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1.0 Background  

 

1.1 Introduction 

The focus of this thesis is on how to increase recruitment and retention levels in a Non-Governmental 

Organisation (NGO) with a charitable orientation called Beyond Social Services (BSS). BSS was founded in 

1969 after two fires that devastated the Bukit Ho Swee community in the 1960s. Her aim at the time of her 

foundation was on improving the living conditions of the fired affected community in Bukit Ho Swee area. 

Over the years, BSS has shifted her focus onto youth development. The bulk of her efforts, at present are 

focused on steering children and youths from the socially disadvantaged group away from delinquency and 

poverty related ills (http://www.beyond.org.sg/). BSS seek to adopt a proactive and holistic approach by 

being an Advocate, Enabler and Motivator. Her programs seek to protect vulnerable children and youths, 

while increasing protective factors in the community. For an organization utilising a low administrative cost 

per unit of fund raised in Singapore, she relies heavy on the effort of volunteers for support.  Furthermore, 

BSS’s philosophy of community involvement required her to encourage volunteer participation in her 

programs.  For these reasons volunteers are a vital human resource asset for BSS.  In order that BSS can 

expand her programs and to provide a more comprehensive service to the community that she is serving it 

is necessary to expand her pool of volunteers recruiting more new volunteers, at the same to reduce the 

wastage by improving  the retention rates of the existing volunteer. 
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1.2 Available Programs and Volunteer/ Staff requirement  

 

A successfully run program requires massive effort in coordination among BSS staff and volunteers. Issues 

that require close attention are scheduling, location and skills required. These must be planned and 

executed with care in order to fully utilize the available volunteer man power.  

Holistic programmes operated by BSS are divided into three different areas. These include Diversion and 

Crisis Management, Family Strengthening and Preservation and Community Development and Integration. 

A list of programmes that allows volunteers to participate is given below. Each of the programs under these 

three areas is unique and will have different number of staff to volunteer ratio. They were designed in such 

a way that factors such as required skill, length of time per session and frequency remain flexible to best 

suit the personal circumstances of the volunteer.  

1.2.1 Diversion and Crisis Management Programs 

  1. Babes – unwanted pregnancy due to accident or ignorance is a major social problem in 

modern society. A large percentage of the teenage victims of this social malady came from the low income 

group that BSS is focusing on. The aim of the program is to help teenagers who are experiencing an 

unplanned pregnancy crisis in order that she, together with her partner are able to make the correct 

decision that will affect her life in the long term. The strategy is to provide information, support and 

community resources to the victim. An important aspect is to encourage the involvement of their families 

and communities to be involved to arrive at a responsible decision. 

  2. Juvenile Justice in Community – It is a traumatic experience for a juvenile to run afoul of 

the law, for the perpetrator as well as for the family. If it is not handled properly, it would turn the child 

into a social misfit, rejected by the family and may even lead him/her to a life of crime. This program was 

designed to help the young person who is in trouble as well as his/her family to search for a restorative 

solution to the difficult situation they are experiencing. The aim is to divert young people away from the 

juvenile justice system or institutionalization whenever possible. It is necessary to work with them and their 

support network to keep them on track within the community. This can be achieved by a well designed care 

and supervision plan. If congruously executed together with counselling and intensive family work it is 
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possible to return the adolescent to the level of stability that lead he/her back to the normal life enjoyed by 

a young person. 

1.2.2 Family Strengthening and Preservation 

  3. Family Learning Centre – It is a firmly held conviction within BSS that, broken families do 

not necessarily make broken homes. The tragic fact remains that broken families are usually confronted 

with a wide range of problems, both emotional and financial. Their negative impact is especially 

pronounced on the social stratum that BSS is supporting. For these families to regain a sense of control and 

competency in their life, it is necessary for them to build on their inherent strengths. BSS’s role is to provide 

guidance, resources and a healing space for families experiencing multiple problems to work through their 

difficulties. Hopefully it will allow these families to achieve sense of stability and well being for their 

members. 

  4. Family Service Centre - BSS supports the well being of families with dependent children; 

especially those from a socially disadvantaged background. BSS does this by facilitating access to social 

services, financial and other resources; enhancing their ability to achieve economic success and 

strengthening their integration into their neighbourhoods and communities. BSS also work proactively with 

other stakeholders in the community, bringing about a network of support that protects such families from 

breaking down. These families will be guided towards becoming an active and contributing member of their 

communities. 

  5. Hope Scheme – BSS will help families with little resources access and remain on the 

HOPE Scheme, so that they can upgrade their work skills to increase their family income. This will result in 

better provision for the educational needs of their children. BSS will help these families optimise 

participation; strengthen their links and bonds to mainstream community. Whenever necessary, BSS will 

place these families with other appropriate services or programs.  

1.2.3 Community Development and Integration 

  6. Healthy Start Child Development Centre – BSS provides an early childhood program for 

children below 6 years old whose developmental and learning needs have been hindered by their social 

disadvantages. These children should leave this program ready for primary school. BSS Centres will serve as 

a focal point encouraging the value of education and the culture of learning from the families of other 
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children and their neighbourhoods. BSS does this by providing a cohesive environment for learning and a 

pre-school curriculum that nurtures child's growth emotionally, socially, cognitively and physically. 

  7. Learning is Fun and Exciting Program (LIFE) - BSS helps children who are facing multiple 

challenges in their lives. Helping these children first attain age appropriate literacy level so that they will 

have a fighting chance to further their education, is the first step. BSS will also strengthen their fluency of 

English; which is the working language in Singapore. This enables them to develop literacy and skills in 

other areas. LIFE program also builds into its curriculum, opportunities for children to pursue their interests 

and to develop their character. To be effective, BSS will be the driver to ensure that children, their families 

and schools work cooperatively in the context of the program. 

  8. Youth United - BSS outreach to youths residing or hanging around lower income 

neighbourhoods to curb delinquency, anti-social and other harmful behaviours among them. BSS is an adult 

friend that advocates for youths to be engaged in community activities and contributing to the 

community’s well being. BSS is a resource that encourages the community to adopt restorative approaches 

towards the management of juvenile delinquency and other youth related issue. To be effective BSS will 

have to continually cultivate partnerships with family groups, grassroots organizations, the police, youth-

serving agencies and community. 

  9. Beautiful People - This program builds valuable relationships with the teenage girls 

through group activities and one-to-one mentoring, becoming a trusted friend and positive influence in 

their lives. The flagship activity ‘My Beautiful Life’ was launched in 2009. Key components of the program 

include life skills training, financial education and job exposure opportunities. The Beautiful People Club 

was launched in 2011, as a platform to keep “Little Sisters” connected, to engage in social and career 

development activities and lead in service learning projects. However as this program is currently removed 

from BSS portfolio of programs as it is currently fully run by volunteers. 
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1.3 Number of Staff, Volunteer and Outreach numbers 

 

BSS relies heavily on volunteers to conduct the volunteer intensive programmes illustrated above. Current 

staff strength and volunteer composite of BSS is about 100 staff members as depicted in the Organisational 

Chart (Figure 1.3-1) and Volunteer Status chart (Figure 1.3-2) below.  

Fig1.3-1 BSS Organizational Chart and Personnel 

 

As it can be observed from the organisational chart in Figure 1.3-1, that BSS is split into four areas, namely 

problem de-escalation, community development and integration, family strengthening and preservation 

and lastly backend compliance and support. The largest area of the organisation with 55 paid staff, is the 

community development and integration which is also where their program, Youth United reside. Youth 

United is one of their most successful programs in terms of outreach as it has outreached 3449 young 

persons and 3596 caregivers totalling 7045 beneficiaries for year 2012.  
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Figure 1.3-2 BSS Volunteer Status 

Archived 

(Dropped out or 

have not 

volunteered for 

long time) 1410 

Volunteers

60%

Active 949 

Volunteers 

40%

 

The status of the volunteers in BSS are separated into two main groups, the active volunteers and the 

archived volunteers. The difference between these two groups are that the active volunteers has done 

some kind of volunteer work in the past 12 months but for the archived volunteers, they have either 

suspended volunteering with BSS for a while or have stopped volunteering with BSS all together. BSS 

should be especially concerned with the number of active volunteers remaining in the organisation. This is 

important when active volunteers only accounts for about 40% of the total number of volunteers and out 

of this 40%, a majority is made up of students on Community Integration Program (CIP) lasting for no more 

that 1 year. The breakdown of groups within the active volunteers portion will be highlighted later in this 

paper.   
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Figure 1.3-3 Program Type and Outreach 

 

With its current limited staff and volunteer capacity available, BSS was still able to provide outreach 

through their programs to a total of 10,357 individuals for the year 2012. As show above in previous 

chapter 1.2, some of these programs listed are staff intensive, requiring the staff to coordinate the 

volunteers with the appropriate placement for their participation.  

However, BSS would like to further increase the effectiveness of its outreach programs without increasing 

the headcount of its paid staff unnecessarily.  Therefore, the only way to accomplish this desire is to 

increase its staff to volunteer ratio. By constantly retaining its current volunteers and recruiting new 

volunteers to become current volunteers, BSS will be able to increase their current staff to volunteers ratio 

of one paid staff is to nine unpaid volunteers.  

Knowing where and how to recruit new volunteers; while retaining the current volunteers effectively, is 

essential. Recruitment without retention will exhaust resources used to train these new volunteers as it is 

only a short period before they drop out. Volunteer retention without volunteer recruitment on the other 

hand will not result in an increase in the number of volunteers, indirectly limiting the outreach of these 

volunteer programmes.  

In order to increase the numbers of unpaid volunteers, it is important to understand the current volunteer 

makeup and also the effectiveness of the recruitment methods of BSS. As such, the breakdown of active 

volunteer as well as its different recruitment methods will be discussed in the following section.  
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1.4 Current Volunteer makeup and recruitment methods 

 

Figure 1.4-1 BSS Active Volunteer Compositon 

School, 70%
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Government, 
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15%
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Friends and 

Family of 
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The current make up of BSS active volunteers are as depicted above in Figure 1.4-1. It can be observed that 

BSS has many volunteers from different areas and profile, with the largest portion of volunteers 70% being 

school students. Other groups include corporate, governmental, religious and other organisations 15%, 

walk-ins 10% and lastly friends and family of staff at 5%.  

The reason for this diversity of volunteers is due to the fact that BSS has been around for 44 year and 

throughout this period; they have experimented and used different methods to facilitate the recruitment of 

volunteers.  

Lately, the Ministry of Education has been encouraging schools to increase their involvement with the 

community, by including a special Community Involvement Programme (CIP). This encourages the students 

to be in touch with the community around them. As such, the recruitment number for students at BSS has 

major influx and this increase has been reflected in the number of active student volunteers accounting for 

70% of the total number of active volunteers. However, it should be noted that students who are on this 
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program, are only required to attach themselves to BSS for the duration of the program which is typically 

twelve months.   

As the student volunteers accounts for 70% of the active volunteers, it will cause a huge fluctuation in 

volunteer composition each time the CIP ends. Having to replace and provide training for these 70% of 

replacement student volunteers over again, can be both resource intensive and also time consuming. 

Therefore, if BSS would like to have a more consistent and sustainable pool of volunteers to select from, 

they need to increase their recruitment for other categories of volunteers.  

The next group of volunteers comes from corporate, governmental, religious and other organisations 

accounting for another 15% of the total number of active volunteers. Although this group of volunteers also 

often have a fixed commit period, they are likely to continue if they are happy with the programs provided 

by BSS and they support received. 

The walk-ins on the other hand, though less predictable as they are recruited from different sources, tend 

to tends to engage in extended lengths of voluntarism, volunteering in various types of programs listed in 

Figure 1.3-3. Increasing the pool of walk-in volunteers for BSS may prove to be extremely beneficial in the 

long run. 

Listed below are the current methods of recruitment that are being used in BSS today.   

Printed Media - This is usually on the local English and Chinese Newspapers. However this also includes 

media like magazines and information booklets provided at various locations.  

Online Recruitment – Other than having a volunteer website of their own; BSS also tags on to the 

websites/portals of other charitable organisations. Examples are National Volunteerism and Philanthropy 

Centre (http://www.nvpc.org.sg/) and SG Cares (http://www.sgcares.org) .   

Road shows and Recruitment Drives – These are typically recruitment drives and road shows at various 

schools or corporate organisations. The purpose of these events is to increase the exposure of BSS and 

secure new volunteer for the dwindling volunteer numbers in BSS.   

Personal Referral – This method of recruitment is also known as word of mouth advertising. According to 

Yandle (2012: 23) 90% of people, trust recommendations of people they know when it comes to buying a 



A Case Study of Recruitment and Management of Volunteers in a Local Non-Governmental Organization 

Page 13 of 72 

 

product or joining organisations. Recruitment using this method is very effective when executed correctly, 

because the volunteer growth rate using this method may grow exponentially.  

Mass Media Broadcasting – This method usually happens when a particular radio station or television 

station adopts BSS as their charity to support. These stations will provide free air time to help publicise the 

cause and service of BSS.  

The two largest groups of active volunteers are 70% students and 15% corporate, governmental, religious 

organisation, this shows that the use road shows and recruitment drives as the main form of recruitment is 

the most effective method. As BSS would like to increase the amount of other groups of volunteers as well, 

this paper will attempt to highlight the effectiveness of these recruitment methods as a means to drive up 

other categories of volunteers. Using targeted methods of recruitment for different volunteers will result in 

less strain in the resources of BSS. 

The challenge of most charitable NGO is to stay afloat, with the limited budget and government subsidies 

provided while maximising the outreach of benefits. BSS being a charitable NGO is not an exception to this. 

As such, the only way to directly increase the outreach of these benefits is to increase and optimise the use 

of volunteers. Volunteers are the life blood of the organisation as without them; the outreach and benefits 

will be severely limited due to lack of funding and manpower. Therefore the importance of having a 

balanced portfolio of volunteers cannot be over emphasised.  Using their limited resource to recruit 

volunteers from other areas other than schools, will balance their portfolio of volunteers and could prevent 

the organisation from losing too many volunteers from a particular group if there are sudden changes in 

policy. An example would be the sudden stoppage of the CIP program, causing fewer students to be 

recruited as volunteers. Losing too many volunteers at a time can cripple the outreach operations of BSS.   

The focal point of the next section will be the review of importance of volunteers, how their motivation and 

experience can affect the recruitment and retention levels of the organisation. 
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2.0 Literature Review 

 

2.1 What are Volunteers? 

 

In 1996, Du Boulay states that a volunteer is "a person who on a regular basis contributes his or her time 

and energy to a voluntary agency, statutory body, social or self-help group... without being paid"(in Jago & 

Deery, 2002: 5). There are others who also agree, but do not put emphasis on regularity of volunteering but 

more on cost vs. benefits analysis. They believe that act of volunteering has different commitment levels 

which are tagged to costs vs. benefits. These scholars believe that “the greater the net cost is to volunteer, 

the purer the volunteer activity and hence the more real the volunteer is” (Bussel & Forbes, 2002: 246). The 

Volunteering England website however, defines volunteering as “any activity that involves spending time, 

unpaid, benefiting the environment or someone with freedom of choice” 

(www.volunteering.org.uk/iwanttovolunteer). Although this definition does not directly take into 

consideration of frequency of volunteering nor mentions the commitment levels involved for volunteering, 

it does mention that a volunteer must have "freedom of choice". In this study, the focus will be on 

volunteers who have freely chosen to contribute their time and energy without payment. 
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2.2 Why volunteers are important for Not for Profit Organisations? 

 

Not for Profit organisations are often benched marked by the amount of outreach, how many clients they 

serve or even how much these organisation spend on administrative expenses Charitynavigator.org 

(http://www.charitynavigator.org/).  The volunteer labour is an important economic resource to many of 

non profit organisations; therefore it must be managed with the same level of care as other resources 

(Handy & Mook, 2011: 412). Managing cost is extremely important when it comes to Non Profit 

organisation as they are often subjected to scrutiny from the government and the general public. These 

budgetary constraints will be further complicated by the widening range of human needs and shrinking 

base of available resources (Cnaan & Goldberg-glen, 1991: 269). However at times even when the cost is 

higher than the single benefit of the task, the organisation may still go ahead to complete the task. This is 

due to other benefits like social capital which is intangible but is also important to the organisation (Handy 

& Brudney, 2007: 7).  

Other than cost savings, volunteers also enable the organisation to expand their current services in both 

scale and scope (Cnaan & Goldberg-glen, 1991: 270), this is because volunteers often comes with their own 

unique skill sets. Moreover, a study investigating the use of volunteers as substitutes performing the role of 

a fully paid staff (Jago & Deery, 2002: 235), yielded positive results with no indication of drop in levels of 

quality, service or knowledge in most cases. Therefore, it is agreed that, a good mix of volunteers and paid 

staff with good communication can maintain efficiency levels at reduced cost (Duncome & Brudney, 1992: 

479).  

On the other hand, even though volunteers are so very important to an organisation such as BSS, they 

require resources to be recruited and trained. Other than incurring these costs, volunteers also requires 

supervision from paid staff, works less regular shorter hours, and have a higher turnover than paid staff 

(Duncome & Brudney, 1992: 475). Although volunteers may substitute fully paid staff in many cases, it is 

observed in the case of a hospital, that this is only true when specialised skill and knowledge requirements 

are not involved (Handy & Srinivasan, 2004: 4). Furthermore, Wheeler, Gorey & Greenblatt,; Handy & 

Srinivansan; Menchik & Weisbrod, (in Handy & Brudney, 2007: 3) illustrated that when using volunteers to 

substitute paid staff, the organisation must also take into consideration liability issues and also the possible 

labour union contract obligations.  
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Therefore in summary, volunteers are important because they allow the organisation to certain functions 

with little or no cost. However in extreme cases where there is a need to provide extensive training and the 

cost are high, volunteers may still remain as an asset because they provide a certain amount of social 

capital. 
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2.3 Who volunteers and their motivation to volunteer 

 

The previous section indicates that scholars have pointed out the importance to have volunteers in a 

charitable organisation such as BSS.  

Volunteers come through many sources like schools, corporate or governmental bodies, walk-ins, friends 

and relatives of current volunteers. They may also enter the charitable NGO at different levels, as a board 

member, a manager, coordinator or worker.  

When an individual decides to volunteer, there are considerations when choosing the organisation or 

volunteer task. This is due to the different factors that motivate us to volunteer, as such the amount of 

satisfaction gained from completing a volunteer task may also hinge on these factors. Different individuals 

may react differently to the same organisation/task. 

However, according to Thompson (1993: 340), if the volunteer activity provides a venue to struggle against 

pervasive alienated social relations, powerlessness, meaninglessness, social isolation and self-

entanglements, the unpaid volunteers will be more likely to join as a form of self-actualisation.  

Therefore as Bussell and Forbes (2002: 248) pointed out and recommended that, it would help the 

organisation, if they can "establish meaningful segments of the volunteer market”. If done properly, this 

could lead to more effective targeting of particular groups becoming a more effective recruitment and 

retention strategy. This means knowing the potential market of the organisation can help in its endeavours 

to recruit and also retain its volunteers. This opinion is seconded and advocated by Dolnicar & Randall 

(2007: 3) who mentions that "Other methods need to be explored to identify homogeneous groupings of 

volunteers that can be addressed with targeted messages to improve recruitment rates". As such, the 

organisation should strive to understand the volunteers and classify them into meaningful groups to 

effectively recruit and retain them. 

While it may seem that there is no fixed way to group these volunteers, John Wilson (2012: 183-188) has 

indicated that a method to segment and profile these volunteers can be from using factors such as gender, 

race, age, education, employment and income. However, the author suggested that gender, race and age 

may depict different results in different countries and volunteering environment. On the other hand, he 
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suggested that education, employment and income seem to have a strong link to volunteering. Therefore 

this may be the starting point when analysing the result in this paper. Authors Thoits & Hewitt(2001: 116-

117) also states that there are consistent results from studies that individuals with higher education, 

income and married tend to participate in voluntary organisations to do voluntary work. The author also 

brings to light the different stages of life that an individual might choose to volunteer at. Wilson (2012:188-

190) showed that the inclination to volunteer and its expectations often may changes with time. This is 

especially true when the individual experience some sort of severe life altering experience.  

Although studies and surveys were done, and a likely profile of an individual volunteering has been 

provided by Gerard 1985; Hettman and Jenkins 1990 (in Thoits & Hewitt 2001: 116-117) as a "Middle-aged, 

middle class, married woman with more than high school education with dependant school age children", it 

should be noted that Singapore is in a geographically different location with a different demographic 

makeup in terms of race and culture. Furthermore, the study was done more than a decade ago. Therefore 

the originally concluded profile listed above will most likely not be able to provide adequate insights to the 

profile of individuals likely to volunteer BSS today. 

Other approaches besides profiling these volunteers, which could be used to effectively increase 

recruitment and retention of volunteers is to target these factors of motivation which drives them to 

volunteer. In order to do this effectively, the organisation must first conceptually understand how these 

volunteers are motivated and what affects their decision (Handy & Mook, 2011: 412) before they can start 

use this method. Once they fully understand what makes these volunteers become motivated, the 

organisation can tailor different programs to engage these volunteers. By tailoring suitable programs which 

will further increase their motivation to volunteer will also increase their satisfaction level at the same 

time. After which, problems of recruitment and retention should improve.  

Cassie Thomas has suggested that, these motives can be placed in to three groups, namely social 

mindedness, personal gains and satisfaction(Thomas et al., 2007: 566) with personal gains being the 

strongest motivating factor. While others prefer a more commonly used schema, splitting these motives in 

to two groups of either egoistic or altruistic drivers (Laverie & McDonald, 2007: 275). An egoistic driver is 

for personal gains while an altruistic driver on the other hand is to do something satisfying the needs of the 

society. The author also highlights that doing something worthwhile and altruistic tends to be a strong 

sustainable driver of helping behaviour.  
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Debbie Haski-leventhal (2009: 289) later states that there are gaps between altruism and egoism, but 

instead of focusing on these gaps, a new approach called alter-centric approach could be used. This mean 

"accepting the possibility that people sometimes act on the behalf of other simply because they care about 

humanity and that altruism is one of their core values." (Haski-leventhal, 2009: 289). 

 With this new alter-centric approach, it can be agreed that the main motive of the volunteers is altruism 

with other sub-motives. This is also the basis of Clary's study (Clary et al., 1997: 1517) classifying the six 

possible volunteer motivation on why a volunteer is motivated to work in non profit organisations. The six 

different functions are; protecting one's self-esteem, the value of helping other, career advancements, 

social or peer pressure, have a better understanding of the world and also to enhance themselves. Using 

this approach, it depicts that volunteers may not be looking simply to serve their intrinsic or extrinsic 

needs. This theory is consistent when applying side benefits such as community integration, gaining of new 

experiences, networking and resume building to the main motives of volunteering.  

Study shows positive indications to suggesting that community integration can help an individual who 

immigrated or relocated to another country to ease into the effects of relocation (Handy & Greenspan, 

2008: 977-979). The reason why these individuals seek to regain human and social capital is because these 

get lost in the relocation or migration process. Facilitating community integration, Caldwell & Andereck 

stated (in Laverie & McDonald, 2007: 275) that the strongest motivator was through purposive incentives. 

However some volunteers may also seek to expand their networks through social interaction and group 

identification because this may open up new opportunities in potential jobs or friendship for them.  

Résumé building is another driver that can be explained with Clary's motivational functions, as this was 

originally thought to be one of the side benefits that can motivate volunteers. These volunteers believe 

that by volunteering, they may use this experience as a stepping stone to add to their list of qualifications 

(Handy et. al., 2010: 516). However the results of the study not only did not support this, but showed 

altruistic to be a strong driver instead. Other volunteers view the prospect of gaining new experience and 

possibly learning new skills. These volunteers join the organisation in order to trying new things and gaining 

new experiences (Thomas et al. 2007: 568-569).  

With proper research on volunteer profile the motivational functions can be established, leading to a more 

accurate execution of the targeted recruitment method, resulting in a more efficient recruit and retention 

strategy.
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2.4 What are the main reasons for an individual to quit or remain engaged as 

volunteers? 

 

Indeed volunteers can be of great help and enables the organisation to do much more for less cost. 

However it should be noted that before engaging a volunteer, there are cost involved, namely recruitment 

and the provision of training. However these costs are usually cheaper than having a paid staff in the long 

run. Therefore, Shawver & Nickels (in Laverie & McDonald, 2007: 275) recommends maintaining a steady 

source of unpaid volunteers is critical to the continued success of non-profit organisations and, when these 

combine, it affects not just the organisation but entire non-profit sub system .  

In order to maintain a good number of volunteers, increasing the retention rate of these volunteers is 

crucial. Increasing the retention rates will, in essence minimise the cost of replacing experienced volunteer 

dropouts with new recruits. This is even more evident when the task involved is specialised and extensive 

training needs to be provided, reducing the cost advantage versus a paid staff. It is even more glaring when 

the shorter volunteer work hours have been taken into consideration.     

Although volunteer training and recruitment efforts does utilise the organisation's resources, but it also 

helps the volunteers gain experience and have the ability to do more for the organisation progressively. It 

should be noted that factors influencing motivation may change with time (Hibbert et al., 2003: 31-36). An 

example would be when volunteers who have started off without experience in a certain role, later gains 

enough confidence to step up and take up a larger role. However there are some individuals who will be 

comfortable with their volunteer roles and choose not to step up, they will still be looking forward to other 

intrinsic rewards.  

Clary states (in Willems et al., 2012: 885-886) that volunteers are looking forward to receiving intrinsic 

rewards from the organisation and other benefits they expect to get out of the volunteer experience. This 

behaviour does not happen unintentionally. Therefore, in order to understand the volunteer’s dedication to 

the organisation, Laverie & McDonald (2007: 274-286) highlights that factors such as organisation 

attachments, involvement, emotions and identity can be useful for retention of volunteers.  
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According to Jamison (2009: 116-128), Herzberg illustrates that job satisfaction are related to both "hygiene 

factors" and "motivators". Hygiene factors are related to the environment the operations are being held 

which included organisational administration, policies, supervision provided, job security, workspace 

conditions, compensation and interpersonal relations. In another instance, Herzberg (2003: 2-8) refers 

hygiene factors as "KITA" where this is a process of "implementing the carrot and stick approach." he also 

argues that this only provides success in the short term as the satisfaction are related to the job and not a 

result of the carrot and stick approach. Motivators are attributes that encourages the individual to perform 

beyond the minimum of the job requirement. These attributes include the challenge of the job, the feeling 

of responsibility, job advancement, achievement and recognition.  

Jamison (2009: 128) also concluded in his study that hygiene factors are important only if they are absent 

and that satisfaction comes from the task itself. Satisfaction will be lacking if the works is not challenging or 

fails to provide opportunities for growth. He also states without acceptable levels of hygiene factors, the 

individual will not be satisfied despite the presence of acceptable motivators.      

A more recent study done in the U.S.A. has shown that the top 5 reasons that a volunteer leave the non 

profit organisation (Eisner et al., 2009: 34-35) is because of  

a) Not matching the skills of the volunteer to the assignment. This often the case when highly skilled 

individuals are dispatched to do manual labour rather than tasks that can utilise their specialised talents. 

This often happens with corporate volunteers when the main objective of the exercise is to build teams and 

increase moral. Exercises like this often do not provide new skill sets not boost confidence (Hibbert et al., 

2001: 39), which is important for recruitment and retention. Moreover, volunteers might feeling empty 

when if they are part of make work or photo session.  

b) The organisation fails to recognise the contributions of the volunteer. Nonprofits usually have individual 

donors indicated in their annual reports but they seldom include the names of volunteers who donate their 

time and effort to the organisation. Recognition of these volunteers, making them feel important and 

needed is a great factor to boost retention (Bang & Ross, 2009: 68). To emphasise volunteer appreciation 

culture, Gage & Thapa (2012: 425) suggested volunteer managers of organisations should look into 

highlighting the importance of the program and offer awards or recognition to the volunteers as public 

recognition serves the need for peer support, acknowledgement and other social benefits. 
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c) Failing to provide training and investment on volunteers and staff in charge of volunteers. Without 

proper training, the volunteers may feel ill equipped or have not confidence to perform certain assignment. 

Therefore constant relevant training is important for retention of volunteers. This is illustrated in a study 

done in Nepal on community-oriented tuberculosis treatment centre. Where it is observed that training is 

the most effective incentive the programme can offer the volunteers in contrast to more developed 

countries (Thomas et al., 2007: 568). Also if the volunteer staffs lack skills to manage volunteers, they will 

not succeed (Mel Moyer, 1990: 47).  

d) Failing to provide strong leadership. Most non profit leaders to not spend sufficient time to inspire 

shared vision, empower others to act, encourage altruism and be a leading role model. Without it may 

result in poor and bland volunteering experience that the volunteer has little reason to return (Jaskyte, 

2004: 35).  

e) Not measuring the value of volunteers. When the organisation does not value the volunteers according 

to the amount of time and effort put in, it may show a lack of seriousness the organisation takes to the 

volunteers. This will in turn make it hard to convince the head of the organisation to put in sufficient 

investments to keep the volunteer resource alive (Handy & Srinivasan, 2004: 50). 

According to Yandle (2012: 23) communication is useful for recruitment as 90% of customers join 

organisation or buy a product due to recommendation by someone they know. To further enhance the 

effectiveness of communication as according to a study done by Water et al. (2012:103-104), which 

highlighted that tailoring communication based on gender yielded positive results. Therefore he concluded 

that if volunteer managers would like to utilise tailored communication and relationships as form of a 

retention strategy within the organisation, these managers would need to go beyond the conventional 

mass communication and tailor their communications to exploit these differences. 
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3.0 Methodology and Research Design 

 

3.1 Methodology selection criteria and objective 

This chapter describes the methodology will be used to embark on the research and why. Different 

methodologies such as traditional mail surveys, telephone surveys and online web surveys have been 

evaluated before coming to a decision. 

The aim of the research was to ascertain the recruitment, task allocation and retention level of the 

organisation in line with the expectation of the volunteer. Questions involving motivation, satisfaction and 

loyalty levels of the volunteer were the main theme in this study at BSS. The following method was 

employed to test hypothesis and to obtain other supplementary findings along the way. 

The decision to go with Online Web Survey was based on a set of criteria which focuses on the objective 

and the requirements of the research in BSS. These criteria are the amount of time, the amount of 

volunteer information available, the economic feasibility and the deployment feasibility of this method.  

• Time line for collection of data– 1 month 

• Funding Type- Personal 

• Number of researcher involved - 1 

• Number of potential volunteers to survey - 2359 people 

• Source of information provided – Private email address of all past and present volunteers from ten 

year database. All correspondence will be emailed out through BSS database email function. 

• Requirements - Privacy of volunteers, not to inconvenience the volunteers and anonymity of 

volunteer responses. 

• Ease of self-administration for volunteers 
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3.2 The Online Web Survey approach 

 

Hoonakker & Carayon (2009: 350) has indicated that, reduced time and error in data entry, faster speeds, 

lower costs and ease of administration are among the few important advantages of using the online web 

survey method for this research. However, the authors also highlighted relevant potential disadvantages 

such as computer security, computer illiteracy and non-deliverability which were more applicable to 

internet surveys. Leeuw (2012: 68) agrees and added to the advantage, convenience of self administration 

but highlights potential disadvantages such as coverage errors and non-response errors. Bearing all these 

advantages in mind, it will be clear as why this method was chosen over others. 

Firstly, the details provided in the organisational database of approximately 2359 volunteers comprising of 

both past and present volunteers, were not complete. Although all volunteers have provided their email 

addresses, only some volunteers provided their contact numbers and even less provided their residential 

addresses. This means that in order to prevent a coverage error and have an equal opportunity to reach all 

the potential database volunteers, using email as a form of contact was the best option. Furthermore, as 

the emails were provided by the volunteers themselves, it would also mean that they were not computer 

illiterate, already know how to use email and have access to it. That meant one of the potential 

disadvantages coverage error, which often plagued response rates has been eliminated. Although email 

surveys was also an option in this case, Hoonakker & Carayon (2009: 352) indicated that several studies 

indicate that web based surveys generate much better results than email surveys.  

As this project is self deployed and self funded, all cost and resources are major considerations. Using the 

approach of the online web survey method, these volunteers can be contacted economically with little 

strain on both costs and resources. This method also decreases the amount time required to reach such a 

large number of respondents in different locations, saving potential travelling or mailing costs. In a study by 

Hudson et al (2004: 240), the outcome is that there is no evidence that internet survey results in 

significantly greater non-response bias when compared to mail surveys. 

Being the only member in charge of collecting data from a potential sample population of 2359 volunteer 

respondents, the method chosen must be easily to deploy. To this execute this method more efficiently; a 
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web survey company can be used. The use of this type of company can help to reduce time required from 

designing the way a survey form looks like and its reliability. 

Requirements such as privacy and anonymity of the respondents can also be addressed as the survey is 

held on the web survey company with a privacy policy and contract which can legally be enforced. 

Respondent can have the option to access the questionnaire anytime in private at anytime as long as they 

have access to the internet. 

Finally, data obtained can be analysed using the onboard SPSS package or alternatively be exported and 

used in other statistical programs like excel for analysis.  Therefore, an internet survey company called 

“survey monkey” (http://www.surveymonkey.com) was selected and used in this survey. 

As such, the online web survey method was chosen as it was judged as one of the best ways to reach 

volunteers in the database and enable the study to potentially gain responses within the target population.  
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3.3 Research Design Strategy 

 

3.3.1 The Target Population 

BSS has volunteers provide time, money and items of value as contributions. However as mentioned in the 

background section of this paper, volunteers who provide money or items of value as contributions, are 

group under donors. BSS at this time are interested to get a clear picture on volunteers who are devoting 

their time participating programs conducted by BSS. Therefore the target population are in this study all 

the volunteers both past and present who have contributed their time participating in their programs. The 

total number of past and present volunteers is 2359 individuals.  

3.3.2 Sample Size 

When calculating what sample size is ideal, it depends on the accuracy the study should be, as such the 

sample size targeted with a confidence level of 95% with a confidence interval of 5 on the population of 

2359 volunteers. After calculation the gives a required sample size of about 330 respondents.   

3.3.3 Sampling Method 

In this study, the simple random sampling method was used. In order to attain the targeted sample size of 

330 respondents, with an estimated response rate 15%, a total of 2200 emails will be sent out to garner 

responses (Therefore only 159 were randomly removed from the target population). As with other 

methods of sampling, this method of sampling has both advantages and disadvantages. 

 

Advantages of this method of sampling are a few folds. If don’t correctly it reduces bias and can provide a 

good representativeness of the target population. Another good point is that the target population is not 

very large; therefore it would not take up too much time or resources to make the selection. To add, using 

this form of sampling does not require in depth knowledge of the sample population before hand and 

provides the opportunity to analyse available trends. 

 

However there are also disadvantages like the time taken to select the recipients of the survey. As with 

other forms of sampling, there is always the potential problem of non-response error, coverage error and 

possibly even measurement error but some errors have been eliminated or reduced. 
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Figure 3.2-1 Research Method Used 

Research Area Source/Method of Collecting Information

Volunteer 

Feedback 

Information

(Primary Data)

Email Web questionnaire Survey

Hosted and provided by 

www.SurveyMonkey.com
 

3.3.4 The purpose of this study  

The purpose of this research is to examine volunteer's motives and other factors that influence their 

decision to continue to volunteer for BSS and recruiting others. Different aspects of the volunteers' 

experience will affect their satisfaction levels and may explain the tipping point between remaining in the 

organisation and leaving.  

 

3.3.5 Questions within the study 

In section 2 of this paper, it shows that in order to understand the volunteers better and be able to provide 

suitable adjustments to the program and recruitment methods, different segments of volunteers identified 

must be clear and meaningful.  John Wilson (2012: 183-188) has shown in his study, that linkages to 

demography may be established. This is especially clear when establishing a typical profile using education, 

income and marital status. Know this will not only help understand these volunteers better but also 

provides a snapshot as to where these potential volunteers are. Therefore nine questions will be focused in 

the area of demographics trying to establish the typical profile of a volunteer in BSS.  

In order to serve the volunteers better, there is a need to understand the true motivational factors to 

volunteering. Different motivations that a volunteer has will require different strategies to engage them. 

Therefore to evaluate this aspect of the volunteers, thirty questions which were derived from the previous 

study of Clary (1998: 1520) were used. These thirty questions have are used to identify the six different 

aspects of motivation held by the volunteers, namely Protective, Enhancement, Social, Career, 

Understanding and Values. Understanding the motivation of the volunteers will help BSS to better recruit 

similar volunteers who will be attracted to their cause. Eisner (2009: 34-35) has indicated the top 5 reasons 

why volunteers leave. Lack of skills matching, not recognising the contributions of the volunteer, failing to 

provide proper training, no strong leadership and not valuing the contributions of the volunteers are the 

main reasons volunteers leave. As such, an open ended question is dedicated to serving this purpose 

finding out what areas need improvement. As employment of skills matching for assignment of the 
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volunteer task was also depicted in the study by Jamison (2009, 116-128). Illustrating Herzberg's two factor 

theory which states that organisational administration, policies, supervision and professionalism provided 

by staff is important. These factors affect satisfaction and will in turn affect the retention rate of the 

volunteer. Therefore five questions on satisfaction level and the volunteer experience has also been 

included for this purpose. Other questions highlighting continuation of service and referral have also been 

included. 

 

3.3.6 The Pilot Test 

In order for the respondents not to misunderstand particular questions, skip questions or misinterpreted 

the instructions for completing the internet based survey questions, pilot testing will be conducted 

involving a trial run. Another form of pilot testing used is to request the professor (Supervisor for this MBA 

Thesis) to look for questions with areas that may be inappropriate, questionable, biased or leading. The 

technical effectiveness of the web survey will also be tested to see, if concerns regarding usage will arise. 

  

3.3.7 Pilot Test Results 

After the initial run through with the professor sorting out minor kinks in the formation of questions, 20 

Pilots were sent out. All 20 surveys were completed and collected successfully online. There were no 

complaints of questions being difficult to understand or the survey website being down and inaccessible. 

The only feedback was that some answers/options should have an others category to cater to answers 

other than what is provided. Also some question should not be mandatory as they are rather personal and 

the respondent might feel uncomfortable filling them out. An example of this is the amount of income one 

makes. These issues were arrested before the actual surveys were sent out.  

 

3.3.8 Scales and Question types   

Although there will be a mix of different evaluation scales and question types used but for most of the 

questionnaire, Likert scales will be used. This is done for 40 of the 52 questions with 1 being the worst 

possible outcome and 7 being the best possible outcome the questions.  This method of coding is extremely 

popular to measure attitudes as it is easy to administer (Likert, 1931). 
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Open ended questions - These will be used in the questionnaire to enable the respondent to list which 

areas of improvement they would like when volunteering. Not providing a base for choice allowing them to 

truly express their view. 

Multiple choice questions – That require answers like “Yes” or “No” are present in this questionnaire.  

Rating scale questions – Likert scales as described above will be used. 

3.3.9 Limitations of Research 

Although a single case study is used and is still considered an acceptable research method, the findings 

from this online survey pertains only to the volunteers in BSS.  However, it should not be used to generalise 

the implications for other similar sized voluntary organisation with similar causes. 

 

It should also be noted that, although this database has about 2359 volunteers, it is a few decades old. 

Therefore, there will be many volunteers in this database who are no longer active or current. Obsolete and 

changes in email addresses and other contact details should be expected. Therefore the actual sample 

obtained may be smaller. 
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4.0 Results and Analysis 

 

A total of 159 responses to the survey were received using the method illustrated in the methodology 

section.  The majority of the replies to the question: “Volunteering at Beyond Social Services makes me feel 

satisfied” was affirmative with 81.7% of the total responses belonging to positive section, yielding either 

slightly agree, agree or strongly agree as their answer. 

Figure 4.0-1 Response to Question "Volunteering at Beyond Social Services makes me feel Satisfied" 

 

While it is good to know that generally the volunteers are mostly satisfied with their volunteer work at BSS, 

it will help BSS further improve their volunteer experience to understand what makes their volunteers 

function. To fully understand the motivation and feelings of these volunteers, it is necessary to spilt the 

sample into suitable groups and compare their respective responses.  

For this purpose, it was necessary to study the demographic profile of volunteers to place him/her within 

the correct grouping. For the purpose of continuity this chapter will start with the Demographic 
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Composition of volunteers in BSS before going onto an in depth discussion of other aspects of volunteering. 

Analysing what is important to the volunteers, the motivation to volunteer and improvements that may 

increase their level of satisfaction. 
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4.1 Demographics of BSS Volunteers 

 

The summary of composition for the typical profile of BSS volunteers are as follows: 

Figure 4.1-1 Results. Demographic data of BSS Respondents  

Description Actual Percentage Description Actual Percentage Description Actual Percentage

Secondary 61 38.36% No Legal Income 94 59.12% Full time students 89 55.97%

Post-secondary 17 10.69%  1305 and Below 10 6.29% Working Individual 63 39.62%

Diploma 29 18.24% $1305, to $2610 10 6.29% Home Maker 2 1.26%

Graduate 31 19.50% $2601 to $5220 22 13.84% Between jobs 2 1.26%

Post-graduate 21 13.21% $5220 to $7830 6 3.77% Retired 3 1.89%

Above $7830 13 8.18%

 Not Disclosed 4 2.52%

Description Actual Percentage Description Actual Percentage Description Actual Percentage

Baby Boomers 13 8.18% Male 41 25.79%  Chinese 122 76.73%

Generation X 31 19.50% Female 118 74.21% Malay 1 0.63%

Generation Y 115 72.33% Indian 14 8.81%

 Eurasian 8 5.03%

 Caucasian 10 6.29%

Asian 4 2.52%

Description Actual Percentage Description Actual Percentage Description Actual Percentage

Single 126 79.25% Singaporean 121 76.10% 2 Hours or Less 56 35.22%

 Co-Habiting 3 1.89% PR of Singapore 17 10.69%  2 Hours to 4 Hours 27 16.98%

Married 8 5.03% Foreign National 21 13.21% 4 Hours to 6 Hours 26 16.35%

 Married with Children 20 12.58% 6 Hours to 8 Hours 36 22.64%

 Divorced 2 1.26% More than 8 Hours 14 8.81%

Race

Highest Education Attainment

Volunteer Hours

Age

Nationality

Gender

Employment Status

Marital Status

Monthly Income

 

In figure 4.1-1, it shows that slightly more than half of the respondents are Full-time students. As a result, it 

is no surprise they will also in the group of having no legal income. After taking the highest percentage from 

each of the surveyed demographic fields, the typical profile of a BSS volunteer is depicted as: "A single 

Singaporean Chinese female full time student with secondary education, generation X with no income, 

volunteering 2 hours or less per week."  
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4.2 Existing Channels of Exposure for all BSS volunteers 

 

The volunteer was asked the question: What prompted you to volunteer at Beyond Social Services? 

(Appendix I, Part 4) Their answers were tabulated below. The numerical figures are the actual number of 

answer received. 

Figure 4.2-1 Percentage of Recruits Joining BSS (prompted to join) by Channel of Exposure 

Channel of Exposure Actual Percentage

Print Media 1 0.63%

Internet 20 12.58%

Television and Radio 0 0.00%

School, Corporate or Organisation initiative 93 58.49%

Friends and Family 35 22.01%

No Exposure/ Self interest 10 6.29%  

A large proportion of the volunteers (58.49%) were prompted to join BSS through school, corporate or 

organization initiatives (Figure 4.2-1). This is largely due to the close co-operation between BSS and the 

educational institutions that are involved in the Community Integration Program (CIP). In the CIP students 

have to work with charitable organizations for one year as volunteers. A large number of students on CIP 

are channelled to BSS through their schools. While others dropped out after CIP, a portion of this group will 

remain as active volunteers with BSS after completion of their CIP assignments. In order to expand the pool 

of volunteers, it is necessary to study the behaviour of the volunteers who joined BSS through this channel 

so that a larger percentage will continue with their work after leaving school because they derived great 

satisfaction and experience.  

The influence of Friends and Family accounted for 22.01% of the volunteers (Figure 4.2-1). This vein should 

yield rich reward if properly exploited. This point will be revisited later in the discussion. The third most 

effective way of recruitment is through the Internet with 12.50% of volunteers (Figure 4.2-1). In the age of 

digital communication, this is a channel that no organization can afford to ignore. Lastly printed media and 

TV, radios accounted for less than 1% of the recruitment.  
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4.3 Existing Recruitment Points for BSS volunteers 

 

To establish the recruitment point from which the BSS volunteers were recruited when they first started 

work with BSS, the volunteer was asked to provide answer the question: “I started volunteering at Beyond 

Social Services as” was asked (Appendix I, Part 3).  The response is summarized as follow: 

Figure 4.3-1: Percentage of Recruits Joining BSS (started volunteer as) by Recruitment Points 

Recruitment Point Actual Percentage

Religious groups and other Social Organisations 3 1.90%

Student Volunteers 77 48.40%

Corporate Volunteers 13 8.20%

Government Institution Volunteers 4 2.50%

Walk-In Volunteers 51 32.00%

Friends and Family of Staff/Volunteers 11 6.90%  

The responses in Figure 4.3-1 showed that there is a heavy reliance on the Student Volunteers which were 

provided by schools as a source of volunteers. Although this is feasible at the moment, but if there is a 

change of circumstance; such as a change in the policy of CIP in the school curriculum, it might have an 

adverse effect on recruitment point on this category of volunteers. This is in contrast of two other 

recruitment points, namely the Religious group at 1.90% and Government institutions at 2.50% with low 

scores.  

Although it can be seen in Figure 4.2-1 that 22.00 % of recruits first became aware of BSS through Friends 

and Family, however the proportion of volunteers who actually volunteering at BSS through Friends and 

Family of Staff/Volunteers is only 6.90%. The remaining 17.10% of this group of volunteers from Friends 

and Family (Figure 4.2-1) upon investigation shows that they had subsequently joined through Schools as 

Student Volunteers (Figure 4.3-1).  The demographic profile of volunteers who were had No Exposure from 

BSS and was prompted through Self Interest Figure 4.2-1, showed that they were mostly adults in full time 

employment, and recruited through Government Institutions and Walk-in Volunteers of the BSS 

recruitment network.  
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4.4 Grouping used to analyse BSS volunteers 

 

It was noted that a large portion of the volunteers were recruited while they were still studying in school. 

This is reflected in the demographic composition of the volunteers where eighty nine (89) out of a sample 

size of one hundred and fifty nine (159) or 56% of them, declared themselves as full time students with no 

legal income. The other 40% (63 volunteers in actual count) declared themselves as working individuals 

holding full time employment. The other 4% is made up of home makers, retiree and persons in between 

jobs. 

As discussed in the previous section of the literature review, age, gender and race are weak links to 

volunteerism according to Wilson (2012: 183-188). Therefore as Employment, Income and Educations has 

strong links to volunteerism, these factors were the focus when choosing factors used to group the 

volunteers.  The first factor evaluated to do the grouping was Income. However upon further investigation, 

it seemed that it was not a good fit as it would form once large group and many small groups and most of 

these small groups amounted to less than 10% of the total number of respondents. The next factor that 

was evaluated was using the Highest Level of Education attained. Although this method looks viable, upon 

closer examination using the Employment status as the factor for splitting into volunteer groups was the 

most suitable. This was the most suitable as it showed a clear pattern that also clearly reflected that the 

both secondary school students and Pre-university students has had no income. There by using 

employment status was the most logical choice of as it showed clear pattern that seems effective for 

grouping.  

Hence the natural line of division is to separate the sample into two groups; the fulltime student group (FS 

Group) composed of full time students with no legal income and the working group (W Group) consisting of 

persons who are either holding a full time post; This is excluding a small group of others 4% in the category 

of home makers, retiree and persons in between jobs.  

This mixed category of individuals will not be evaluated in this as there is insufficient data to draw meaning 

conclusion on this group of individuals.    
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4.4.1 Other demographic composition of the two groups of BSS volunteers 

After identifying and organising the two groups namely the full-time student group (FS group) and the 

working group (W Group), it can be seen that they have slightly different mix of demographic composition. 

Their respective compositions are shown in the Figure 4.4.1-1 and Figure 4.4.1-2 below. 

Figure 4.4.1-1 FS Group Demographic Composition 

Description Actual Percentage Description Actual Percentage Description Actual Percentage

Secondary 57 64.04% No Legal Income 89 100.00% Full Time Students 89 100%

Post-secondary 13 14.61%

Diploma 15 16.85%

Graduate 2 2.25%

Post-graduate 2 2.25%

Description Actual Percentage Description Actual Percentage Description Actual Percentage

Baby Boomers 1 1.12% Male 20 22.47%  Chinese 69 77.53%

Generation X 1 1.12% Female 69 77.53% Malay 1 1.12%

Generation Y 87 97.75% Indian 8 8.99%

 Eurasian 4 4.49%

 Caucasian 5 5.62%

Asian 2 2.25%

Description Actual Percentage Description Actual Percentage Description Actual Percentage

Single 87 97.75% Singaporean 67 75.28% 2 Hours or Less 26 29.21%

 Co-Habiting 1 1.12% PR of Singapore 10 11.24%  2 Hours to 4 Hours 15 16.85%

 Married with Children 1 1.12% Foreign National 12 13.48% 4 Hours to 6 Hours 16 17.98%

6 Hours to 8 Hours 24 26.97%

More than 8 Hours 8 8.99%

Highest Education Attainment

Age Gender Race

Marital status Nationality Volunteer Hours

Monthly Income Employment Status

 

There are a total of 89 members in the FS group and more than 96.61% of them have Secondary , Post-

secondary and Diploma education. Only a minimal 4.5% of the FS group are Graduates and Post Graduates. 

It is also noticed that there is no comparison of income within this group as they have selected the same 

answer of No Legal Income for this question. It should also be noted that a good 97.5% of the members in 

this group are born between year 1982-2004, making them "Generation Y". There is also just over 77.5% 

who are females out of the 89 members and 77.5% of them are Chinese. They are mostly Singaporeans 

75.3% and are currently single 97.75%. There is a good spread of volunteers, performing various duration of 

volunteer work per week with nearly equal numbers volunteering short stints of 2 Hours or Less 29.21% 

and volunteering long sessions between 6 to 8 hours 26.97%. The typical profile of a member in the FS 
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group is, as follows:  A single Singaporean Chinese female student belonging to "Generation Y", 

volunteering 2 hours or less per week at BSS. 

Figure 4.4.1-2 W Group Demographic Composition 

Description Actual Percentage Description Actual Percentage Description Actual Percentage

Secondary 4 6.35% No Legal Income 1 1.59% Working Individual 63 100.00%

Post-secondary 4 6.35%  1305 and Below 9 14.29%

Diploma 12 19.05% $1305, to $2610 10 15.87%

Graduate 27 42.86% $2601 to $5220 21 33.33%

Post-graduate 16 25.40% $5220 to $7830 6 9.52%

Above $7830 13 20.63%

Not Disclosed 3 4.76%

Description Actual Percentage Description Actual Percentage Description Actual Percentage

Baby Boomer 9 14.29% Male 20 31.75%  Chinese 48 76.19%

Generation X 26 41.27% Female 43 68.25% Indian 6 9.52%

Generation Y 28 44.44%  Eurasian 3 4.76%

 Caucasian 4 6.35%

Asian 2 3.17%

Description Actual Percentage Description Actual Percentage Description Actual Percentage

Single 37 58.73% Singaporean 48 76.19% 2 Hours or Less 28 44.44%

 Co-Habiting 2 3.17% PR of Singapore 7 11.11%  2 Hours to 4 Hours 11 17.46%

Married 8 12.70% Foreign National 8 12.70% 4 Hours to 6 Hours 10 15.87%

 Married with Children 15 23.81% 6 Hours to 8 Hours 9 14.29%

 Divorced 1 1.59% More than 8 Hours 5 7.94%

Volunteer HoursNationality

Monthly IncomeHighest Education Attainment

Age Gender Race

Marital Status

Employment Status

 

Although there are 26 less volunteer members in Working group (W group) than the FS group, this group 

has a wider spread in demographic components. To begin with, it should be noted that this group consist of 

85% of its member with qualifications of Diploma holders and above. More than 50% of their members 

make between $2601 and above with 4.76% chose to remain undisclosed. There is a good mix of Baby 

Boomers, X ,Y. Again, the members are mostly female 68%. A good 76% of this group are Chinese and 

76.19% of them are Singaporeans. This group have people with different marital status with the three 

largest group stating their Marital Status as, Singles at 58.7%, Married 8% and Married with Children 23.8%. 

Therefore the typical volunteer profile for this group is a "Generation Y", Chinese Singaporean female 

graduate, with a monthly income between $2601 to $5220, is single and volunteers 2 hours or less per 

week.  
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4.4.2 Recruitment Points and Exposure Channels for both FS Group and W Group 

Figure 4.4.2-1 Exposure Channels and Recruitment Points for FS Group 

Exposure Channels Actual Percentage Recruitment Point Actual Percentage

Print Media 1 1.12% Religious Groups and other social organisations 2 2.25%

Internet 20 22.47% Student Volunteers 52 58.43%

School, Corporate or organisation initiative 68 76.40% Corporate Volunteer 9 10.11%

Government Institution Volunteers 1 1.12%

Walk-in Volunteer 25 28.09%  

For the FS group, it can be seen that they are usually prompted by the school, corporate or organisation 

initiative of 76.40%, with some exception who were prompted by the internet 22.47% and with printed 

media making up 1.12%. The recruitment points used were mainly through Schools as student volunteers 

58.43% and walk-in volunteers 28.09% which together accounts for more that 95% of the FS group. 

Figure 4.4.2-2 Exposure Channels and Recruitment Points for W Group 

Exposure Channels Actual Percentage Recruitment Point Actual Percentage

School, Corporate or organisation initiative 25 39.68%  Religious Groups and other social organisations 1 1.59%

Friends and Family 32 50.79% Student Volunteers 24 38.10%

Self Interest 6 9.52% Corporate Volunteer 4 6.35%

Government Institution Volunteers 3 4.76%

Walk-in Volunteer 20 31.75%

Friends or Family of Staff Volunteers 11 17.46%  

When compared to the W group, the exposure channels differ as they are largely exposed to BSS by Friends 

and Family 50.79%, School and Corporate organisation initiative 39.68% and lastly with no exposure but out 

of self interest 9.52%. The recruitment points utilised by this group is more balanced. Although their main 

influx is also from schools as student volunteers 38.1%, their walk-ins are also at a compatible level of 

31.75%. The next largest recruitment point used for this group is the friends and family of staff volunteers 

17.46%. Therefore depending on which group BSS would like to focus on, they might have to evaluate their 

channel exposure and recruitment point mechanism within their organisation.  

In the next section both the FS Group and W group will be evaluated based on different motivational 

factors. 
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4.5 Motivation of BSS Volunteers 

 

In order to understand what motivates the volunteers in BSS, a detailed investigation was conducted based 

on Clary's work on motivation (Clary et al., 1997: 1517). The volunteers were asked five questions on each 

of the six functions of motivation: protection, value, career, social, understanding and enhancement. The 

complete list of questions can be found in Appendix 1. Two series of tests were used in the investigation: 

1.  Student’s t-test was use to compare the responses of W Group and FS Group to find out if there is 

any difference between the samples of W Group and FS Group for all six motivation functions. 

2. Where appropriate, Anova two parameter test was use to discover the similarity between the 

answers of the questions within each group. 

Detail of the result of this investigation is presented below: 

4.5.1 Protection as a function of Motivation 

The first five questions are on the Protection aspect of motivation. This aspect of motivation is the function 

of protecting the ego from negative features of the self, and in the case of volunteerism, may serve to 

reduce guilty over being more fortunate than others and to address one's own personal problems (Clary et 

al., 1998: 1518).  

Result of Student t-test on the questions pertaining to protection function is as shown: 

Figure 4.5.1-1 Results. Protection as a function of Motivational, FS group VS W group 

FS Group W Group FS Group W Group

No matter how bad I've been feeling, volunteering helps me to forget about it. 5.085 4.631 1.507 1.808 0.098

By volunteering I feel less lonely. 4.734 4.262 1.647 1.632 0.076

Doing volunteer work relieves me of some of the guilt over being more fortunate than others. 4.170 4.077 1.720 1.788 0.743

Volunteering helps me work through my own personal problems. 4.277 4.154 1.569 1.725 0.648

Volunteering is a good escape from my own troubles. 4.096 4.092 1.890 1.665 0.990

Question
Mean Standard Deviation

P Value

 

Both W Group and FS Group returned similar responses to three of the questions within this group. These 

are “Doing volunteer work relieves me of some of the guilt over being more fortunate than the others“  (P= 
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0.743), “Volunteering helps me work through my own personal problems” (P = 0.648) and “Volunteering is 

a good escape from my own troubles” (P = 0.99). Null hypothesis is not rejected in these three cases. There 

is no statistical difference between the samples of W Group and FS Group. The similar view held by W 

Group and FS Group is not due to chance.  

For the question "By volunteering I feel less lonely” P = 0.076, null hypothesis was rejected, but a similarity 

due to chance is less than 1 in 13. The average answer for this question from FS Group was 4.734. For W 

Group the average was 4.262; a difference of 0.47 ranking point lower than FS Group, or 11% based on its 

own score. In "No matter how bad I've been feeling, volunteering helps me to forget about it" the 

probability that there is no difference between the samples was greater than 0.05. Null hypothesis is again 

not rejected, but the probability of a similarity due to chance was just under 10%. FS Group returned an 

average of 5.085. For W Group the average was 4.621. a difference of 0.45 ranking point, or 10.0% 

difference based on its own average value.  

It is concluded that there are minor differences between the views between W Group and FS Group on the 

issues of volunteering can relieve loneliness and volunteering can help to forget one’s own trouble. 

However the differences are only significant at 10% level. FS Group has shown a more positive response to 

the aspects that volunteering can help to relieve loneliness and help to forget about personal problems.  

4.5.2 Value as a function of Motivation 

According to Clary (1998: 1517) when Value is used as a function of motivation, it allows the individuals to 

express values related to altruistic and humanitarian concern for others. It also predicts whether volunteers 

complete their expected period of service or not.  

The responses for the next five questions on motivation are below: 

Figure 4.5.2-1 Results. Values as a function of Motivational, FS group VS W group 

FS Group W Group FS Group W Group

I am concerned about those less fortunate than myself. 6.117 5.892 0.853 1.324 0.231

I am genuinely concerned about the particular group I am serving. 6.064 5.785 0.925 1.269 0.132

I feel compassion toward people in need. 6.245 6.077 0.743 1.203 0.320

I feel it is important to help others. 6.457 6.277 0.698 1.206 0.280

I can do something for a cause that is important to me. 6.245 6.015 0.758 1.305 0.205

Mean Standard Deviation
P ValueQuestion
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The result of this group of questions showed that P values are well above 0.05 for all five cases tested. Null 

hypothesis is accepted for all the five questions. There is no statistical difference between the samples of FS 

Group and W Group. Both full time students and the working persons have the same vision on the value 

function of motivation.  

 

4.5.3 Career as a function of Motivation 

Clary (1998: 1518) stated that, this function of motivation is concerned with career-related benefits that 

may be obtained from participation from volunteer work. Again, the response to the next five questions on 

this function of motivation is shown below: 

Figure 4.5.3-1 Results. Career as a function of Motivational - FS Group VS W group 

FS Group W Group FS Group W Group

Volunteering can help me to get my foot in the door at a place where I would like to work. 3.745 3.985 1.790 1.709 0.395

I can make new contacts that might help my business or career. 3.468 3.477 1.677 1.621 0.973

Volunteering allows me to explore different career options. 3.830 4.154 1.864 1.716 0.260

Volunteering will help me to succeed in my chosen profession. 3.734 3.954 1.761 1.595 0.414

Volunteering experience will look good on my resume. 4.032 4.262 1.744 1.752 0.417

Questions
Mean Standard Deviation

P Value

 

The P values for all five tests were shown to be much greater than 0.05. Null hypothesis is not rejected. 

There is no difference between W Group and S Group on the career factors of motivation. This shows that 

FS Group and W Group have analogous interpretation of the topics within the career function of 

motivation. 

On the question “volunteering allows me to explore different career options” the average value of W group 

was higher than FS Group by 0.32 ranking point, although t-test shows there is no statistical difference 

between the two samples. This difference could be due to the composition of the two groups. W Group 

consists of working persons. Therefore it is natural that any question pertaining to career will be given 

greater attention by this group. FS Group consists of full time students who have yet to experience the 

intricacy of career development. 



A Case Study of Recruitment and Management of Volunteers in a Local Non-Governmental Organization 

Page 42 of 72 

 

4.5.4 Social as a function of Motivation 

This function may be served by volunteering reflecting motivations concerning the interaction with others. 

Volunteering can offer opportunities to be with one's friend or to participate in an activity favourably 

viewed by others important to them (Clary et al., 1998: 1518).  

Figure 4.5.4-1 Results. Social as a function of Motivational – FS Group VS W group 

FS Group W Group FS Group W Group

My friends volunteer. 4.309 4.677 1.878 1.795 0.214

People I'm close to want me to volunteer. 3.691 3.662 1.855 1.670 0.916

People I know share an interest in community service. 4.543 4.538 1.644 1.650 0.988

Others with whom I am close place a high value on community service. 4.340 4.523 1.643 1.572 0.481

Volunteering is an important activity to the people I know best. 4.074 4.354 1.667 1.484 0.269

Question
Mean Standard Deviation

P Value

 

For the social functions, Null hypothesis is accepted for all five questions. The similarity between FS Group 

and W Group is such that it cannot be due to chance. The average of the answers to the question "People 

I'm close to want me to volunteer" was 3.70 both FS Group and W Group, which placed it between Disagree 

slightly and Neutral in the Likert Scale. The nearest average answer to this question was “Volunteering is an 

important activity to the people I know best”. The average for this answer was 4.074 for FS Group and 

4.354 for W Group. The difference between the average answers to these two questions was 9% for FS 

Group and 17.6% for W Group, based on the average of the answer to “People I’m close to want me to 

volunteer”. It shows that the majority of BSS volunteers joined for reasons other than pressure from close 

friends and family members. 

 

4.5.5 Understanding as a function of Motivation 

As stated by Clary (1998: 1518), this function may be served by volunteering, involving the opportunity for 

it to permit new learning experiences and the opportunities to exercise the knowledge, skills and abilities 

that might otherwise go unused.  
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Figure 4.5.5-1 Results. Understanding as a function of Motivational - FS Group VS W group 

FS Group W Group FS Group W Group

I can learn more about the cause for which I am working. 5.354 5.372 1.504 1.236 0.935

Volunteering allows me to gain a new perspective on things. 6.000 6.154 1.027 0.922 0.325

Volunteering lets me learn things through direct, hands on experience. 5.947 5.938 1.030 1.144 0.963

I can learn how to deal with a variety of people. 6.000 6.185 1.016 1.088 0.282

I can explore my own strengths. 5.872 5.862 1.060 1.014 0.948

Mean Standard Deviation
P ValueQuestion

 

Student t-tests showed that there is no statistical difference between the answers given by FS Group and W 

Group to these five questions. Null hypothesis is accepted. The answers supplied by the FS Group and the 

W Group are statistically similar to each other. 

For the FS Group, with the exception of “I can learn more about the cause for which I am working” the 

answers given to the questions formed a distinct group.  Anova two parameter test showed that for the 

four questions”Volunteering allows me to gain a new perspective on things”, Volunteering lets me learn 

things through direct, hands on experience”, “I can learn how to deal with a variety of people” and “I can 

explore my own strength” there is no significant statistical difference between the answers (F = 1.717, Fcrit = 

2.636). High approval ratings were awarded. The mean value of the average to the four questions was 

5.960 ranking point, equivalent to Agree in the Likert Scale.  

The lowest score of the average answer was to the question “I can learn more about the cause for which I 

am working“. Both FS Group and W Group returned an average of 5.40. This question that returned the 

nearest score to this was “I can explore my strength” where both FD Group and W Group awarded an 

average of 5.90. The difference between the answers to the two questions was 0.50 ranking point, 

equivalent to a difference of 9% of based on the average answer to the question “I can learn more about 

the cause for which I am working”. 

The results showed that the BSS volunteers are more motivated by the physical aspect of learning by 

practice, but less receptive to the idea that, by volunteering they can learn more about the cause. 

4.5.6 Enhancement as a function of Motivation 

In this proposed function, Clary (1998: 1517) states that there may be more to the ego and specifically the 

ego's relation to affect, than protective processes. Therefore in contrast to the protective function listed 
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above, this function involves a motivational process that focuses on the growth, development and positive 

strivings of the ego.  

Figure 4.5.6-1 Results. Enhancement as a function of Motivational - FS Group VS W group 

FS Group W Group FS Group W Group

Volunteering makes me feel important. 4.426 4.523 1.562 1.650 0.709

Volunteering increases my self-esteem. 4.660 4.615 1.656 1.646 0.868

Volunteering makes me feel needed. 4.404 4.508 1.635 1.687 0.701

Volunteering makes me feel better about myself. 4.862 4.723 1.507 1.505 0.569

Volunteering is a way to make new friends. 5.319 5.246 1.518 1.469 0.762

Questions
Mean Standard Deviation

P Value

 

In this group of questions on Enhancement, null hypothesis is accepted on all five questions. The relatively 

high P values as well as the closeness between the average values showed that there is a strong similarity 

between FS Group and W Group which cannot be accounted for by chance. 

 

4.5.7 Ranking of Motivational Functions 

 

The mean value of the average answer to the five questions within each function was used to determine 

the importance of the individual functions in motivation. The procedure to calculate this value is as follow: 

Score per function in each Group = (Σ(Average response of each question)*(Number of samples))  

Mean average response to the five questions = Σ(Score of each Group)/ Total number of samples 

The Enhancement function was used as an example to illustrate the procedure: 

Σ(Average response of each question) of FS Group = 4.426 + 4.660 + 4.404 +4.860 + 5.319 = 26.670 

Number of samples in FS Group = 89 

Total score of FS Group = 26.670*89 = 2106.63 

Σ(Average response of each question) of W Group = 4.523 + 4.625 + 4.508 + 4.723 + 5.246 = 23.615 
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Number of samples in W Group = 63 

Total score of W Group = 23.615 * 63 = 1487.74 

Mean averages response to the five questions of Enhancement = (2106.63+ 1487.74)/(89+63) = 23.647 

 Using the above procedure the mean average score for each function is as shown: 

Figure 4.5.7-1 Mean Average Score of Each Function for FS Group and W Group 

Function Average Group Value

Value 30.88

Understanding 29.49

Enhancement 23.65

Social 21.23

Protection 20.64

Career 19.35  

To determine the order of importance of the six functions, a minimum of 5% between the mean average 

values is considered as the necessary condition to distinguish the functions from each other.  The order of 

importance for the functions of motivation was as follows: 

Figure 4.5.7-2 Ranking of Motivational Functions for FS Group and W Group 

Ranking Function

1 Value & Understanding (Tie)

2 Enhancement

3 Social & Protection (Tie)

4 Career  
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4.6 Important Factors Relating to Satisfaction 

 

1. In this section, the result of an investigation into three of the factors with contribution toward 

satisfaction is presented. These factors are:  utilization of skill, volunteering work location and 

timing/schedule of the volunteer work. The list of questions relating to this section can be found in 

Appendix 1. Two series of test were conducted for this investigation: 

1. Student t-test was use to compare the difference between the sample of FS Group and W Group  

2. Anova two parameter test was use to discover the similarity between answers of different 

questions 

 

Summary of result of the Student t-tests is shown below: 

Figure 4.6-1: Results. Factors Relating to Satisfaction – FS Group VS W Group 

FS Group W Group FS Group W Group

I would like Beyond Social Services to use my talents/knowledge/skills when allocating 5.851 5.369 0.915 1.112 0.005

The volunteer work location is important to me. 5.468 5.292 1.317 1.355 0.417

The volunteer work timing/schedule is important to me. 5.840 5.692 0.942 1.172 0.399

Mean Standard Deviation
P Value

Question

 

Of the three factors investigated, for the question “The volunteering work location is important to me” P = 

0.417 and “The volunteering timing/schedule is important to me” P = 0.399. Null hypothesis was accepted 

in both cases. There is no difference between the samples of FS Group and W Group. For the question “I 

would like Beyond Social Services to use my talents/knowledge/skills when allocating volunteering task to 

me whenever possible” P = 0.005. Null hypothesis was rejected. There is significant statistical difference 

between FS Group and W Group samples. The interesting point about this result was that the score for W 

Group (5.369) was significantly lower than FS Group (5.851) by 0.480 ranking point, equivalent to 9.0% of 

W Group’s score. Since the question asked for a reply to the wish of the volunteer that he/she would like 

BSS to make use of his /her skill, a lower average answer is indicative of  less enthusiasm.  The fact that W 

Group has given a significantly lower  score than FS Group means that W Group members are less 
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concerned whether their talents are utilized, although they are mainly professionals, holding university 

degrees with expertise in their own field whereas FS Group members are mainly full time students in 

secondary schools.  

Results of the Anova test showed that for the FS Group, there is a strong statistical relationship between 

the questions “I would like Beyond Social Services to use my skills when allocating volunteer task to me” 

and “The volunteer work timing/schedule is important to me” (F = 0.007, Fcrit  = 3.943). In order of 

importance, The FS Group's rating of the factors related to satisfaction is: 

Figure 4.6-2 FS Group Rating for Factors Related to Satisfaction 

Ranking Factor of Importance

1 Skill utilization & Timing/schedule of volunteer work (Tie)

2 Volunteering work location  

For W Group answers, it was found that there is strong statistical similarity between the questions “The 

volunteering work location is important to me” and “I would like Beyond Social Services to make use my 

skill when allocating volunteer task to me” (F = 0.204, Fcrit = 3.99). The order of preference for W Group 

with regard to the factors relating to satisfaction is: 

Figure 4.6-3 W Group Rating for Factors Related to Satisfaction 

Ranking Factor of Importance

1 Timing/schedule of volunteer work

2 Skill utilization & Volunteering work location (Tie)  

In summary, it is concluded that for the BSS corps of volunteers, the most important factor relating to 

satisfaction is timing and schedule of volunteer work, followed by utilization of skills in volunteering work. 

Last but not least is the location of volunteering work. 
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4.7 Experience of BSS Volunteers 

 

In this section, result of an investigation conducted into the experience volunteers have with BSS is 

presented. The objective is to find out from the volunteers’ feedback what are the issues relating to their 

experience that need to be addressed urgently. This would have a direct impact on the recruitment and 

retention rate of the volunteers. The volunteers were asked a direct question on whether he/she is 

satisfied with his/her experience with BSS, followed by five questions relating to issues experienced as a 

volunteer. These are: Registration, Utilization of skill, Briefing/training received, Usefulness of 

Briefing/training provided and Staff professionalism of BSS. The full list of questions can be found in 

Appendix 1. 

Two series of tests were use to analyse the data: 

1. Student t-test was use to compare the answers given by FS Group and W Group to find out if there 

is any difference in their views. 

2. Anova two parameter test was used to establish the statistical similarities of the issues involved. 

Result of Student t-test on the questions related to personal experience with BSS is as follows: 

Figure 4.7-1 Result of Volunteering Experience in BSS - FS Group VS W group 

FS Group W Group FS Group W Group

It is easy to register as a volunteer in BSS. 5.589 5.391 1.090 1.297 0.310

Before engaging in a volunteer task, I received the required briefing from the BSS? 5.267 4.478 1.279 1.703 0.002

The training I received from BSS was useful for the volunteer task allocated to me. 5.344 4.696 1.317 1.556 0.006

The volunteer task allocated to me by BSS utilises my  skill 5.611 5.072 0.991 1.508 0.011

The Staff at BSS are Professional. 5.911 5.609 1.046 1.309 0.118

Volunteering at BSS makes me feel satisfied. 5.656 5.406 1.123 1.264 0.197

Mean Standard Deviation
P ValueQuestion

 

On the question of “Volunteering at Beyond Social Services makes me feel satisfied” the average for FS 

Group was 5.660. For W Group the average was 5.410. The averages of FS Group and W Group on the 

question “Volunteering at Beyond Social Services makes me feel satisfied” lie between Agree and Agree 

slightly on the Likert Scale. It shows that, overall the volunteers are satisfied with their experience with BSS.  
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P value for this question was 0.197. Null hypothesis is not rejected. There is no statistical difference 

between the sample from FS Group and W Group. 

On the specific issues: 

1. Staff professionalism: The question “The staff at Beyond Social Services are professional” was given 

the highest score in this series; 5.910 from FS Group and 5.610 from W Group. The P value from 

Student t-test was 0.197. Null hypothesis was accepted. There is no difference between FS Group 

and W Group samples. This test showed that the volunteers are satisfied with the BSS members of 

staff. They feel that the professionalism of members of staff at BSS helps to instil confidence in 

their volunteering activities. 

2. Registration as a volunteer: The question dealing with registration “It is easy to register as a 

volunteer in Beyond Social Services” received a score of 5.590 from FS Group and 5.390 from W 

Group. The P value was 0.31. Null hypothesis was rejected. There is no statistical difference 

between FS Group sample and W Group sample. It is concluded that registration as a volunteer is 

not an issue with the volunteers, although W Group found it slightly more difficult to register. This 

could be attributed to the route taken by the full time student group. The majority of FS Group was 

channelled to BSS through CIP. It was not necessary for them to actively seek out BSS individually to 

register as a volunteer. 

3.  Utilization of skill: The question asked was “The volunteer task allocated to me by Beyond Social 

Services utilises my skills”. For this question, FS scored an average of 5.620 and W Group awarded 

an average of 5.070, a difference of 0.55 ranking point; equivalent to a 10.80% of its own score. For 

Student t-test, P = 0.011, Null hypothesis was rejected. There was significant statistical difference 

between the samples of W Group and FS Group. The difference between the two groups can be 

attributed to the difference in the composition of the Group members. FS Group members are full 

time students in their formative years; whereas W Group members are mainly professionals with 

university degrees. They possess skill and experience that FS Group members have not had the 

opportunity to acquire. However, it was reflected in the previous section (4.6  Important Factors 

Relating to Satisfaction) that W Group is less concerned than FS Group that the skill of its members 

were not being utilized. Hence the answer given to this question by W Group reflected the fact that 

BSS does not use skills matching when allocating volunteer tasks. With their working experience, it 
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is easy for W Group members to notice that the volunteer tasks assigned to them do not require 

the use of their expertise resulting in a significantly lower average score than FS Group.  

4. Usefulness of Training/briefing: The question “The Training/briefing I received from Beyond Social 

Services was useful for the volunteer task allocated to me” has the second lowest score among the 

five topics dealing with personal experience with BSS. The average for FS was 5.344; for W Group it 

was 4.696, a difference of 0.650 ranking point, equivalent to 13.8% of its own score. For Student t-

test, P = 0.006. Null hypothesis was rejected. There is a significant difference between the samples 

of FS Group and W Group. The result showed that there was a feeling among W Group members 

that the training they received before they starting the volunteer work was not as useful as they 

would like it to be. This did not seem to be such an issue with the FS Group. 

5. Briefing/training provided: The question “Before engaging in a volunteer task, I received the 

required training/briefing from the Beyond Social Service” has the lowest score among the group of 

questions. FS Group awarded an average of 5.267; W Group rated it at 4.478 which was 0.79 

ranking point lower than FS Group, equivalent to 17.64% of its own score. P = 0.002 from Student t-

test was also the lowest among the group. Null hypothesis was rejected. There is a significant 

statistical difference between the samples of FS Group and W Group. This difference is concrete 

and is not due to chance. The result showed that some W Group members felt that they did not 

receive sufficient training/briefing before the volunteering work was assigned to them. 

The average value of the answers to each question was used to determine the order of importance on the 

five issues. A minimum difference of 5% between the average values is considered the necessary condition 

to distinguish the issues from each other.   

 

For FS Group: 

Anova test showed that there is no significant statistical difference between the answers to the questions 

“It is easy to register as a volunteer in Beyond Social Services “ and “The volunteer task allocated to me by 

Beyond Social Services utilises my skills” (F = 0.007, Fcrit = 3.949). Similarly there is no statistical difference 

between the answers to the questions “Before engaging in a volunteer task, I received the required briefing 
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from the Beyond Social Service “ and “The Training/briefing I received from Beyond Social Services was 

useful for the volunteer task allocated to me “ (F = 1.697, Fcrit = 3.949). The issue that required urgent 

attention in descending order is: adequacy 

Figure 4.7-2 Issue of Experience Factor requiring Attention for FS Group 

Ranking Experience Factor

1 Briefing adequacy & Training usefulness (Tie)

2 Registration & Skills utilization (Tie)

3 Staff professionalism  

 

For W Group: 

Anova test showed that there is no significant statistical difference between the answers to the Questions 

“The staff at Beyond Social Services are professional” and “It is easy to register as a volunteer with Beyond 

Social Service” (F = 1.322, Fcrit = 3.980). The issue that required urgent attention in descending order is: 

Figure 4.7-3 Issue of Experience Factor requiring Attention for W Group 

Ranking Experience Factor 

1 Briefing adequacy 

2 Training usefulness 

3 Skills utilization 

4 Registration & Staff professionalism (Tie) 
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For both the FS Group and W Group volunteers, the issues that require urgent attention in descending 

order are: 

Figure 4.7-4 Experience Factor Ranking for FS Group and W Group 

Ranking Experience Factor

1 Briefing adequacy

2 Training usefulness

3 Skills utilization

4 Registration

5 Staff professionalism  

The issue regarding briefing was one of the most dominant subjects also raised in the open ended feedback 

section 4.8. The present study had confirmed that it is an issue that needs urgent attention.   This issue will 

be revisited in the following section which deals with improvement feedback. 
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4.8 Improvement Feedback 

 A total of 165 written submission points were received in the feedback section, covering a variety of topics. 

After careful study of these comments, it was found that they can be grouped into five categories. The 

three most prominent topics were Communication (28%), Program and Skill Utilization (27%) and Training 

and Briefing (26%). Together they occupied 81% of the feedback received. The pie chart showing the 

percentage of the different category is shown below: 

Figure 4.8-1: Feedback from Volunteers by category 

Program and Skills 

Utilization, 27%

Communication, 28%

Train/briefing, 26%

Environmental and 

Resource 

Management, 11%

Organisation 

and Staff, 8%

 

 

Each category will be discussed in detail in conjunction with some of the most relevant comments 
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4.8.1 Communication (Between Organization
1
, Other Volunteers and Beneficiaries) 

 

Figure 4.8.1-1 Responses on Communication as an Improvement for the Future 

Description Response

Better Communication with Organisation 29

Better Communication with Other Volunteers 9

Better Communication with Clients/ Beneficiaries 8  

In the communication category, better communication with the Organization ranked the highest with 29 

responses. From the feedback, it appears that certain information that the volunteers consider as 

important was not filtered through. The volunteers highlighted the fact that there is insufficient 

communication between them and the Organization. One of the respondents replied in their response "It 

would help if we knew what programs Beyond Social Services ran, so that we are not volunteering in 

isolation".  An example of this was that they would like to receive regular updates from the Organization 

and have post reviews on how their volunteer task/action affected the beneficiaries.  

The next on the list was better communication with other volunteers receiving 9 responses. Another 

respondent commented “regular interaction amongst volunteers. Since there are frequent incidents where 

new members join and old ones either leave or take a break, often, the group is a bit lost. Develop a system 

to connect volunteers with the participating learners. When I volunteered at one of the centres, I'd no 

information on the participating students." From this comment it can be seen that, the volunteers would 

like to get to know other volunteers better and possibly form new bond which is an important aspects in 

the enhancement function of motivation.  

Finally there are 8 volunteers that would like to have better communication and information with the 

people they serve.  The respondent wrote "Get to know other volunteers better; Get to know the 

beneficiaries better", while another wrote "Identify the specific needs of each child and invite the 

volunteers to support them in those specific areas." They feel that more information on beneficiaries 

                                                           

1
 In this discussion, Organization refers to Beyond Social Service (BSS)  
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should be made available to the volunteers. This can help volunteers to understand them better and will be 

able to provide a better service.   

There was also request that BSS should have better communication with schools and polytechnics. These 

institutions channel their students to BSS as volunteers. Better communication will allow them to let the 

students know in advance what to expect and what is expected of them. This was the comment from 

another of the respondent."It would be good if the organization involves our school (Singapore Polytechnic) 

in their activities more often, so that we can connect more with the elderly."  

 

4.8.2 Programs and Skills Utilization 

 

Figure 4.8.2-1 Responses on Programs and Skills Utilization as an Improvement for the Future 

Description Response

Utilization of Talents and Skills in Program 10

Program Improvements 34  

The next most desired improvement category is on the improvement of the programs and also on the 

utilization of skills for the allocated programs, which accounted for 27%. This category received 34 

respondents that highlighted the importance of the structure, scheduling, frequency and duration of these 

programs to be administered more efficiently. There another 10 respondents who felt that their skills 

should be taken into account when allocating volunteer task. One feedback that is relevant to both 

communication and skill utilization was that the volunteer do not know what programs BSS was running. If 

this information is made available to the volunteers, they could choose to join the program that they think 

is most suitable to their particular interest. Some volunteers also suggested that the programs should be 

made more ‘comprehensive’ with achievement target markers so that they can measure their own 

progress. 
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4.8.3 Training/Briefing  

 

Figure 4.8.3-1 Responses on Training/Briefing as an Improvement for the Future 

Description Response 

Receive some sort of Training /Briefing 25

Training provided to be better/more indepth 18  

Training is another aspect that ranks high in the improvement list, with 26% of the feedback highlighting 

this point. 25 of the volunteers responded that they have not received training and briefing, while 18 others 

complained that they had received this training and briefing, but would like it to be more in depth and 

related to the task. One of the requests is training in crisis management, while there were also suggestions 

for training on how to work with children. In the analysis of the data on personal experience with BSS 

(Analysis and Discussion: Section 4.7) adequate briefing/training and usefulness of training were found to 

be the two areas that are high on list of improvements that the volunteers would like to see.  

 

4.8.4 Environment and Resource Management 

Figure 4.8.4-1 Responses on Environment and Resource Management as an Improvement for the Future 

Description Response

Better Resource Management 8

Better Environment 11  

Environment and Resource Management subject took up 11% of the total feedback. In this respect, human 

resource management was placed under this heading.  One of the feedbacks was that during some 

volunteering sessions, there were more volunteers than the people they serve. There were also requests 

for better environment cohesive to learning, so that it is easier for the volunteers to engage the attention 

of the beneficiaries.  
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4.8.5 Organizational and Staff 

 

Figure 4.8.5-1 Responses on Organizational and Staff as an Improvement for the Future 

Description Response

Professionalism of Staff 7

Better Organisation Support 6  

8% of the feedback from the volunteers relates to Organizational Support and Professionalism of Staff. 

Volunteers would like the Organization to provide them with better logistic support. Some would like the 

Organization to recognize their effort in a positive way such as awarding a certificate showing the programs 

that they have participated in. Some volunteers would like to see the staff member of BSS show more 

understanding towards their personal circumstances. 
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4.9 Summary of Analysis 

 

It is noticed that volunteers recruited through School, Corporate or Organisation initiative and Friends & 

family require minimal financial expenditure. It is recommended that BSS should divert the bulk of her 

advertising budget to create a more effective website. This website should contain the latest information 

on current programs, skill requirements for the programs and the number of volunteers required for each 

program. This would provide more relevant information to potential recruits. Furthermore BSS should 

consider advertising with the popular search portals such as yahoo.com and google.com to outreach to the 

general public who are unfamiliar with BSS. This could have a positive effect on boosting the number of 

recruits of the self interest group that accounted for 6.30% in the present survey. This survey also 

discovered that Print Media and Television & Radio were not effective for recruitment.  If advertising in 

Print Media and Television & Radio requires financial commitment, it is the appropriate time to review 

whether BSS should continue to employ these Channels of Exposure for the said purpose.   

In the investigation of the six functions of motivation, no significant difference was found between FS 

Group and W Group. However, in the investigation of the factors relating to satisfaction and personal 

experience of the volunteers with BSS, significant difference was found between W Group and F Group on 

several issues. This anomaly is due to the fact that the volunteers were invited to respond to the 

questionnaire. Those who took the trouble to reply would tend to be vocal and passionate about the 

matter that they feel is important. When they were asked the question “Volunteering at Beyond Social 

Services makes me feel satisfied” 63.7% of the replies were either Agree or Agree Strongly while 6.3% 

replies were Disagree or Disagree Strongly. This showed that the majority of those who replied have a 

positive feeling towards BSS in spite of the fact that they may have different feelings towards individual 

issues. Hence it is likely that they are motivated in the same way. This explained why there is no different 

between W Group and FS Group in motivational functions but have difference of opinion in satisfaction 

factors and personal experience with BSS.  

According to the findings, Value and Understanding are the two most important functions of motivation for 

BSS Volunteers. This is followed by Enhancement, Social and Protection. Last on the list is the Career 

function. 
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With regard to Factors important to Satisfaction, it is concluded that for the BSS volunteers, the most 

important factor relating to satisfaction is Timing and schedule of volunteer work, followed by Utilization of 

skills in volunteering work. Last but not least, the volunteer work Location. 

The study of the Volunteer experience showed that whereas FS Group is in general more inclined towards 

accepting the situation as de facto, there are issues that BSS needs to address in order to improve the 

volunteering experience among W Group members. The order of priority is as follows: 

1. Volunteers should be adequately briefed before a task is assigned to them. 

2. Volunteers should be given training that is relevant and useful to the task assigned to them 

3. If possible volunteers' skill/talent should be taken into consideration when tasks are assigned to 

them. If this is proved to be not possible, the staff members of BSS should explain fully the 

rationale and circumstances leading to the decision to the volunteers. 

4. Registration as a volunteer with BSS should be made as simple as possible. 

5. The professionalism of members of staff of BSS would instil confidence in the volunteer towards 

the tasks assigned to them. 

Finally as for the Volunteer feedback for further improvements, the three most important areas according 

to the response are Communication 28%, Programs & Skills Utilization 27% and Training & Briefing 26%. 

Therefore the focus for this area should begin with Communication between Organisation, Beneficiaries 

and also among Volunteers.
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5.0 Conclusion and Recommendation 

A study has been conducted on the various aspects of volunteering through an online questionnaire on BSS 

volunteers. The objective of the study was to improve the rate of retention of existing volunteers and to 

increase the number of new volunteers recruited. The sampling method used was the simple random 

sampling method. The topics investigated were: 1) Demographic composition, 2) Recruitment, 3) 

motivation, 4) satisfaction, 5) personal experience. Opened ended feedback was also provided so that the 

volunteers can express their view outside the confine of the questions.  

159 responses were received. These were divided into two groups according to employment status for the 

purpose of statistical analysis. The result showed that although both groups have similar aspiration towards 

the six functions of motivation, but there were differences between the two groups in factors relating to 

satisfaction and personal experience.  

The following are recommendations based on detailed analysis of the data collected from the survey: 

Short Term Recommendations 

• It is recommended to discontinue advertising in printed media and TV & Radio, especially if these 

activities require monetary transaction. This could possibly reduce wastage of funds to be used on 

internet advertising illustrated below. 

• When assigning a volunteer task, BSS staff should pay more attention to the personal 

circumstances of the volunteers so as to cause the least inconvenience to their daily activities. 

Medium Term Recommendation 

• Efforts can be made to increase the proportion of volunteers recruited through religious and social 

groups, corporations and government institutions. This can be achieved through recruitment drives 

targeted at these organizations. 
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• BSS staff should use Skills matching before allocating volunteers to any volunteer task. They should 

ensure that the volunteers are adequately briefed and given training that is useful to the task in 

advance. Programs that can utilise the skills that volunteers have must be made readily available. 

• There should be better communication between BSS and the volunteers in all aspects of BSS 

programs. More social activities should be organised for the volunteers in order for them to 

exchange their experience.  Volunteers should be provided with more information on the 

beneficiaries without infringing on the privacy of these beneficiaries. This would allow the 

volunteers to communicate more effectively with the ones that they serve. 

Long Term Recommendations 

• This study showed that BSS volunteers rated Value and Understanding as the two most important 

functions of Motivation. The different aspects of these two functions embedded in the volunteer 

programs should be emphasised. This would have a beneficial effect of increasing the retention 

rate of volunteers. 

• A greater portion of the advertising budget should be devoted to internet exposure such placing 

advertisement in popular search portals like Yahoo and Google to increase exposure of BSS to the 

general public. Also provide an interactive BSS website, incorporating useful information about the 

available volunteer programs and their requirements for online enrolment.  This way, regular 

campaign can be organised through this interactive website to encourage BSS staff and volunteers 

to eulogize BSS effort to help children from the economically disadvantaged families. This would 

have the effect of increasing the recruitment of volunteers through words of mouth. 
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Appendix II 

Respondents and their Responses (to the questions in Appendix I) 

 

 


