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[. Introduction

The Canada West Foundation's Alternative Service Delivery

Project (ASDP) was initiated to increase understanding of;

and stimulate debate about, Canada's non-profit sector, its Voluntary organizations invoke images of community, neighbour-
relations with the state, and its role in the delivery of social helping-neighbour, and civic dependability — images which have

services. exerted a powerful influence on popular support of this sector.

The contemporary reality, however, is that these organizations are
Drawing on data collected from 72 non-profit social service lavi ) ) le in deliveri ial )

aying an increasing role in delivering social services on
agencies from July 1998 to January 1999, this research paying g ¢

bulletin discusses the qudities that, in theory, give them a government's behalf under purchase-of-service agreements.

, , . _ i 1
comparative advantage over other service providers and/or Josephine Rekart

enable them to achieve their objectives.
It is generally assumed that the non-profit sécfmssesses

characteristics or produces outcomes that — in theory at least — s
it apart from both the state and the for-profit sector. These includk
comparative advantages over other service providers, limitation:
as individual organizations and as a delivery system, and th
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profit sector issues and to broaden the formal body of generation of social by-products such as volunteerism.

knowledge on the non-profit sector. The Initiative works to

increase understanding of the role that non-profit Understanding the characteristics of non-profits — their strength:
organizations play in civil society and to inform relevant and weaknesses — is necessary given the current popularity of tt
public policy. argument that non-profits are the solution to many of the welfare
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Comparing the way
non-profits see
themselves with the
way the state and
others see them will
help bring theory in
line with practice and
provide some
advance warning of
potential trouble spots
in the relationship
between the state
and the non-profit
sector.

state’s problem3.lt is also necessary at a time when governments across Canada and arounc
world are restructuring their partnerships with the non-profit sector.

What are the strengths and weaknesses of non-profits? What makes them special? \
conditions need to be in place for them to be effective? Answers to these questions depen
part, on the perspective and priorities of the person being asked. For example, a member ¢
public service charged with developing a less expensive and more effective social program 1
stress the cost-effectiveness of non-profits whereas a researcher studying the generation of ¢
capital may stress the use of volunteers.

Answers to the above questions are important for three reasons: (1) they illustrate why r
profits are seen by many as an attractive alternative to government and for-profit serv
providers (especially in the area of social services); (2) they present theories that can be te
in the field to see if the actual traits match the theoretical ones; and (3) they can be use
compare the expectations of, for example, researchers, government officials, and non-pi
sector employees. The latter point is particularly important because comparing the way n
profits see themselves with the way others see them will help bring theory in line with practit
It will also provide some advance warning of potential trouble spots in the relationship betwe
the state and the non-profit sector.

With this in mind, a survey of non-profit social service agencies operating in two are
(counseling, crisis and emergency shelter service for women, and services for children
youth) conducted as part of the Canada West Foundatidtgmnative Service Delivery
Project (ASDP)included the following question:

What, in your opinion, are the key characteristics of an ideal non-profit social
service organization?

This bulletin reports the answers to this question provided by the 72 executive directors t
completed the survedy(The views of government officials on the characteristics of non-profits
will form the basis of future ASDP reports.)

Given the focus of the ASDP on non-profits that deliver social services, this bulletin discus:
the characteristics afion-profit social service agencigather than non-profits in general.
Nonetheless, much the of the discussion that follows can be applied to other types of non-pri
and sheds light on the issues faced by the non-profit sector as a whole.

Il. Key Attributes Associated With Non-Profits

Before discussing the results of the survey, it is useful to outline the characteristics and sc
by-productscommonly associataslith non-profit social service organizations. It is also useful
to list the organizational traits that facilitate the effective operation of non-profits, help preser
their unique qualities, and enable them to perform the social roles that go beyond their ser
delivery function.

Although not exhaustive, the inventory that follows includes the organizational features a
social by-products that tend to come up in conversations about non-profit social service agen
and is not, for the most part, based on systematic empirical observation. It is not clear, theret
how many non-profit social welfare agencies exhibit these #raits.



The inventory is divided into three broad categories: (1) service delivery advantages
disadvantages; (2) social effects generated by non-profit activity; and (3) prerequisites
effective organizations. The categories are not watertight and many items included in one
fit just as well in another. The use of volunteers, for example, is a comparative advantag

positive social by-product, and a means by which an organization can stay in touch witt i

community and generate grassroots support for its activities.

(1) Advantages and Disadvantages of Non-Profit Social Service
Agencies

The service delivery advantages and disadvantages of non-profit social sen
organizations are usually cast in terms of what they have to offer compared to the stat
the for-profit sector. For example, it is argued that non-profit service delivdgsss
bureaucratic antessexpensive than government delivery or that non-profit social servic
agencies arenore committed to helping people in need than for-profit businesses offerir
the same service.

It is important to keep in mind that some of the advantages become disadvantages if
profits are seen, not as individual organizations, butst@nof service delivery intended

to replace the state system. An example is useful: the local basis of many non-profit sc :

service agencies is often seen as an advantage because it increases their awareness
needs and, in turn, facilitates their ability to respond to them. This may be seen &
disadvantage if agencies are asked to deliver a province-wide service that require
significant degree of coordination among the various providers to ensure that it is consis
and equitable.

It is worth repeating that the traits listed below are not necessarily an accurate reflectio
reality; they are generalizations based, for the most part, on anecdotal evidence
expectations about what non-profits atgposedo be like. The degree to which agencies
exhibit the traits varies on a case-by-case basis (e.g., some agencies are non-commercial
others engage in extensive commercial operations, some agencies use volunteers while «
do not, some agencies are particularistic while others try to serve a broad clientele, €
Moreover, noting advantages and disadvantages based on differences (real or perce
between public institutions and non-profit organizations is not intended to make governme
into villains and non-profits into heroes.

Service Delivery Advantages:
B Able to react quickly to new and emerging needs
B Accountable (to their community, donors, board, volunteers, and clients)

Adjust services to the needs of clients rather than bureaucratic or political priorities

Attract staff committed to a cause/helping others
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"Governments have
great expectations for
ONn- the voluntary sector.
It is anticipated that
voluntary
organizations will
f |OC@fllliven a spirit of
5 a community, foster a
3 g Sense of self-
ant sufficiency, provide
new avenues for
training the
unemployed and
deliver services in a
cheaper, less
bureaucratic and
more targeted way."
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thers Susan D. Phillips®
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Aware of local strengths and weaknesses, and local issues and concerns (more "in tolch")
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The degree to which
agencies exhibit
these traits varies
on a case-by-case
basis.

Flexible (e.g., in their use of resources, in their approach to the unique circumstances
clients, in their reactions to demographic shifts, etc.)

Freedom of action (able to act without taking into account the needs of society as a whu
the constraints of legislation, or taxpayer preferences)

Innovative (willing and able to try new or unusual methods)

Less expensive than government (in part because of historically low labour costs in th
non-profit social service sector and the availability of volunteer labour)

Non-bureaucratic

Non-commercial (focus is on helping people rather than business activities)

Offer citizens choices (less standardization yields more options)

Responsive to the needs of the community they serve

Small and community-based/close proximity to clients

Specialized (well-suited to serve clients with highly specialized needs, who are ineligit
for/unlikely to use government services; able to assist people whose lifestyles do not

conform to mainstream norms)

Strong "human" element (through use of volunteers, personal contact with staff,
community outreach)

Trustworthy (no incentive to cut corners to increase profits, profits are reinvested to
advance the mission, tradition of service before personal gain, respected by clients ar
community)

Use of volunteer labour (for governance, fundraising, support functions, and service
delivery)

It is argued that these advantages enable non-profits to deliver high quality social services
are better and/or less expensive than services delivered by the state. Hence, the appe
contracting out government services to non-profit providers.

Service Delivery Disadvantages

Ad hoc response to needs
Amateur (run by people "just trying to help out"; tasks performed by untrained volunteer
Dependent upon temporary/haphazard charitable impulses and giving

Difficult to monitor (monitoring costs are imposed on both governments and non-profit



B Inconsistent or insufficient service standards

B Inequitable (uneven or restricted access)

B Insufficient resources

B Lack of democratic/public accountability (when public dollars are involved)
B Lack of system-wide planning and co-ordination

B No profit motive (reduces efficiency)

B Non-universal (particularistic)

B Overlap and duplication of services

B Paternalistic

B Small scale/local

B Uncoordinated (not a "system," a collection of idiosyncratic organizations operating
largely independent from one another)

B Uneven distribution of expertise/qualifications among agencies

B Uneven geographic distribution of agencies (leads to access problems and creates
duplication)

Based on these disadvantages, it has been argued that the delivery of social services by non
profits is an insufficient method of meeting social needs and, in turn, that the state must st p in
to overcome these disadvantagedn this regard, Lester Salamon identifies four major
limitations of non-profits that necessitate government involvement: philanthropic insufficienc y;
philanthropic particularism; philanthropic paternalism; and philanthropic amatéurism.

Insufficiencyrefers to the inability of non-profits to raise resources "adequate enough ad
reliable enough to cope with the human-service problems of an advanced industrial 8ocie /."
Particularism describes the tendency of non-profits to serve those groups that fall with n
their declared mandates instead of providing or redistributing resources equally througt >ut
the populationPaternalismoccurs when community needs are defined by those in commai d
of the charitable resourcesAmateurismrefers to the tendency of some non-profit
organizations to be unprofessional and nonsystematic in their modes of operation.

In short, for all its strengths the voluntary sector has a number of inherent
weaknesses as a mechanism for responding to the human-service needs of an
advanced industrial society....

Significantly, however, the voluntary sector's weaknesses correspond well with
government’s strengths, and vice versa. Potentially, at least, government is in a

"...neither the
replacement of the
voluntary sector by
government, nor the
replacement of
government by the
voluntary sector,
makes as much
sense as
collaboration
between the two."

~ Lester Salamon0



"Social capital is
critical to prosperity
and to what has
come to be called
competitiveness, but
its more important
consequences may
not be felt in the
economy so much as
in social and
political life."

— Francis
Fukuyamal4

position to generate a more reliable stream of resources, to set priorities on the basis
of a democratic political process instead of the wishes of the wealthy, to offset part of
the paternalism of the charitable system by making access to care a right instead of a
privilege, and to improve the quality of care by instituting quality-control standards.
By the same token, however, voluntary organizations are in a better position than
government to personalize the provision of services, to operate on a smaller scale, to
adjust care to the needs of clients rather than to the structure of government agencies,
and to permit a degree of competition among service provers.

As Salamon suggests, the key task is to find a balance between the strengths and weakne
the state and the non-profit sector and, in turn, minimize the comparative disadvantage:
non-profits and maximize their comparative advantages. Few would argue that the non-pr
sector cameplacethe state and provide the level and range of services Canadians expect.

(2) Positive Social By-Products of Non-Profit Social Service Agencies

Delivering services is not the only way that non-profit social service agencies contribute
society. Non-profits, it is argued, generate a number collateral effects or social by-produ
that make them more than the sum of their service delivery parts. For example, non-prc
encourage, and provide an outlet for volunteerism. In this way, they facilitate the civ
engagement needed to "make democracy Warkds a result, when governments fund non-
profits, they are not only supporting the delivery of specific services, but the generation
positive social by-products as well.

It is worth noting that some see the non-profit sector in a more negative light. According
this school of thought, relying on the community to address social needs and issues is infe
to a state system based on universal programs and equal’&ctehmmtary action provides

an excuse for governments to shirk their responsibilities and perpetuates a primitive sys
based on “charity” rather than “entitlement.”

While many still see the need for government funding, this argument has largely gone oul
vogue for two reasons: (1) the widespread lack of faith in the ability of government i
effectively address social problems; and (2) increased recognition of the value of commur
action and non-profit service delivery. Even if the welfare state is seen as superior tc
system based on private action, the positive social by-products generated by non-profits
the value of non-profit activity as a supplement and/or complement to state services reme
intact.

As is the case with the service delivery advantages and disadvantages noted above, the |
social by-products that follows is not meant to suggest that all non-profit social servi
organizations produce these side-effects. It is meant, rather, as a compilation of the of m
"extras" often associated with non-profit activity.

B Community action and community responsibility (people helping people)

B Empathy for others

B Increased awareness of social needs and issues



Mediate between the state and individuals (e.g., humanize and increase community i put
into government programs)

Ouitlet for social diversity/pluralism (greater choice)

Social Capital/Trust ("the ability of people to work together for common purposes in
groups and organizatioris)

Social change, debate, experimentation
Social interaction and community involvement (civic engagement)
Voice for disadvantaged groups and citizens with special needs/interests (advocacy)

Volunteer activity (encourage and channel)

(3) Organizational Traits of Effective Non-Profit Social Service Agencies

We have listed what makes non-profits special and the traits that set limits on what they :an
do. There is another list that identifies the prerequisites of an effective organization — he
traits that enable non-profits to function and, in turn, exhibit their advantageo s
characteristics and produce positive social side-effects. For example, without adeq ate
funding, a non-profit will not be able to react to the community needs it identifies r
experiment with new approaches.

Accountability (to clients, to the community, to the state, to supporters)
Adequate funding

Appropriate pay for workers

Autonomy (independence)

Clear mandate

Community integration (partnerships with other service providers and businesses)
Community support and involvement (volunteers, donations, grassroots support)
Creative and resourceful

Good governance (effective board)

Good reputation in the community (respect, high profile)

High service delivery and outcome evaluation standards

Quality staff

"These are
challenging times for
the nonprofit sector.
While voluntary
organizations
struggle with the
immediate challenge
posed by government
funding restraints and
rising demands for
their services, the
nonprofit sector as a
whole is facing
increased pressures
to establish its
identity and carve out
its longer term role in
relation to
governments and for-
profit providers of
services."

— Ronald Hirshhorn6é



"We certainly are
more flexible in terms
of dealing with need.
For instance, we
don't have a housing
office on site, but we
would deal with these
issues with any client
if it was called for. So
something like that
could be addressed
quite quickly."

— Survey Respondent

B Service-focused

B Sound fiscal management
B Stable funding

B Strong values (commitment)

[ll. The Ideal Non-Profit According to Executive Directors

In order to get a sense of the elements of non-profit activity that actors within the sector :
as important, the executive directors of 72 agencies were asked to describe the "
characteristics of an ideal non-profit social service organization." In many cases, respondt
turned the question inward and commented on the most important aspects of their ¢
organizations. (Respondents were not presented with a list of characteristics. They w
asked, rather, to provide spontaneous responses based on their own experiences and opil
It is also important to note that respondents were not asked to comment on the disadvant
of non-profits.)

This section discusses the characteristics aitedt often,or identified asparticularly
important, by the 72 respondents — it is not a complete list of their responses. TI
characteristics identified by the respondents tend to fall into one of four general categori
(1) community relations; (2) flexibility and innovation; (3) accountability; and (4)
prerequisites of effectiveness (see Figure 1).

Community Relations

Respondents felt strongly that thassionate commitment to clients and commurigythe
sector’s strongest quality and a defining characteristic of an "ideal" non-profit social servi
organization. The most frequently mentioned characteristic of an ideal non-profit wi
responsiveness to clients and community. The ideal non-profit derives its direction from, &
owes its allegiance to, the community it serves. By so doimgritsthe respect of clients
and local residents and a good reputation inthe community.

Respondents stressed the importance of avoiding the negative trappings of bureaucracy
instead, focusing on service delivery and the needs of clients (e.g., "the shape of the sen
should be based on the unique characteristics of [the community in question]" and "
majority of funding should be used to provide services to clients").

There was general consensus among respondents that non-profits should be "grass
organizations" that are "forward looking and proactive" and able to establish and maint:
"good working relationships with other agencies and with business." It was also stressed
non-profits should be "helping agencies" and "should not be seen as government organizatic

The use of volunteers was not, for the most part, mentioned by respondents as an i
characteristic of non-profit organizations. However, the more general notion of volunteeris
was captured by repeated references to the importance of community support and commt
ownership (e.g., non-profits need "a strong contingent of well-trained volunteers" and shol
be "run by the community and have a volunteer board").



Figure 1
A View From the Inside

The characteristics of the ideal non-profit social service organization mentioned
most often by executive directors fall into four main categories:

Community Relations
m responsive to clients and community
m focused on serving clients (non-bureaucratic)
m grassroots support (including volunteers)
m involved in partnerships with local non-profits and for-profits

Flexibility and Innovation
m flexible approach to internal operations and service delivery
m willing to take risks and try new things
B creative and resourceful

Accountability
B responsible managers
m accountable to clients, the community, governments, and donors
m sound fiscal management

Prerequisites of Effectiveness
m strong values and clear goals
m good governance (effective board, knowledge of business practices)
m stable funding
m significant degree of autonomy
m quality staff and the resources to pay them properly

Source: 1998 ASDP Survey (N=72). This list is not an exhaustive account all responses, but a summary based on
recurring themes.

The need to remain in touch with the changing needs of a community and act as a "pior 2er"
were identified by many of the respondents as critical characteristics. Non-profits should, for

example:

m "reach out in various ways, and maintain a connection with the community";

m "be sensitive to local needs";
m "deliver an array of services that are client-oriented and unique."

A non-profit's "ability to engage in community partnerships" and experience the benefits of
"inter-agency coordination of service delivery" were also suggested as ideal characteris ics.
For instance, an agency that has a clear understanding of its mandate will be able to "wc k in

partnership with other organizations so that services are not duplicated.”

Flexibility and Innovation

The ability of non-profit organizations to be more flexible than government or their for-prof t
The ideal non-profit is able to adapt to the unifjue

counterparts was a key theme.

9

"l think that we are
responsible as a non-
profit.... There is
absolutely no fluff in
the organization and
the bulk of the money
is spent on programs.
You can very clearly
see that it has not
slid over into capital
or equipment or nice
buildings. You walk in
our door and you
know that we are
spending the money
on programs. That is
not the case in
government
organizations and
there is a real
distinction there, in
terms of how we look.
| think this acts in our
favour in terms of
really reaching the
community."

— Survey Respondent



"Non-profits should
be 100% funded so
they are not always

struggling.”

— Survey Respondent
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circumstances of its clients and apply resources from one program area to another. As
respondent suggested, a non-profit agency should be both "flexible in how financial resour
are used and how programs are delivered."

It was argued that, to be flexible, non-profits must take risks: "non-profits can't do everythir
by-the-book. Nobody comes in with by-the-book issues; therefore, you need to be flexible &
a risk-taker (as long as you are not spending money that you shouldn't be or hurting peopl

Numerous respondents felt that the ability to be innovative was a fundamental characteri
of non-profits (e.g., "if you are a small non-profit, then it is essential to be innovative ar
resourceful" and "the ideal non-profit would use innovative methods to respond to needs"

Others perceived innovation as a characteristic that keeps an organization "on the edge"
exciting despite the fact that the impetus for innovation may be a lack of resources ("you hav
be flexible and creative because you do not have [enough resources], and you need to mai
this motivation. At the same time, you need to be funded at a better rate — a 'Catch-22' is creat

Accountability

Accountability is one of the most important buzz words confronting the non-profit sector. Tt
purpose of having accountability mechanisms in place is to ensure that the goals of
organization are met and that public and private funds are used for their stated purposes
yield reasonable outcomes. Accountability can also be framed as a constructive tool for s
evaluation, strategic planning, and overall organizational development. Non-profit soc
service organizations use a range of accountability methods — some imposed by exte
agencies and some imposed by the organizations themselves. These range from |
frameworks, government regulations, stewardship, professional standards, codes of etr
conduct, accreditation, and outcome-based assessments of services.

Survey participants felt that non-profits must have responsible managers and must
"accountable to their communities and funding agencies." The executive director of a mu
service agency stated that "because we are a non-profit social service agency, we hav
elevated commitment.... You are more concerned with your reputation and you have to k
working on a good reputation." The need for sound fiscal management was also stressec

Prerequisites of Effectiveness

The need for "strong values and a strong philosophical base," a "well defined mandate
practical mission statement,"” and clearly defined goals were mentioned by numerc
respondents. In addition, the ideal non-profit social service organization would have a "cli
model of governance and management" and be "clear and focused regarding managemen
personnel policies so that it can be run like a business." The insertion of business pract
into the non-profit sector was advocated by some respondents who felt that the ideal age
would be "one that operates like a business and serves customers.”

In order to facilitate the smooth operation of a non-profit agency, many respondents refer
to a strong and effective board of directors as an ideal characteristic. The board shoulc
"dedicated, interested, enthusiastic, and diverse," and it should "represent the commun
The board should have "political acumen [and] needs to be made up of people with ski
contacts, and resources that are needed by the organization."



Another operational characteristic cited as necessary for maintaining an effective organize
was "guaranteed ongoing funding” or "core funding." This type of funding would introdu
an element of stability and improve an organization's ability to plan ahead. The execu
director of a women’s emergency shelter related that there "should be enough money or |
profits] have a big problem — they are stretched to the limit and this impacts how well
services can be provided and how well things are managed." Other respondents pointed 1
need for "financial resources to hire quality people and retain staff* and that non-pro
"should not have to waste person hours on fundraising.” However, at least one responden
a tension created by stable funding: "ideally, non-profits would be funded at a rate that wc
maintain them without having to do a lot of fundraising or paying staff low wages, but on 1
other hand, this is part of what makes a non-profit successful at times — it is because
limited."

An agency "that works with government to provide the best possible service" and ha
positive relationship with its donors were key themes. Yet, the ideal non-profit was a
repeatedly described as "independent of government values" and at "arms length {1
government." A good working relationship with the state must, in other words, be combir
with a significant degree of autonomy and independence. The ideal non-profit is "mana
by service users, not government." The linkages between autonomy, flexibility, a
community relations were also highlighted. As one respondent noted, "policies must
flexible enough to provide services to local people.”

The needs and characteristics of employees were also seen as critical components
effective non-profit. The ideal agency would not only possess qualified staff, but would a
"ensure adequate opportunities for the staff including training and adequate funding to dc
work." As well there should be a "positive working environment for staff as not all non-profi
are recognized or compensated for their work." The director of a children’s agency felt 1
the "commitment of the staff is substantially greater [in the sector] and is reflected in the f
that they stay on board - the salaries are lower but they stay anyway."

V. Concluding Comments

Do the views of survey participants fit with the popular image of non-profiés?The results
suggest that theison d'étreof non-profits is their community orientation. Respondents se
non-profits as more than mere arms of the state and argue that they have something spe:
offer. The importance of various forms of community responsiveness and creativity w
stated time and again, and both are intimately related to the service delivery advantages
social by-products attributed to the non-profit sector.

It is also interesting that individuals responsible for the day-to-day operations of non-pro
stressed the importance ogperationalfactors such as an effective board, clear goals, an
stable funding. The general agreement among respondents that non-profits need t
accountable is also notable. However, being accourttablints and the communitg well

as to governments and donors was a primary concern expressed by the survey participans
highlights the community orientation of non-profit social service organizations.
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Notes

1. Josephine Rekart, Public Funds, Private Provision: The Role of the Voluntary Sector, Vancouver: UBC Press, 1993, page 143.

2. Also known as voluntary or third sector organizations, non-profits are defined in The Social Work Dictionary as organizations "established to fulfill
some social purpose other than monetary reward to financial backers" (Barker, Robert L., Third Edition. Washington, DC: National Association of
Social Workers, 1996.) The non-profit sector includes, for example, professional associations, arts groups, churches, research institutes, homeless
shelters, and trade unions. The ASDP is concerned with the sub-set of non-profits that deliver social services, often called social service or social
welfare agencies. For the purposes of this and other ASDP research bulletins, hospitals and universities are not considered social service agencies.

3. As Rekart argues, support for an expanded role for the non-profit sector spans the ideological spectrum. The right (or New Right as Rekart
refers to it) believes that the welfare state’s problems stem from the red tape and overspending on social programs associated with the collectivist
approach to solving social issues, insufficient attention to individual rights and responsibilities, and a lack of confidence in the ability of the market
to address social and economic problems. The left, on the other hand, argues that the welfare state has failed to deliver on its promise of social
equality. Despite these differences, both sides concur that the welfare state that has evolved since the mid-twentieth century is in decline and both
support a larger role for the community to compensate for the deficiencies of the welfare state. See Josephine Rekart, Public Funds, Private
Provision: The Role of the Voluntary Sector, Vancouver: UBC Press, 1993, chapter 1.

4. For a detailed account of the survey method, see Susan McFarlane and Robert Roach, Making a Difference: Volunteers and Non-Profits, ASDP
Research Bulletin #2, Canada West Foundation, 1999. Copies are available from the Canada West Foundation and may be downloaded free-of-
charge from the Foundation's web site (www.cwf.ca).

5. The ASDP is helping to fill this void by gathering empirical information about the nature and activities of non-profit social service agencies and
their relations with government. Findings to date suggest that non-profit social service agencies tend live up to their image and exhibit many of the
characteristics associated with non-profits. However, the findings also suggest that it is difficult to maintain and nurture these characteristics and
that close relations with government, despite many positive aspects, create tensions that have to be overcome. More work has to be done on this
and other topics.

6. Susan D. Phillips, "Redefining Government Relationships with the Voluntary Sector: On Great Expectations and Sense and Sensibility," A
Discussion Paper Prepared for the Round Table on the Voluntary Sector, November 1995, page 29.

7. There a number of roles that can be played by the non-profit sector after the state steps in: it can provide services that supplement those
provided by the state (this is sometimes referred to as the "parallel bars" model); it can provide services in areas that the state does not (this is often
called the "extension ladder" model); and it can deliver services on the state's behalf (this is known as the "third-party government" or "contract"
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