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Abstract: 

The challenge of communication and control in international volunteer networks: A service delivery perspective.

My PhD research looks at the case of AIESEC, one of the worlds largest overseas internship organizations. An investigation of the interns’ perceived learning effects and perceived service experience shows that there is room for improvement in both areas.  

The challenge to implement these improvements lays in the facts that the organization concerns an international network of 800 local student volunteer committees with a high turnover rate. 

First, the presentation gives a summary of the main results with regard to the perceived learning effects and critical service incidents. Second, the presentation proposes a conceptual model for supporting frontline service employees. The conceptual model builds on literature concerning the “service performance gap” and “boundary spanning communication”.   

 
