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Abstract: Sustained volunteering represents an aim difficult to achieve in the context of 
non-profit organizations at a global level. Limited financial and human resources and lack 
of activity continuity results in high rates of turnovers among volunteers. Definitions given 
to volunteering underline it s non-obligatory nature.  Volunteers offer their service freely 
with no monetary return in exchange fact that leads to lack of commitment and need for 
complex and interdisciplinary approaches in determining principal factors influencing 
sustained volunteering.  Literature reviews results show that organizational commitment is 
one important predictor of sustained volunteering. In order to achieve organizational 
commitment we consider trust as an important factor of influence. Trust is a concept that 
did not gain much attention in non-profit marketing research, but still different researchers 
attract the attention on the importance of the positive image, of the value fit between 
Volunteerʼs personal values and values incorporated in organizational mission and 

identification. Trust in organizational leadership is also important in long term volunteer 
involvement. Negative experiences with supervisors and board of administration have 
been found as leading to low satisfaction, low commitment and turnover. On the other 
side positive experiences with leadership leads to high levels of satisfaction and 
commitment to deliver qualitative services to the beneficiaries. Also studies show the 
importance of the perceived efficiency of the activities that volunteers do. Most of the time 
volunteers need to know they brought real contribution to disadvantaged categories, or 
they added value to the organizational success. Volunteers evaluate the opportunity of 
involvement and cost opportunity from the perspective of the real benefit resulted by their 
activities. When volunteers do not trust their activities were effective they will manifest 
reduced organizational commitment. Statistical analysis was made using Correlation 
Analysis, conducted through SPSS21 program. Results reveal that trust in the mission is 
influenced in a greater measure by trust in the activities effectiveness than trust in the 
leadership but both variables are correlated direct and positive to the trust in the mission. 
Theoretical implications of this study brings in the light the salience of trust influence 
analysis in determining sustained volunteering but also it underlines the importance of 
internal marketing orientation on building trust in three major directions. 
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1. Introduction 

Volunteers are a valuable resource of non-profit organizations activity and an important 
part of civil society development (Coita, 2008). Volunteerʼs retention is a necessary 
condition to non-profit organization sustainability. Volunteering is defined as a work that a 
person performs without expecting to a reward and that creates social results that in other 
conditions would demand the work of an employee (Freeman, 2014). Other authors 
(Wilson and Janoski, 1995) see volunteering as a set of activities to which people 
engage, in general, without expecting to a payment in exchange, in order to meet the 
needs of other persons.  

According to GHK Consulting (2010) Report, Romania presents a low participation rate in 
voluntary activities. Still non-profit has an increasing trend and were this category of 
organizations are, real social improvement is known. The percent of volunteer 
participation in 12,7, with a number of 1,7 mil. of citizens. Volunteerism is an important 
category in Romanian non-profit sector, but still more steps are to be made for improving 
processes of information collecting (Topor and Boroiu, 2011).  

Sustained involvement of the volunteers demand favourable involvement opportunity 
(Săveanu, 2014) and cost opportunity (Perrino, 1998) but also it demands an approach of 
the volunteer as a consumer (Andreasen and Kotler, 2003; Randle and Dolnicar, 2009). A 
problem non-profit management often encounters is the lack of commitment of the 
volunteers (Coita, 2008). Between volunteer and organization a social exchange takes 
place (Arnett et al., 2003). The object of exchange is the volunteer activity itself. As the 
consumer have to trust to buy a product so the volunteer have to trust the organization 
mission, leadership and effectiveness of activities in order to offer the times that could be 
used in other ways. With other words volunteer must trust that the purpose he is involved 
for brings a real contribution to a cause and it is worth time, money and energy spending.  

Mitchell and Taylor (2004) underline the importance of maintaining volunteers on long 
term not only of the recruitment. Authors mention the important role of organizational 
mission and internal marketing in volunteer retention. Recruiting new volunteers results in 
higher costs than maintaining active volunteers. Omoto and Snyder (2000) built the model 
o Volunteer Process which underlines the importance of antecedents with organizations 
effect on volunteer experience and later on, on the intention to stay with or to leave 
organization. 

A predictor of intention to remain in the organizations is organizational commitment 
determined by trust of the volunteers in the mission, leadership and activities 
effectiveness. This predictor is considered vital by non-profit management that is in 
search of different methods to supplement their human resource in conditions of financial 
constraints (Salas 2008).  

2. Theorethical Framework 
  
Trust in the mission of the organization influences sustained volunteerism based needs 
fulfilment and values fit. Edgel (2001) analyse volunteers in a religious congregation. 
Author gives an example of a person volunteering for an activity that brings benefits to her 
children. This person may be a long term volunteer given to an emotional attachment to 
people with same values, members whom she trusts to make a real commitment but also 
because her needs are fulfilled.  
 
According to Rozenboom (2006, p.28) the ”source of power available to a leader is the 
trust that derives from  faithfully serving followers”. German (1997) underlines the 
importance of the respect for organizational leadership among stakeholders no matter the 
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category they belong to: volunteers, donators, members or other kind. According to Doyle 
(2006) leaders can build trust and their actions may impact the  attachment of the 
volunteers. Lack of support from leadership (MacNeela, 2008) or different ethical and 
moral values (Wymer, 1996) may lead to a lack of trust in the mission, of organizational 
commitment or to turnover.  
 
Activities of the organization influence positively or negatively sustained volunteerism. A 
greater attachment is built when person identifies with the activities of the organization (a 
person who has a member of the family having a certain disability is helped effectively by 
organization- s activities, feel he or she owns to be committed to the organization on long 
term) (Doyle, 2006). Negative employees attitude towards volunteers leads to reduced 
satisfaction and finally to turnover of the volunteers (MacNeela, 2008). Also negative 
experiences with beneficiaries (Bennett and Barkensjo, 2005), difficulty or discrepancies 
between expectances and the real tasks have a negative influence on trust on the 
mission. Wymer and Starnes (2001) mention an important variable in negative influence of 
sustained volunteering the discrepancy between expectations regarding organization s 
activities and reality of the tasks. Most of the times volunteers want to be involve in direct 
contact with beneficiaries, or they are motivated by seeing immediate results. The practice 
show that simple tasks are given to volunteers in order to diminish lack of instruction and 
the cost coming with trainings.  
 
Mowday, Steers and Porter (1978) defined organizational commitment "as the relative 
strength of an individual's identification with and involvement in a particular organization”. 
Doyle (2006) considers that volunteer work is an expression of agreement and trust in 
mission of an organization. Given to the fact that volunteer work is not constrained, a 
person who decides to work with no reward for achieving a purpose trusts and believe the 
purpose of the organization who benefits of that worked time. 
 
High organizational commitment has a direct and positive influence on intention to remain 
among the volunteers but also it has a direct influence on intention to offer qualitative 
services to the beneficiaries (Bennett and Barkensjo, 2005). Mowday Steers and Porter 
(1978) consider organizational commitment of a great interest among organizations given 
to the fact it results in retention of the personnel, on loyalty, and a desirable behaviour 
with organization’s clients. 
 
Organizational commitment can be manifested in three ways as an: affective attachment, 
normative attachment or continuance attachment (Mowday et al., 1978, Kanning and Hill, 
2012, Țânculescu, 2015). The level of attachment towards organizations is most times 
determined by the level of trust and identification the volunteer manifests toward the 
mission of organization. But also this feeling can grow given to a feeling of gratitude 
volunteer feels toward the benefit he had from the organization (Doyle, 2006).  
 
The highest level of commitment is found to personnel who express affective attachment. 
They feel integrated into organizations and they identify with the values and trust mission, 
the effectiveness of activities and the leadership (Mowday et al., 1978; Doyle, 2006; 
Kanning and Hill, 2012). There are three aspects that results in affective attachments:  

1. A high level of trust in the purpose and values of the organization and 

acceptance from all the members of the organization; 

2. Good determination to offer support to organization; 

3. Strong need to remain part of the organization (Mowday et al., 1982; 

Kanning and Hill, 2012). 

Normative attachment in contrast does not correspond to the commitment felt at individual 
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level of the members of the organization, but it is rather a result of moral and ethical 
obligations (Meyer et al., 2002, Kanning and Hill, 2012).  
Continuance attachment results from the motivation of avoiding costs regarding changing 
the place of activity (Meyer et al., 2002).  
 
Given the nature of voluntary work we believe that normative and continuance attachment 
are not usually met in this activity, but rather are exceptions and should be considered 
specific to the context this kind of attachments developed. Only affective attachment could 
be considered suitable for volunteer activity. In consequence, trust is a main condition that 
results in organizational commitment.  
 
Figure 1. Model of trust at the level of mission, leadership and activities efficiency 
Source: Figure made by author. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 1 represents a model of trust influence on sustained volunteering among 
volunteers. Trust regarding organizational mission leads to better service delivery 
satisfaction and organizational commitment among volunteers which lead to intention to 
remain into organization according to Bennett and Barkensjo (2005). Constant support 
from leadership leads to trust in organizational management and also to perceived 
commitment and no intention to leave according to the same authors. Also a leadership 
that deserves respect and reflects the organizational values have positive influence in 
increasing support from volunteers, donors, members and other kind of stakeholders 
(German, 1997). 
 
Rewarding according to performance and contribution is motivating volunteers. Even if in 
the case of voluntaries no monetary reward is expected, perceived social benefit brought 
to a cause moderating perceived cost opportunity (Handy, et al., 2000).  Trust in the 
activity efficiency is a result of reward based on performance and contribution. 
 
3.Research design  
 
The objective of research is to identifiy the level of correlation between the tree types of 
trust. Correlation Analyse is used based on Kandhall s tau B coefficient using SPSS21 
program. 
Items were constructed based on 7 point Likert Scale and data was collected using online 
and face to face surveys. 
The character of research is exploratory and quantitative. Data was collected from 
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volunteers active in non-profit organizations from 79 localities in Romania. Database 
limitation is that it does not represent proportional geographical, age, sex and 
occupational distribution.  
 
3.a. Database features 
 
Data for analyse was collected from volunteers in 112 non-profit social organizations with 
activities in child protection, disabilities treatments, elders assistance, migrants, prison 
convicted  and  disadvantaged communities social integration. Data was collected online 
and face to face on a period of five months between December 2015 - April 2016. A 
number of 200 volunteers responded to the questionnaire with ages between 14 and 65 
years. The majority of 80,5 percent are women. A percent of 70,5 of the volunteers have 
bachelor studies or are in course of studying. 
Data collected for trust analysis contained three items: one for trust in the mission, one for 
trust in the activities utility and one for trust in the leadership. 
 
3.b. Results 
 
Table 1 presents the results of Correlation Analysis between trust in the mission, activities 
and leadership. We find direct and positive correlations between the tree categories.  
According to the results trust in activities efficiency is more correlated to trust in the 
organizational mission than trust in the leadership. The results comes to confirm Wymer 
and Starnes (2001), Doyle ( 2006), Bennett and Barkensjo (2005).  The nature of 
activities, the measure volunteers interact directly to the beneficiaries, the manner they are 
able to see results of their involvement influences their trust in the mission they support. 
 

Source: Table made by author as a result of Correlation Analysis completed throgh SPSS21 program 

 
The impact of trust in the leadership is also important and direct. Supervisors or 
organizational management may influent positive or negative volunteers intention to 
remain with the organization (MacNeela, 2008).   
 
4.Theoretical and managerial implications 

Table1. Correlations between trust of volunteers in mission, activities and 

leadership 

 Trust 
Mission 

Trust 
Activities 

Trust 
Leadership 

Ken
dall'
s 
tau_
b 

Trust  
Mission 

Correlation 
Coefficient 

1,000 ,700** ,636** 

Sig. (2-tailed) . ,000 ,000 

N 200 200 200 

Trust 
activities 

Correlation 
Coefficient 

,700** 1,000 ,685** 

Sig. (2-tailed) ,000 . ,000 

N 200 200 200 

Trust 
Leadersh
ip 

Correlation 
Coefficient 

,636** ,685** 1,000 

Sig. (2-tailed) ,000 ,000 . 

N 200 200 200 

**. Correlation is significant at the 0.01 level (2-tailed). 
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Theoretical main value of this research is in the fact it proposes tree trust variables to be 
tested in volunteering analysis. Trust has gain little interest in volunteerism research. 
Empirical results that trust in mission is more tided to trust in activities effectiveness, than 
to trust in leadership. 
The second theoretical value is adapting trust concepts to social non-profit volunteering 
Romanian context. 
Managerial implications underline the necessity to improve activities efficiency in order to 
increase mission trust. Values and purpose as components of the mission are mandatory 
in establishing every organizational marketing strategy. A consistent internal promoting 
policy has to align activities to accomplish in an efficient manner the organizational 
objectives in order to increase trust in such a way volunteers would be able to measure 
and to quantify results of their activity. Perceived good results, good responses from the 
beneficiaries have a positive and direct influence on mission trust. On the other side, 
negative experiences with beneficiaries, or lack of abilities in conducting efficient activities 
lead volunteers to lack of commitment and finally to turnover. 
Another responsibility of non-profit management is promoting activities in a way volunteers 
should perceive it as effective, diminish discrepancies between expectations and the main 
tasks. 
Leadership approach to volunteers is also direct influencing trust in the mission. Negative 
experiences may lead to turnover and lack of trust, on the other side support and personal 
example, performance and respectable values of the leaders lead to increased 
commitment and sustained volunteering. 
Non-profit organizations have a valuable and specific human resource: volunteers. In 
order to maintain sustained volunteering non-profit management has to maintain an 
internal marketing policy oriented on consolidating a trustable mission, trustable 
leadership and effective activities. 
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