adolescents, adults, 

the elderly and their families using  

solution-focussed strategies that empower 

people, strengthen their connections to 

local community resources and build  

confidence in their own problem solving 

skills. 

PHILOSOPHY  
The Holland Foundation believes in: 

 The family and community as sources of 

inspiration and support. 
 

 The power of significant, consistent and 
lasting relationships as a catalyst for 
change and a source of hope. 

 

 Empowering children, adolescents, 
adults, the elderly and their families by 
teaching them how to create their own 
innovative, practical and creative  

 solutions which facilitate positive life 
choices. 

 

 Connecting people back to their local 
communities. 

 

 Incentive based strategies to assist disad-
vantaged people. 

The Holland Foundation:  

VISION, MISSION,  

PHILOSOPHY AND  

GOVERNANCE  
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GOVERNANCE 

 STRUCTURE  
The Holland Foundation is an Incorporated  

Association registered with the Australian Tax Of-

fice and Consumer Affairs Victoria. The elected 

Board has responsibility for governance of the or-

ganisation and for supporting the Executive Direc-

tor. 

The Foundation is a Public Benevolent Institu-

tion and is endorsed as a Deductible Gift Recip-

ient so that al donations over $2.00 are tax 

deductible. It is registered for tax conces-

sions 

 GST exempt from 01 July 2005 

 FBT exemption from 01 July 2005 

 Income Tax Exemption from 18 July 

2005 

 
The Holland Foundation is governed by a  

Committee of Management in accordance with 

its rules and the Associations Incorporation 

 Reform Act (2012). The Australian Chari-

ties and Not-for-Profits Commission has set 

 governance standards (http://www. 

acnc.gov.au/ACNC/Manage/Governance/

ACNC/Edu/GovStds_overview.aspx) for 

the sector as follows : 

 Purposes and not-for-profit nature.  They 

must be able to demonstrate their not-for-

profit nature and must be able to provide 

information about their purpose to the 

public. 

 Accountability to members.  Charities that 

have members must be accountable to 

their members and provide them with 

adequate opportunity to raise concerns 

about how the charity is governed. 

 Compliance with Australian Law. They may 

not commit a serious offence or breach a 

law that may result in a penalty of 60 pen-

alty units( a fine of $10,200 or more) 

 Suitability of responsible person. They must 

be satisfied that people such as board 

members or trustees are not disqualified 

from being a responsible person of a char-

ity and must remove anyone who does 

not meet the requirements. 

 Duties of responsible persons. Charities must 

take reasonable steps to ensure that re-

sponsible persons are subject to, under-

stand and carry out their duties as set out 

in the standard. 

 
More generally, governance is understood 

to be about setting the broad direction for 

the development of the organisation 

through: 

 planning focussed on realising the aims/

purpose of the organisation, 

 ensuring that appropriate policy is in 

place and implemented, 

 provision of funds and accountability for 

their allocation, 

 planning for succession, 

 guarding the principles and values, 

 ensuring legal and contractual compli-

ance. 

 

Board  Executive Director/ 

Program Co-ordinator  

Trainee Manager  
Volunteer  

Trainees 

http://www.%20acnc.gov.au/ACNC/Manage/Governance/ACNC/Edu/GovStds_overview.aspx
http://www.%20acnc.gov.au/ACNC/Manage/Governance/ACNC/Edu/GovStds_overview.aspx
http://www.%20acnc.gov.au/ACNC/Manage/Governance/ACNC/Edu/GovStds_overview.aspx
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The Holland Foundation Op-Shop operates 

a retail, administration and job search    

training program; embedded in a strength-

based community development approach,  

training is integrated throughout the  

operation of the shop. Volunteer trainees are 

involved in every aspect of the operation of 

the Op-Shop; learning is, therefore,  

experiential and based on a peer-to-peer/

skill share STEP training approach with 

oversight and guidance provided by the  

Executive Director and volunteer mentors. 

 

Participants are usually described as 

‘volunteers or trainees’ to fit with the positive 

narrative of the program and they are  

provided with opportunities to gain ‘real 

world’ experience in a genuine work  

environment. The program also focuses on 

empowering women into leadership/

management roles and women of all ages are 

given special training to move into team 

leader and management roles. 

 

The training program was evaluated using 

interviews (both face-to-face and via 

 telephone) and reviewing documentation.  

Collected data were evaluated against: 

 organisational purpose and the training 

goals, 

 the perception of trainees as expressed in 

interviews, 

 adult learning principles as set out by   

Malcolm Knowles, a US adult education 

specialist: 

 Adult learners are motivated and self

-directed, 

 Adult learners bring life experience 

and knowledge,  

 Adult learners are goal oriented, 

 Adult learners are relevancy oriented, 

 Adult learners are practical  
 

As far as we are aware, the STEP program is 

unique in Australia, trainees being exposed 

and trained in ALL aspects of the business 

and moved into positions of management 

and mentoring of new trainees; the trainees/

volunteers actually run the shop; they  

interview new applicants, the entire program 

being run as a business with trainees  

working in a volunteer capacity while they 

learn. 

 

The program is widely advertised – Job 

search websites such as SEEK, community 

noticeboards and assorted community  

networks are utilised. There is no restriction 

placed on applicants; people with a wide 

range of education and prior employment 

experience and from diverse backgrounds 

are accepted if they are willing to travel and 

to learn (interviewees lived as far away as 

Sunshine on the North-Western side of  

Melbourne, at least one hour away by public 

transport). 

 

Applicants are interviewed by a panel 

 consisting of the Executive Director, Train-

ee Manager (voluntary position  

supported by Material Aid) and trainees who 

are offered this as an opportunity to explore 

OP-SHOP OPERATION 

AND TRAINING  

PROGRAM  
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the role of the interviewer and develop  

interviewing skills (see Appendix A – 50 

Most Common Interview Questions at 

 Interviews). A unique feature of the Step 

program is that applicants are provided with 

immediate feedback on their interview,  

ranging from feedback on presentation, 

 timeliness, how questions are answered and 

feedback is delivered, from the perspective of 

future potential interviewers. Learning is 

thus experienced starting from the  

applicant’s first contact with the  

organisation. It is rare that applicants are not 

accepted and if not, it is generally because 

the panel determines that they are not yet 

ready to accept the need to change attitudes 

and behaviour. At the end of the interview, 

applicants complete a form providing their 

contact, availability and referee details and 

sign a contract (Appendix B Volunteer 

Application form and contract). A letter of 

welcome (Appendix C) outlines what will be 

covered in the training and the support 

which the Foundation may be able to  

provide to assist trainees to gain employ-

ment 

 

At the end of the interview panel members 

debrief and assess the suitability of  

applicants for the program, which provides 

yet another opportunity for trainees involved 

to gain insights into the process of job  

interviews. 

 

Trainees each identify their own goals 

(Appendix D – Volunteer Goal Setting), the 

form signed by both trainee and supervisor/

mentor and every effort is made to assist 

trainees to realise these. Work at the shop is 

based on a roster system; the rosters are 

managed by participants under the 

 supervision of the Trainee Manager and 

usually eight people are rostered to work on 

any one session. The shop is open 7 days per 

week from 9am – 5pm Monday to Friday, 

and Saturday/Sunday 10am – 4pm, and has 

a pool of up to 60 trainees with 8-9 on duty 

per shift. The onsite Co-ordinator is a 

trained Social Worker, Mental Health  

Specialist Clinician and Workplace Assess-

ment Trainer. 

 

Trainees are learning work ethics, cash  

handling, banking, office administration, 

accounts payable/receivable, pricing, 

 display, merchandising, stock control,  

inventory, customer service, sales, working 

in a team, and management skills. They are 

also assisted with résumé development,  

interview techniques and job search skills. A 

typical day involves trainees meeting the 

nominated Team Leader for the morning 

session outside the shop prior to opening at 

9am. Using a Checklist identifying the tasks 

that require completion at each session, the 

Team Leader allocates roles and tasks to 

 participants who are rostered on for the  

session (See attached Team Leader checklist 

- Appendix E). A morning and afternoon 

session are run each day with the afternoon 

Team Leader taking responsibility for  

ensuring that cash reconciliations are  

completed and the shop is tidied and locked 

for the night. 

 

During the day, more experienced  

participants work with those who are new at 

all times, sharing skills and knowledge; it 

was observed that every opportunity is taken 

by the Executive Director and Trainee  

Manager to transform questions and  

incidents into learning opportunities; for  

example, a participant alerted the Co-

ordinator to a shoplifting incident and the 

latter walked into the shop quickly and  

purposefully with his phone in hand. 

 Immediately after the incident, trainees 

were asked to reflect on his approach and 

why he had acted as he did. Such constant 

returning of the enquiry onto participants 

encourages a belief that they are capable and 

further develops their sense of personal   

power and agency. 
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As at the 8th August 2016, 442 people had en-

rolled in the program and 235 were successful in 

achieving employment – a success rate of 

53.2%. Fifty trainees/volunteers were en-

rolled in the program at that date. 

It is noted that some trainees may follow 

pathways to further study or may leave for 

personal or health reasons. A volunteer 

Trainee Mentor provides assistance with 

English Language skills and other general 

training support. She noted that while both 

Co-ordinator and Trainee Manager “tread 

carefully; they deal with all the issues that come 

up.” 

 

OTHER ACTIVITIES 

In addition to the Retail and Administration 

Training Program, the Foundation provides 

support through (Appendix X identifies the 

scope of these activities): 

- Material aid 

- Disadvantaged student support 

- Student scholarships 

- Sports Access 

- Abused and at-risk children support 

- General equipment donation 

- Support for children leaving state 

care 

- Refugee and migrant support 

- Missing relative/friend tracing ser-

vices 

- Public health projects 

- Self-esteem building programs 

- Homelessness and foster care sup-

port 
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“Surprised that an organisation like this exists 

to help people.  

I owe my getting set up to them. 

They trained us to work in the real world.” 

Volunteer Trainee 

 

Interviews were conducted with 15 volunteer 

trainees, five of whom had completed the 

program. Board members, a volunteer train-

ee manager, a volunteer mentor and a stu-

dent on placement were also interviewed. 

Where possible, all interviews were  

conducted face-to-face; otherwise they were 

done by telephone. 

 

Recruitment of volunteer 

trainees 
The program is widely advertised on  

websites, noticeboards and via other  

agencies.  Of those interviewed, more than 

75% had found the program advertised on 

the SEEK Employment website. Others had 

heard via word of mouth, seen notices, 

looked on other websites and one had been 

referred by an employment agency. Reasons 

for their application to the program includ-

ed: 

 Gaining work experience – administration, 

customer service 

 Gaining self-confidence 

 Had trouble getting through interviews 

 

An important feature of the Steps Op Shop 

Retail/Office Administration Training 

 program is that participants make a personal 

choice to respond to advertising and  

self-select to participate in the program by 

making an application and attending an  

interview.  There is no compulsion to  

participate other than - perhaps - meeting 

Centrelink obligations. A few volunteer 

trainees are on Work-for-the-Dole programs. 

 

Contrary to dominant prevailing political 

views which persist in advancing the myth of 

the ‘dole bludger’ (see Mendes, 2017 

 forthcoming), those interviewed  

demonstrated a high level of personal  

commitment in their effort to gain  

employment. It is important to note here 

that those interviewed were for the most part 

amongst the most vulnerable and  

disadvantaged members of our society; all 

were early school leavers, people who had 

struggled during their schooling, people who 

were unemployed for a variety of reasons 

including mental health issues and being 

newly-arrived migrants. This vulnerability 

was clear as a subtext in most interviews 

with people discussing their nervousness 

about making an application to the program 

and their fears around finding suitable  

employment. It is also important to note that 

unemployment itself is a severely  

demoralising and undermining experience 

and that this adds to the disadvantage  

experienced by those applying for the 

 program.  In the course of interviewing, it 

emerged that for those who were in receipt 

of Centrelink benefits a high priority in  

gaining work was to escape from the  

stringent requirements placed upon them in 

return for state support.  

 

Exposure to the STEP program’s underlying 

strengths-based approach commences at the 

interview stage. A panel, made up of the 

Program 

 Coordinator/Executive Director, the Volun-

teer Trainee Manager and trainee/

volunteers, conduct interviews for groups of 

applicants. Applicants are provided with 

feedback on their presentation, timeliness 

and responses to questions. This sets the 

FINDINGS 
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tone for the program, as opportunities to 

learn are presented and applicants are asked 

to reflect on their application and responses. 

Applicants are also provided the opportunity 

to learn from other applicants and the  

feedback offered to them. A distinctive  

feature is the provision of information which 

applicants do not generally get at interviews 

– they become privy to the internal 

 reflections of the interview panel and are 

told information which would not normally 

be disclosed. From an applicant’s  

perspective, this is ‘gold’ giving them insight 

into the perspective of a potential employer. 

Furthermore, we  noted in our observations 

that feedback is not simply offered –  

applicants are invited into a reflective 

process in which they consider how their 

responses may be perceived and to explain 

what they are learning in the moment. 

 

During the interview applicants are asked to 

describe what they can contribute to the 

 operation of the Op Shop; while this is a 

standard interview question, it also lays the 

foundation for a shift in power dynamics to 

a more egalitarian approach and a respect  

for applicants which I observed to be  

continued throughout all aspects of the  

program. This question also addresses the 

principle of adult learning which is about the 

recognition of prior learning and life  

experience as well as a strengths-based  

community development view that everyone 

has something to contribute and everyone is 

capable. These principles are employed and 

validated throughout the retail training  

program. 

 

“I have never seen interviews conducted in this 

way before.  

 They tell you the mistakes, the demerit points 

of your application and interview.  

 I like it – I could correct my mistakes but I was 

also pretty nervous. 

They were teaching me the proper way.” 

Volunteer Trainee  

Participation in the program 
It is important that we note that this is not 
simply a training program – it is a real life 
work experience where learning 
opportunities abound at every level. It is also 
a place where human-centric workplace 
practices are enacted. 
 
 “They learn life skills as well as employment 

skills.” 
Volunteer mentor  

 

On acceptance into the program volunteer 

trainees are asked to develop their own 

learning goals ensuring that the adult  

learning principle that adults are goal and 

relevancy oriented is implemented. In this 

process, personal responsibility within the 

workplace learning community is affirmed 

and it becomes clear that the relationships 

are to be conducted in adult-to-adult terms 

of equality and respect. This practice  

encouraged volunteer trainees to consider 

what they wanted to achieve rather than 

simply following a training agenda  

determined by others and allowed them to 

think about the roles they really wanted to 

undertake within the program. Some were 

highly motivated to achieve Team Leader 

status but others saw more relevance in 

learning other tasks/skills.   

 

The Op-Shop operates with complete  

transparency; all volunteers have access to 

all aspects of the business including all  

documentation, which is important as they 

move from role to role engaging in every 

function from customer service, to stock  

control, cleaning and presentation of goods, 

banking and bookkeeping through to group 

leader and management roles. Building on 

the basis of the skill-sharing approach,  

volunteer trainees learn through the a  

peer-to-peer model and through behaviours 

modelled by the Executive Director/

Program Coordinator as well as through the 

use of careful questioning techniques. The 

culture of the organisation allows for  
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mistakes and the learning that comes 

through the process of reflection as people 

explore other options and share experience. 

 

“I learned that it is OK to make mistakes – let 

people test the waters 

 before they go out into the world of work They 

can be brave here, 

 be bold and even risky here – make your mis-

takes – ask questions – 

 find out how to overcome insecurities.   

This is the place to face your fear.” 

Volunteer Trainee Manager  

 
That said there is no ‘cop out’ or excuse 

making.  Poor behaviour choices are  

confronted as opportunities for learning and 

reflection.  As one trainee volunteer  

observed: 

 

“I came under a bit of scrutiny and this has 

made me more careful.” 

Volunteer Trainee  

 
A key feature of the program is the 

development of mutually beneficial  

inter-dependent relationships that are key to 

community development. We ‘work as a 

team and respect each other.’ People learn 

from each other, they help each other; they 

come to know one another and make  

friendships which often extend beyond the 

environs of the op-shop and the time frames 

of the training program. One of the most 

important foundations for community is  

embracing diversity and this program plays a 

key role in exposing people, within their 

working relationships, to other cultures and 

ways of being in an environment where it is 

expected that everyone will be treated with 

respect. In this way, volunteer trainees learn 

to interact with a broad cross section of  

people and learn to value both their  

difference and the ways in which they share 

their common humanity. Trainee volunteers 

originating from other countries all  

remarked that a significant learning was 

about the ‘Aussie workplace culture’ and how 

things get done in a different way from their 

past experience. Others commented that 

they came to see people from other places in 

new ways. 

 

“Learning with/from others – you learn 

about more than the task you are doing.” 

Volunteer Trainee  

 

This focus on relating is supported by the  

emphasis on communication skills, a theme 

that was discussed in all interviews and 

arose frequently in discussing the role of 

Team Leader, which provides a particular 

opportunity to learn about the importance of 

making sure that one is understood rather 

than simply telling people to do things. It is 

also where people appeared to develop a 

sense of the response-ability that comes with 

overseeing the work of others and also  

provides an insight into the need for both 

listening and talking as well as the  

importance of asking clarifying questions. It 

became apparent that the so-called people 

skills are possibly the most important lessons 

for volunteer trainees – customer service, 

leadership, communication skills,  

English language, developing courage to 

make and learn from errors, dealing with 

different kinds of people, managing difficult 

customers and building self-confidence. It is 

these that enable program participants to 

navigate a range of employment  

opportunities as opposed to task-centred  

vocational training which may limit their 

options. 

 

“I have never seen anything like this program 

in my life before 

– it’s very open – people learn everything and 

share everything,” 

Volunteer Trainee 

 

The program places a particular emphasis on 

training women for leadership roles by  

building their confidence and providing 
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them opportunities to succeed in a  

supportive environment. The egalitarian and 

respectful culture in which people work and 

learn also underpins this focus. This is  

considered in the context of the work of Folbre as it 

shifts the focus of ‘women’s work into leadership 

rather than predominantly caring roles.’ 

 

“Often the person chosen for team leader is not 

aware that they are ready to take this step… 

people are helped to step out of their comfort 

zones.” 

Volunteer Mentor  

 

In order to explore the less positive aspects 

of the volunteer trainees’ experience,  

questions were asked about how they 

thought the program could be improved. 

This elicited little negative feedback  

although some comments were made around 

difficulties in teaching new people when  

no-one working during a particular session 

knew how to do a particular task. Most  

focussed on creating a bigger shop, obtaining 

more funding and creating more  

opportunities for others in a similar situation 

to themselves expressing how much they 

valued the program and extending their  

interest beyond themselves in the hope that 

others could be afforded the opportunity to 

benefit as much as they had.It is worth  

noting some of the feedback made by a  

social work student on placement; she  

experienced the strengths-based community 

development practice underpinning the  

program, noting how the focus was on  

maintaining a separation between people 

and their problems rather than defining them 

in terms of those problems – “people are not 

perceived to have deficits.” Her comments  

upheld our perception that the Op-Shop  

provided real life work experience as she  

described incidents which occurred and her 

comment that:  

“Daily, people are assisted to be focussed, prob-

lem solving, decision making and prioritising.”  

 

Of significance also was her perception that 

he program really does translate Social 

Work theory into practice, especially in  

combining the structural and interpersonal 

dimensions of professional practice. 

 

Job Search   
The primary intention of the program is to 

assist people into paid work; exploring the 

experience of those who had either sought 

work or were contemplating taking this step, 

a significant benefit of this program 

emerged. Many people who find themselves 

unemployed may not have appropriate  

referees to support their job applications, so 

the fact that the Holland Foundation  

Op-Shop retail training program offers a real 

life work experience is highly advantageous 

in that work referees become available. 

 

That volunteer trainees determine when they 
are ready to look for paid work is unusual 
and very supportive; such approach  
minimises the stress of being forced into job 
search activities while people are feeling at 
their most vulnerable. This program also 
enables them to take the step of looking for 
work from a solidly supportive base. Access 
to a résumé template as well as interview 
training and tips provides additional support 
to that offered by the learning/workplace 

community  

 

Governance  
“The best things are when you see people  

who have no prospects get trained and  

get a job, seeing kids go off to school 

 camp and the letters they send  

These are the reward.  GH’s energy and  

commitment is what keeps us going. 

It is so rewarding to see the work he does.”  
Board member  

 

As is common in many small community 

organisations, the Board largely perceives its 

role as being supportive of the Executive  

Director who is highly respected for his  

dedication and commitment to honouring 

the legacy of his grandparents in establishing 
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the Holland Foundation and continuing 

their charitable work. The Board is stable 

and most members stay for a considerable 

period of time. 4 members have been on the 

Board since the establishment of the Foun-

dation in 2004. 

 

Responsibility for planning, policy develop-

ment and implementation and legal and con-

tractual compliance is delegated to the Exec-

utive Director who reports routinely to the 

Board. There are mechanisms for online 

communication and decision making should 

the need arise. 

 

Succession planning emerged as an important 

consideration and, notwithstanding the com-

mitment of current Board members, there is 

a need to explore the possibility of recruiting 

people who may have a greater ability to 

commit time to the work of the foundation. 

This issue is also relevant to the role of Exec-

utive Director who is pivotal to the work of 

this organisation.The other main finding was 

a need to find additional sources of funding 

to further develop the work of the founda-

tion.  We note the need to ensure that the 

participatory and reciprocal nature of the 

participation of volunteer trainees is main-

tained should external sources of funding be 

utilised. 

 

We particularly noted the positive nature of 

the relationship between the Board and the 

Executive Director and the expression of 

admiration for his contribution. That said, 

some concern was expressed regarding his 

workload and it was suggested by one  

member that the option of an assistant be 

explored. We note that this could become 

part of a mentoring-based succession plan. 

 

 

“The best thing about the 

Holland Foundation is the  

many success stories about 

people who have been  

disadvantaged and who 

find success in getting jobs.  

 It’s the little things that 

matter” 

Board member 
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Turning to the work of Edgar Cahn (No More 

Throw-Away People: The Co-Production  

Imperative, 2004), the Holland Foundation 

Op-Shop, first of all, supplies a critically  

important element for the success of its  

program and that element is a genuine love of 

and care for people and community. The entire 

program is based on consideration for the 

needs of those who have been marginalised 

and disenfranchised in multiple ways – from 

the ‘poverty trap,’ educational neglect, being 

dislocated people seeking a place in the 

world where they can flourish, and so on – 

and finding ways in which they can be  

empowered to develop their capabilities as 

active agents in their own learning and being 

supported in finding pathways to work. 

 

“…like the environment and feel loved 

 and welcomed by everyone.” 

Volunteer trainee 

 

This program provides ample evidence of a 

powerful shift in transformational  

relationship between clients and the helping 

professional; the Executive Director  

implements his role as a facilitator rather than 

one embedded in hierarchical power  

structures. His open style clearly highlights 

his own learning on a day-to-day basis and 

this, in turn, inspires others through a  

mutual learning experience where people are 

humans first rather than being cloaked in 

assigned roles. The approach to securing  

financial resources has been creative with 

volunteer trainees generating the funds 

(through the operation of the Op-Shop and 

Charity Ball) required to fund their own learning 

as well as making a contribution to other work in 

which the foundation is engaged. It would be 

interesting to pursue the implications of this 

systemic change further and consider the 

opportunities for cooperatives and other 

community-based enterprises to develop as 

learning organisations. 

 

The final point made by Cahn is that  

programs should advance Social Justice; the 

Holland Foundation Op-Shop is exemplary 

in its endeavours to do just this by creating 

MAJOR  

CONTRIBUTIONS TO 

SOCIAL WORK  

PRACTICE  
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opportunities for those who would very like-

ly otherwise be excluded from  

employment to learn and develop skills to 

allow them to access employment and to feel 

included through their participation in 

meaningful work. One of the strengths of 

this program lies in the fact that it is based 

on an egalitarian, strength-based and holistic 

approach. Volunteer trainees build on prior 

learning and life experience, building  

knowledge and skills as they require while 

also making a contribution through sharing 

their learning with others and contributing to 

the overall work of the foundation. Adult 

learning and community development 

principles are embedded throughout the 

training program. 

 

This program also meets another of Cahn’s 

recommendations and that is “Transforming 

the relationship between client and helping  

professional from one of subordination and  

dependency to one of contribution, mutuality and 

parity.” The strength of the work done in this 

area became evident in the interviews as  

volunteer trainees spoke of the respect they 

are afforded and their ability to access all 

parts of the organisation as well as their 

sense that they were workers rather than  

recipients of charity or government  

intervention. This approach makes a  

significant contribution to the development 

of a more powerful sense of self-esteem for 

volunteer trainees as well as their respect for 

the work of others. 

 

Volunteer trainees benefit from a real work 

experience while being part of the training 

program and this means that they are able to 

identify their learning as work experience in 

job applications, which is highly  

advantageous for those who may have a  

limited work history. That they also generate 

the funding to support their learning builds 

self-respect as they make a contribution to 

their own learning and the learning of  

others. Volunteer trainees assist the  

foundation in its work as they also  

contribute to material aid, school  

sponsorships and other work of the Holland 

Foundation. This further enhances their  

confidence and self-respect through an  

opportunity to make a social contribution 

which is a demonstration of what the term 

‘mutual obligation’ really should mean. 

 

This is in marked contrast to how many oth-

er service providers working in this space 

operate; of particular note is the vast  

government-funded employment provider 

network Jobactive.  In this instance, ‘mutual 

obligation’ is largely perceived to have a 

punitive role with the implication that those 

who receive public support must pay for it.  

 

This largely disregards the reality that jobs, 

especially for the most vulnerable people in 

our society, are not only hard to find but also 

hard to keep. The obsession with the  

compulsion to force people into jobs does 

little to accommodate the particular needs of 

those who may be trapped in generational 

poverty and have had limited education and 

those whose families may require additional 

support which they in all probability also 

need. It also disregards the reality that this 

end of the ‘market’ is where many jobs are 

disappearing due to automation, other  

advances in technology and the pernicious 

use of policies supporting the importation of 
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cheap labour from overseas as well as the 

growing evidence of underpayment  

especially – but not only - in the franchising 

sector.The STEP Retail Training Program is 

not reliant on external sources of funding. 

As mentioned, volunteer trainees through 

their work in the Holland Foundation  

Op-Shop and in supporting the annual  

Charity Ball generate the funding required to 

support the training program and other  

initiatives of the Holland Foundation. This 

ensures that this program is not subject to 

the vagaries and policy shifts of external 

funding sources which are so frequently  

focussed on innovative approaches rather 

than supporting those projects which have a 

proven track record. Again, referring to  

Edgar Cahn, this program, through its self-

reliant approach “Secures Critical Resources for 

(what would, in all likelihood be one of 

those) Financially Strapped Programs” 

 

As already mentioned, the Holland  

Foundation Retail Training Program  

delivered through the Op-Shop provides 

both training and a real life work experience. 

This does much to alleviate the 

‘stigmatisation’ of welfare since even while at 

least some participants are in receipt of  

Centrelink benefits, they are also making a 

social contribution which is validated by the 

constructive environment in which the  

Op-Shop operates. That volunteer trainees 

contribute to other aspects of the founda-

tion’s work could be more clearly articulated 

as some participants appeared to be unaware 

of this. 

 
“The program is alive and deals with people/

adapts to people and situations” 
Volunteer trainee manager 

 

In a quite unique approach, the program  
involves volunteer trainees in interviews 
with new applicants, which provides a rare 
opportunity to observe others in this  
situation and to reflect on their own  
performance in interviews. It also addresses 
a major structural obstacle as so many  

people have little or no idea of how an  
interview panel would proceed in making a 
selection from applicants.  
 

“Today I was an interviewer -  

the first time today and it was good. 

 I was thinking about the answers that people 

gave and what I said.  

 I have seen two sides to it now” 
Volunteer trainee 

 

Possibly the major learning for other  

organisations (and we suggest government-

funded Job Network Providers) is the  

creation of a real work experience in a  

human-centred and egalitarian workplace, 

where adults can determine for themselves 

which areas are of most interest and  

importance in furthering their work goals. 

On a macro level and given the vagaries of 

the ‘job’ market and other potential  

predicaments leading to precarity,  the  

Holland Foundation retail training program 

represents a ‘model’ which could become 

part of the alternative locality-based  

economy where people are not just cogs in a 

production-based profit-making  

consumption machine. 

 

As already intimated, the retail training 

 program maintains the dual focus of social 

work in that it addresses both structural 

change and personal development though 

relational approaches which nurture and  

encourage the people who come seeking 

help in finding a way into work (see Gergen, 

2009). 
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While both the Executive Director and 

Board members articulated an awareness of 

the issues in relation to succession planning, 

this is included as a matter for serious  

consideration for the medium to longer term 

sustainability of the program. Finding a  

successor for the Executive Director is likely 

to prove especially challenging, due not only 

his level of expertise but also the personal 

nature of his commitment. Ideally, a  

transition would involve the current  

Executive Director acting in a mentor role to 

his successor. 

 

Like the vast majority of community based 

organisations, there is a need to further  

develop the capabilities of the Board. Again 

this must be weighed against their sense of 

purpose in supporting the Executive Director 

in his personal mission to honour his  

grandparents and their enthusiastic support 

for the work performed. Sometimes  

champions such as these are more important 

to an organisation than those with expertise 

but who fail to understand the work of the 

organisation and its values. 

 

A perhaps cautionary note is with regard to 

the changing nature of work as we advance 

further into the 21st century and what many 

predict will become increasingly uncertain 

times. The dominance of the neo-liberal 

agenda means that for the immediate to me-

dium term future, the pressure to deliver 

high profit margins to shareholders will  

continue. This focus ensures that  

organisations continue their drive to keep 

their wage bill as low as possible.  

Globalisation and its threat to national  

government given their ability to shift capital 

and work across the globe, makes it unlikely 

that there will be any incentive for a push to 

full employment and fairer income  

distribution thus keeping unemployment 

high and wages low; consequently, the gap 

between those who are impoverished and 

the excessively wealthy is widening into  

expanding levels of inequality. 

 

Robotics and the automation of work will 

mean that many traditional work roles will 

not only change but will disappear from the 

human domain. It is said, as one example, 

that ‘check-out’ roles in shops will be gone 

within two years as we select and scan items 

directly from the shelves and simply insert 

our plastic cards into a pay point – shopping 

without the direct assistance of any human 

contribution other than our own.  Indeed, 

there are predictions that the supermarket, as 

we know it, will disappear and we will shop 

online and have the goods (or not-so-goods) 

delivered to our door (as many already do). 

 

This has significant ramifications for  

Australia, where workers have been paid 

relatively high wages compared to many oth-

er countries which now actively compete 

with Australian workers in a way that was 

not possible until very recently. Thus,  

previously ‘comfortable’ groups are now  

BLINDSPOTS  
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experiencing increased vulnerability and 

anxiety. These social and economic  

challenges will demand more of programs 

such as this as increasingly the issue will  

become: what can people do rather than 

how do people get in to the job market. Two 

emerging areas are being offered as potential 

growth areas: service related roles and the 

production of ‘bespoke’ items. Both of these 

present dilemmas as they are likely to be low

-paid work performed for those who have 

accumulated excess capital. Andre Gorz pre-

dicted in the 1980s and 90s that ‘from the 

macro-economic point of view, an  

economy which, because it uses less and less  

labour, distributes less and less wages, inexorably 

descends the slippery slope of unemployment and 

pauperization’ (1989:200) and, indeed, as  

recent well-known research (e.g. Piketty, 

2014) has convincingly shown, widens the 

inequality gap. This is already more than 

evident and the gap is growing at a  

frightening rate. Whilst we are told that  

future work opportunities lie in the service 

industries and the making of bespoke items, 

this should ring alarm bells as we face a  

return to the labour of the masses being in 

service to a narrowing elite class. Evidence 

that our workplaces are becoming  

increasingly hostile environments continues 

to emerge; the focus on outputs, 

benchmarks, key performance indicators and 

the like leave little room for the development 

of human-centric working communities and 

as workplaces become more and more  

competitive and jobs disappear for a range of 

reasons, workers become forced to compete 

rather than to co-operate. Paul Verhaeghe, in 

an Guardian article ‘Neoliberalism has brought 

out the worst in us’, explores how psychopathic 

traits are encouraged and reminds us that self

-respect ‘largely depends on the recognition we 

receive from others, as thinkers from Hegel to La-

can have shown…’ He also quotes Richard 

Sennett who sees ‘…the main question for 

employees these days as being “who needs me?” 

He says that for a growing group of people, 

the answer is ‘no-one’! 

 

Much has been written about Human  

Resource Management and its impacts in the 

modern workplace. We are told that  

recruitment and management techniques 

draw out the psychopathic tendencies which 

are latent in all of us. Together with the 

emergence of what Anne Manne describes 

as the new Narcissistic Personality, this 

means that those entering the contemporary 

workplace can face increasingly complex 

and toxic work environments. We should 

note that this all takes place in the context of 

a world which faces more and more complex 

and interwoven challenges, not the least of 

which is climate change, which is gaining 

pace in a world that lacks the political will to 

do what is required to prevent its occurrence 

and its effects and rather turns to populist 

and protectionist nationalistic approaches. 

Many are now advocating for a focus on  

localisation which is linked to global  

movements and the re-creation of  

inter-dependant local communities. 

 

The challenge for the Holland Foundation in 

working for social justice in this new world 

will be to consider how to support these  

people who are already the most vulnerable 

into living sustaining and sustainable lives in 

an increasingly uncertain world – one where 

we need to consider much more than how to 

help people into a job which will provide 

them with the wherewithal to support  

themselves and their families. 

 

How the Holland Foundation positions itself 

to deal with two main areas will be key to its 

relevance and success in the future; the first 

of these is the development of strategies to 

deal with succession planning and the second is 

how people can be supported in not only finding 

but in creating their own work opportunities with-

in their own local economies. 
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Formal accreditation of the training or its 

integration into existing qualifications would 

be advantageous to volunteer trainees as  

employers place a high value on  

qualification. The task of becoming a  

Registered Training Organisation (R.T.O) 

would, however, place a significant burden 

on the organisation and would quite possibly 

prove a distraction from its core activity. 

Should the Board determine that this is a 

path they wish to explore, we suggest that 

collaboration with a community-based 

R.T.O. (Learn Local) would prove a more 

advantageous strategy. 

 

Collaboration with other community-based 

organisations could also be useful  

particularly if the foundation determines that 

they should expand their role from assisting 

people into the current work paradigm to 

one of assisting people to also explore ways 

of transitioning into a different economic 

framework. This could see the training  

expand into the development of small  

business skills, much of which is already  

included in the retail training. Local  

Transition Town groups may well be a  

beneficial connection as would groups such 

as the Borderlands Cooperative with our  

focus on community development and  

co-operatives and sustaining and sustainable 

futures. 

 

There are multiple opportunities, and dare 

we say necessities, in engaging with  

initiatives to build such an alternative local 

economy and the role of social work in this 

would be of significant benefit in  

ameliorating the sometimes naïve  

approaches taken by groups. Care work 

(aged care, child care, etc) could be offered 

in a more meaningful and caring way if the 

focus was on people via community-based 

organisations rather than the now common 

business approach (the Dutch Buurtzorg  

being a good example of this). There are 

many other opportunities to work towards 

food security, job creation in community-

based businesses and co-operatives and more 

sustaining and sustainable ways of living. 

 

The foundation has D.G.R. status and this 

opens the possibility of grants from  

philanthropic trusts, whilst government 

funding remains a possibility. We would  

recommend, once a future direction is 

agreed, that the Board develop a funding 

strategy and consider some training in grant 

seeking for Board members. The  

organisation Our Community offers training 

in grant seeking and also publishes a regular 

grants newsletter (listing many government 

and philanthropic grants). 

 

Perhaps, in these increasingly uncertain 

times, one of the most important things the 

foundation can do is to liberate people from 

the idea that the only way they can survive is 

to get a job! 

FUTURE  

ACCREDITATIONS AND 

FUNDING SUBMISSIONS 
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APPNDIX A 
 

 

 

 

THE 52 MOST COMMON INTERVIEW QUESTIONS: 

 

 

Practise answering questions out loud, in front of a mirror. Ask a friend/family member to ask you questions 

and get them to give you feedback.  

Search the company on the internet and find out things other applicants might not know.  

In group interviews the panel tends to give you a complex task which is time limited. They often don’t care if 

you get the task done as they want to see how you work in a group under pressure - Too quiet? Too bossy? Any 

leadership skills? Are you inclusive/exclusive? How do you handle pressure? Are you creative? Conflict skills? 

Did you give up? Team skills?  

Use actual evidence and brief practical examples to prove your points/answers. 

Here are common interview questions (you are likely to be asked 4 - 5 of these)  

1. What are your strengths? (eg. what do your friends say are your good points?) 

2. What are your weaknesses? (often disguised as  - what training do you need?)  

3. What are 3 things your former manager would like you to improve on?  

4. Why are you interested in working for [insert company name here]? 

5. Where do you see yourself in 5 years?  

6. Why did you (are you) leave/leaving your current company? 

7. Why was there a gap in your employment? 

8. What can you offer us that someone else cannot? 

9. Are you willing to relocate/travel? 

10. Tell me about an accomplishment you are most proud of. 

11. Tell me about a time you made a mistake, what did you do to fix it? 

12. What is your dream job? 

13. What would you look to accomplish in the first 30 days/90 days on the job? 

14. Tell us about yourself. 

15. Discuss your educational background. 

16. Tell me how you handled a difficult situation or conflict at work. 

17. Why should we hire you? 

18. Why are you looking for a new job, career change, sector change? 

19. Would you work holidays/weekends? 

20. How would you deal with an angry or irate customer? 

21. What are your salary requirements? 

22. Give a time when you went above and beyond the requirements for a project. 

23. What do you know about our business? Our competitors? Who is our CEO? 

24. What was your biggest failure? 

25. What motivates you? What gets you up in the morning? What are you passionate about? 

26. What’s your availability? (Try to be as available as possible) 

27. Who is your mentor? Who do you look up to? Who inspires you? 

28. Tell me about a time when you disagreed with your boss. 

29. How do you handle pressure or stress? What do you do to look after yourself? 

30. What are your career goals? What are your personal goals? 

31. What would your direct reports/supervisors say about you? Good & bad? 

32. What were your bosses’ strengths/weaknesses? 

33. If I called your boss right now and asked him what is an area that you could improve on, what would he 

say? 

34. Are you a leader or a follower? 

35. What was the last book you’ve read for fun? 

36. Tell us about your family. 

37. What do you like doing outside of work? Hobbies? Interests? 

38. What are your co-worker pet peeves? 

39. What are some of your favourite websites? 

40. What makes you uncomfortable? 

41. tell us about some of your leadership experiences? 
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42. How would you handle conflict, poor behaviour or bullying from a colleague? If you were a supervisor 

what would you do? 

43. What do you like the most and least about working in this industry? 

44. What questions haven’t I asked you, that you would have liked me to ask? 

46. What makes a good workplace? 

47. Complete this sentence – “If only I could have ………” 

48. What special skills can you bring to our company? 

49. What are your biggest fears? 

50. Your hosting a dinner party, apart from your immediate family, which 3 people would you invite – living or 

dead? 

51. What brings the best out in you? 

52. What questions do you have for us/me? 



 

33 

Appendix B 
 

The Holland Foundation             

 
"Continuing the charitable work, and in memory of, Sir George & Lady (May) Holland" 
       
P.O. Box 307,       Phone/Fax: (03) 9521 0271 
Black Rock. Vic. 3193.      Email: admin@hf.org.au 
        Website: www.hf.org.au 
A.B.N. 155 149 133 98       
Cert. of Inc. A0046653Z  
 

 
1. Date    ___/___/___ 

2. Personal details  
Surname: ……………………………………………………………………………... 
Given Names: ………………………………………………………………………...  
Title (Dr, Mr, Mrs, Ms etc): ………………………………………………………...... 
Address: ………………………………………………………………………………. 

Postcode : …………………………  Date of Birth: ……………………………………….. 
3. Contact Details  
Home: ………………………………………………………………………………….  
Work: …………………………………………………………………………………..  
Mobile: ………………………………………………………………………………… 

Email: ……………………………………………………………………………. …………… 

4. Volunteer position applied for 
Please list what volunteer area or program you have an interest in: 
…………………………………………………………………………………………. 
…………………………………………………………………………………………. 
………………………………………………………………………………………..... 
…………………………………………………………………………………………. 
…………………………………………………………………………………………. 
 

5. Do you have any special skills, qualifications, or experience?  
Please list here, and attach a resume to your application: 
………………………………………………………………………………………….. 
………………………………………………………………………………………….. 
………………………………………………………………………………………….. 

6. What day/s and times are you available for volunteer work? 
Please specify preferred day(s) & times: ………………………………………….  
………………………………………………………………………………………….. 
…………………………………………………………………………………………. 

7. Is there any reason you would be restricted in some areas of volunteer work 
e.g. medical /health condition, poor sight etc?   
Please circle:   Yes   •    No     If yes please provide details: ……………………………… 
………………………………………………………………………………………………………….. 
…………………………………………………………………………………………………………. 
8. Identification Please attach copy of drivers license, passport or suitable identification.  
 
 

VOLUNTEER APPLICATION FORM 
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9. REFEREES 
 
Name: …………………………………………………………………………………. 
 
ddress: ………………………………………………………………………………. 
 
City: …………………………………………………………. Postcode: …………… 
 
Phone: (h) …………………………..  Mobile: ……………………………………… 

 
------------------------------------------------------------------------------------------------------  
 
 
Name: …………………………………………………………………………………. 
 
Address: ………………………………………………………………………………. 
 
City: …………………………………………………………. Postcode: …………… 
 
Phone: (h) …………………………..  Mobile: ……………………………………… 
 
 
 

 
BETWEEN:    The Applicant      AND       The Holland Foundation (THF).  
 
I hereby agree to be a volunteer for THF and understand and acknowledge: 
 

That this agreement shall come into force on the date of signing and may be terminated by either 
party at any time. 

That the objectives of my role is to: 
 
Carry out specified volunteer duties as directed by THF Rules of Association, Vision, Mission, Philos-
ophy, Program and Policy guidelines, and Position Description. 
 
As a volunteer I agree: 
 
To be a positive role model and encourage the development of confidence in others through activities 

that enhances people’s participation in their community. 
To assist people to achieve a feeling of identity, self-worth and empowerment. 
That I am a volunteer and NOT an employee of THF. 
To read and abide by the policies set by THF including Privacy and Confidentiality, Occupational 

Health & Safety, and all other regulatory policies, laws and guidelines. 
 
Examples of conduct that may lead to termination of volunteer status may include: 
 
Deliberate/willful misconduct, being under the influence of illegal drugs/alcohol.  
Assaulting or abusing any person who is a customer/client/staff/volunteer of THF. 
Breaching duty of care, OH&S, relevant policy or program procedures. 
Failing to maintain confidentiality of information. 
Being involved in, introducing or encouraging any illegal, dangerous, inappropriate, unsafe or unap-

proved activity. 

 

I hereby agree that I have read the volunteer position description and 

agree to comply with all policy, legal and agency guidelines.  

 

VOLUNTEER AGREEMENT 
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Name: ……………………………………………………………………………. 

 

Signature: ………………………………………………………………………. 

 
Date: ……………………………………………………………………………… 

 

 
Please sign and date. No volunteer can start until approval given by Exec. Director. 

ACTION         SIGNED            DATE 
Volunteer file established.    1. 
Police check clear and filed.    2. 
Referees checked and report attached.  3. 
Volunteer interview held & recorded.   4. 
File moved - pending to approved Volunteer. 5. 
Letter/notification of approval to Volunteer.  6. 

CHECKLIST – THF (OFFICE USE ONLY) 
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Appendix C  

The Holland Foundation             

 
"Continuing the charitable work, and in memory of, Sir George & Lady (May) Holland" 
       
P.O. Box 307,       Phone/Fax: (03) 9521 0271 
Black Rock. Vic. 3193.      Email: admin@hf.org.au 
        Website: www.hf.org.au 
A.B.N. 155 149 133 98       
Cert. of Inc. A0046653Z  
 

Welcome to the Holland Foundation Training Program   
 
We hope to be able to help you reach your goal, which for most people is getting a job. In 
just over 4 years, 316 people have begun just like you and are now in paid external employ-
ment. To achieve this you will need to; 
 

1. Be early for your shifts and be reliable. We will teach you all about retail/office admin-

istration. Areas of learning in your Certificate 1 in Retail/Office Administration includes; 
 
Gain work experience               Interview techniques             Customer service skills  
Self-direction/using initiative     Accounts Payable/Rec.        Resume/Cover letter Personal 
presentation               Display/Merchandising          Banking  
Confidence                               Communication skills             Pricing  
Cash handling/register             Connect with team              Punctuality/Reliability  Stock 
control/Inventory             EFTPOS                          Understand systems       Working inde-
pendently   Shop maintenance                General office admin. Cultural awareness                  
Working in a team              OH&S 
Computer Skills (Basic)   Shop security                         Team Leader, A/Man.   Policy/
Procedures                    Finding job vacancies   Sales techniques 

 
When we feel you have settled in and you are committed to the program we will help 

you set your goals on your goal/skills sheet. 
 

3. Once we feel you have mastered the skills on the goal sheet, and can teach them all, 

we will then move you up to a Team Leader, A/Manager position which involves learning a 
new range of skills. 

 

4. Once we feel you are a competent Team Leader we will then assist you with developing 

your resume/ cover letter using our very successful template. 
 

5. We can also assist with interview skills, and job vacancy options that you may not know 

about. Check out our noticeboard for new jobs, job tips, etc. 
 

6. We then train you in a Level 2 certificate in Retail/Office Administration. 
 

REMEMBER: Many of our business networks/partners often ask us for staff. In addition, I 
will be your referee. They might even come in when you don’t realize and watch how you 
work. So, if you are often late, lazy, unreliable, don’t show initiative, change your shifts too 
often, then it is unlikely you will be recommended for    
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an external position and your referee report will not be favorable. 
 
Work hard, be reliable, show initiative and you will get a job. Good luck. 
 
Grant Holland - CEO 
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APPENDIX D  
 

HOLLAND FOUNDATION – VOLUNTEER GOALS SETTING 
NAME:                                                           DATE:                                      

    

Welcome. We want to help you achieve the goals you set, whether that be improving your job 
skills, gaining work experience or forming new social networks! To help you meet the goals you set 
and receive your Certificate of Competency, Level 1 and 2, we need to know what you want to 
achieve.  We will then do our very best to help you get there! J 

 
* Volunteer to fill in this page with the help of their Supervisor/Mentor 

VOLUNTEERS GOALS – Certificate of Competency 

Certificate of Competency Level 1 - (Retail/Office Administration) - All Core training goals must be 
achieved. 

Certificate of Competency Level 2 - (Team Leader/Manager) - All Core training goals and advanced 

training goals must be achieved. 

 

What are the skills or goals you want to achieve/learn? (circle as many as you like) 

 

Is there anything else that is not on the above list that you want to achieve? 

_____________________________________________________________________________

_____________________________________________________________________ 

 

Core Goals Core Goals Advanced Goals 

Gain work experience Sales Leadership 

Accounts Payable/Receivable Customer service skills Acting Manager role 

Banking Personal presentation Shop Opening/Closing 

Cash handling/Cash register Communication skills Mentoring/Training others 

EFTPOS Punctuality/Reliability Systems/Operational changes 

General office administration Working independently Donations (Financial) 

Computer skills (basic) Working in a team Building a team 

How to find a job vacancy Using initiative Assertiveness skills 

Interview techniques Self-direction Handling difficult customers 

Resume and Cover Letter Display/Merchandising Networking 

Confidence Pricing Computer Skills (Advanced) 

Connect with team Stock control/Inventory Policy & Procedures  

Understand systems Shop maintenance Conflict resolution 

  

Cultural awareness Occupational Health & 

Safety 

Personnel management 

Shop security Policy & Procedures 

(Basic) 
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Which one goal, from your list of goals is the most important to you right now?  

_________________________________________________________________________ 
 

What are two (2) things you can do in the next month to work towards your goals?  

_________________________________________________________________________ 

 

Signature (Volunteer)                                    Signature (Supervisor/Mentor)                       
   

Date:                                Date:                                      
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HOLLAND FOUNDATION – VOLUNTEER GOALS REVIEW 
NAME:                                                           DATE:                                      

    

* Volunteer to fill in this page with the help of their Supervisor/Mentor 

Which of your set skills or goals do you think you have achieved? (circle Y) 

Which of your set skills or goals do you think you need more training? (circle MTR – “More Training 

Required”)  

 

Tell us about your progress in achieving your set goals so far. 

________________________________________________________________________________ 

Do you have any new goals? (that are not already listed on your goal setting list) 

________________________________________________________________________________

________________________________________________________________________________ 

Signature (Volunteer)                                    Signature (Supervisor/Mentor)                       
   

Core Goals   Core Goals   Advanced Goals   

Gain work experience C / MTR / 

NA 

Sales C / 

MTR / 

NA 

Leadership C / 

MTR / 

NA 

Accounts Payable/

Receivable 

C / MTR / 

NA 

Customer service skills C / 

MTR / 

NA 

Acting manager role C / 

MTR / 

NA 

Banking C / MTR / 

NA 

Personal presentation C / 

MTR / 

NA 

Shop Opening/Closing C / 

MTR / 

NA 

Cash handling/Cash reg-

ister 

C / MTR / 

NA 

Communication skills C / 

MTR / 

NA 

Mentoring/Training oth-

ers 

C / 

MTR / 

NA 

EFTPOS C / MTR / 

NA 

Punctuality/Reliability C / 

MTR / 

NA 

Systems/Operational 
changes 

C / 

MTR / 

NA 

General office admin-

istration 

C / MTR / 

NA 

Working independently C / 

MTR / 

NA 

Donations (Financial) C / 

MTR / 

NA 

Computer skills (basic) C / MTR / 

NA 

Working in a team C / 

MTR / 

NA 

Building a team C / 

MTR / 

NA 

How to find a job vacan-

cy 

C / MTR / 

NA 

Using initiative C / 

MTR / 

NA 

Assertiveness skills C / 

MTR / 

NA 

Interview techniques C / MTR / 

NA 

Self-direction C / 

MTR / 

NA 

Handling difficult cus-

tomers 

C / 

MTR / 

NA 

Resume and Cover Let-

ter 

C / MTR / 

NA 

Display/Merchandising C / 

MTR / 

NA 

Networking C / 

MTR / 

NA 

Confidence C / MTR / 

NA 

Pricing C / 

MTR / 

NA 

Computer Skills 

(Advanced) 

C / 

MTR / 

NA 

Connect with team C / MTR / 

NA 

Stock control/Inventory C / 

MTR / 

NA 

Policy & Procedures

(Adv.) 

C / 

MTR / 

NA 

Understand systems C / MTR / 

NA 

Shop maintenance C / 

MTR / 

NA 

Conflict resolution 
  

C / 

MTR / 

NA 

Cultural awareness C / MTR / 

NA 

Occupational Health & 

Safety 

C / 

MTR / 

NA 

Personnel management C / 

MTR / 

NA 

Shop security C / MTR / 

NA 

Policy & Procedures 

(Basic) 

C / 

MTR / 

NA 
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Date:                                Date:                                      

HOLLAND FOUNDATION – SUPERVISOR REVIEW 
NAME:                                                        DATE:                                      

    

* Supervisor/Mentor to fill this page  

Your Supervisor/Mentor will assess your progress and provide constructive feedback that will 

assist you to reach your goals.  

GOALS Key    C – Competent    MTR - More Training Required     NA - Not Applicable 
 

 
Supervisor/Mentor to provide feedback on what the volunteer has done well and what they 

can do better to achieve their goals. 

_____________________________________________________________

___________________________________________________________________

___________________________________________________________________

___________________________________________________________________

__________________ 

_____________________________________________________________

___________________________________________________________________

___________________________________________________________________

_______________ 

NEXT REVIEW DATE: _______________________________________ 

Signature (Volunteer)                                    Signature (Supervisor/Mentor)                       

   

Date:                                Date:                         
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TEAM LEADER CHECKLIST 
 

CHECK EVERYTHING, VISUALLY CHECK THAT WHAT YOU ASKED TO BE 
DONE HAS ACTUALLY BEEN DONE TO THE LEVEL YOU WANTED!  

**ROTATE PEOPLE THROUGH TASKS AND WORK AREAS REGULARLY** 
 

Open up, front sign, light/
alarm…………………………………………………………………. 

 Sign on book ………………………………………………………………….. 
………………… 

Music on, cash register set up, float check, check front counter work ar-
ea……………… 

Shop initial safety check, hazards check, major issues check (hazards checks all 
day).. 

Each work area group/person reports to TL about issues, problems (& at each 
change).   

Keys, doors, filing cabinets-----
……………………………………………………………………...  

Pair up Trainees – Allocate tasks, experienced with inexp. interviews? Work 
exp? Promo? 

ENSURE FRONT COUNTER ORGANISES REPLACEMENT OF STOCK AS IT 
SELLS! 

Inductions, goal sheets etc. 
……………………………………………………………………..  

Thorough shop/office check of required tasks, Team Leader in-
tray……………………….. 

Banking, “blanks”, advance forms write up eg. Takings summary 
forms………………….... 

Shop sweep, office clean, front footpath sweep, front windows 
clean……………………...  

Racks/shelves, tidy & reorganise, ROTATE stock, fill 
gaps…………………………………… 

Tidy storage & stock cupboards, 1 item on top of box, check down stairs store-
room …… 

Front display windows and reorganise/rotate/
fill…………………………………………….… 

 Vintage/designer clothes rack – ensure all are designer, all priced up/have 
tags…………. 

 Other clothing racks check – sizes, group-
ings…………………………………………….….. 

Roster/Takings Summary update daily if any changes, print as required.
…………………… 

Tidy under counter, get new bags from supermar-
ket…………………………………….….. 

Books - fill from spares down-
stairs…………………………………………………………….… 

Tidy book boxes down-
stairs………………………………………………………………….…… 

 Tidy jewellery box area, change display boxes 
………………………………………………… 
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Tidy display box areas in of-
fice……………………………………………………………….... 

Til count at 
12:45pm……………………………………………………………………………... 

Dusting – shelves, shoes, line up shoes 
etc…………………………………………………… 

Clear rear walkway, sweep 
it……………………………………………………………………. 

Bins (ongoing) put out Monday, take in Tues-
day……………………………………………... 

Tidy bottom storage areas & cupboards, box open, 1 item displayed, can we see 
items? 

Rack strip, clothes size sorting 
……………………………………………………………….. 

Check volunteer folders, name tags (alphabetical, remove old tags)
……………………… 

 Add/write up price amounts on swing tags (if short of priced tags) – don’t use 
$ sign ……. 

 Iron-
ing………………………………………………………………………………………
……… 

 Fridge/Cupboards tidy 
up…………………………………………………………………………. 

3:30pm à Float count, get required notes/coin (3pm weekend)………..
………………….… 

4:30pm à Start wind up (3pm weekend)
………………………………………………………. 

Vacuuming etc., sink/kitchen clean, top up sugar, tea, tidy food cup-
board………………... 

Bathroom, toilets clean, mop, sweep down-
stairs……………………………………………… 

5.00 Rubbish bins, lock up filing cabinets (3.30pm weekend).
 ………………………………………….. 

5.20 Final shelves check, back door lock up (3.50pm weekend).
…………………………………….. 

 5.25 secure front door, ready for close (if no customers), turn open/closed sign 
around……………. 

Do float, takings etc (3.55pm weekend)
………………………………………………………………….. 

MAKE SURE HEATERS, COMPUTERS ARE ALL TURNED OFF!!!!!!!!!!!! 
………………………… 

Last check of doors etc, Activate alarm & turn off light at No. 1 switch…………  
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