
Nonprofit Management
Operations & Personnel

Welcome!

A United Way agency
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Why are you sitting here 
on the third day of a 
conference to talk about 
operations and HR?
No, really? 
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In this session:3
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Everything starts with a plan!

~ Building a culture

~ Talent management:

Setting expectations

Resolving conflict



Building a culture
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What are your agency’s 
values? How do you 
communicate them?

Discuss with a partner.
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Building a culture:
Define who you are 
Define what you want
What are your agency values?
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*A big part of culture is leadership; you 
need to define what sort of leader you are.

We don’t have enough time today, but learn 
about this! It affects how you hire, how you 
construct your operational plan, etc
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Do you have an 
Operational Plan? 
What do you think are 
the most important 
elements of it?

Discuss with a partner
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Your Strategic Plan is the 
starting point -
But don’t forget – PICK THREE! 
(or even just two)…
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Everything starts with a plan:
Operational Plan
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What makes it all work?

Governance Operations Programs Marketing Fundraising
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An Operational Plan should also 
include implementation. 
An example would be 
Professional Development.
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Everything starts with a plan:
Plan for Talent* Management.

*Talent = Staff, volunteers, interns.
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Everything starts with a plan:
Planning for onboarding means 
planning for success.
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Talent Management:
Setting Expectations
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(Everything starts with a plan –
and ideally, it ends with a plan too…)
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- Based on Goals & Competencies
- Monthly meetings, one hour
- Inform Performance Evaluations
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Staff: Monthly Supervisions
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Other questions include:
- Greatest achievement for the past month
- High points of the month
- Challenges, and steps taken to overcome
- Wishlist
- Priorities until next meeting
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Match volunteers carefully!
Check skills, interests, availability...

23



24 © Literacy Advance of Houston, 2017

Volunteers: Matching
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Tied to supervision system
There should be no surprises at the 
Performance Evaluation!
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Staff: Performance Evaluations



28 © Literacy Advance of Houston, 2017



© Literacy Advance of Houston, 2017

Other questions include:
- Accomplishments over the year
- Selection of strengths & competencies from list
- Top three missed opportunities over the year
- Three goals for the coming year
- Desired skill development for the coming year
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Can you offer bonuses or other rewards?
If so, they should be linked to this rating.
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Interns can add significantly to 
your capacity.
Once again, planning is key.

31

Internship Program
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Talent Management:
Resolving conflict
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How do you deal with 
conflict at work? How do 
you address misalignment 
of expectations?

Discuss with a partner
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What’s the most difficult 
situation you’ve had to 
deal with, with a 
volunteer?

Discuss with a partner
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When volunteers are 
not the right match…
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Bring in outside help:
Mediation (for example, Association 
for Conflict Resolution, or ACR)
Board (recruit an HR professional)
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Other conflict resolution options
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(Single Most Important 
Thing) from this session? 
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Questions, comments, 
discussion…

Wrap-up:41
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THANK YOU!

www.facebook.com/LiteracyAdvance

www.literacyadvance.org


