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Familiarity, role clarity, role ambiguity, role conflict and dedication among volunteers

Abstract
This study addresses the problem that volunteera eel unfamiliar with the organization

and that they are often uncertain about theirwdtkin the organization (Pearce, 1993). In order to
examine these problems a cross-sectional survegmgswas conducted. Research participants (n =
197) were volunteers from three different organizet. The results, analyzed with multiple
regression analyses showed, in accordance withyihetheses, that the feeling of being familiar with
the organization increased role clarity and de@@asle ambiguity and role conflict. We also
predicted and found partial support that the feetihfamiliarity increases the volunteers’ dedioati

to the organization through role clarity, role agusty and role conflict. Multiple regression anadgz
also showed that the feeling of being familiar vitib organization increased when volunteers had a
mentor, received training and had social contadtsmthe organization. Theoretical implications,
practical implications, limitations of the preseesearch and suggestions for further research are

discussed in the discussion.
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Volunteer work is work for an organization thatuigpaid and without any obligations and is
meant to help others (Boezeman & Ellemers, 2007@r& are many volunteers who make this effort
to help others, however at the same time they dé&ehunfamiliar with the organization and with
their working role within the organization (Peart893). This is because volunteers do not have
formal ties with the organization; they are unpaatkers, often do not have a contract of
employment and have less contact with the orgaoniz#than paid workers (Pearce, 1993). The
feeling of unfamiliarity with the organization imlunteers is problematic for organizations with
volunteers because it undermines the commitmewblohteers to the organization. Thus it is
important for organizations to ensure that volurgdeel familiar with the organization and therefor
in this research the concept of familiarity witle thrganization is introduced. The focus in thiglgtu
is on whether familiarity with the organizationgognition, knowledge of the organization, affective
organizational commitment and embeddedness) maltesteers less insecure about their role in the
organization and leads to more dedication to thenteer work among volunteers. We also want to
investigate if having social contacts within thgamization, receiving training or having a mentor i

the organization increases the feeling of familyanith the organization among volunteer workers.

Familiarity with the organization

Familiarity with the organization involves that kers feel recognized by the organization,
that workers feel that information is communicagel@quately by the organization and that workers
feel embedded within the organization. For furtlnederstanding of these components of familiarity
with the organization, these components will bel&xrpd. Recognition involves that the worker feels
appreciated by the organization (Fisher & Ackerni®198). The organization can show its
appreciation in private, from volunteer coordinaera representative of the organization to the
individual volunteer, which is known to increaselfiegs of competence and satisfaction among
workers. However, organizations can also show tygareciation in public which will increase the
status of the workers (Turner, 1988). Adequate camaation quality refers to the evaluation that the
organization communicates everything that the wonleeds to know about the organization
(Galindo-Kuhn & Guzley, 2008). Job embeddednessaiomthe connections a worker feels with the
activities and people within the organization,dhtains also how well workers perceive the job fits
them and it contains the perceived sacrifices warkeel they have to make when they leave the
organization (Mitchell, Holtom, Lee, Sablynski, &z, 2001). If a worker experiences these three
components (recognition, adequate communicatiotitguembeddedness), then the worker will feel
as a part of the family with the organization; ther words the worker will feel affectively comneitt
to the organization (Allen & Meyer, 1990). The gims that rises now is whether these four

components are relevant for the work behavior tdiveers.
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The first component, recognition, influences voaars’ job attitudes. Fisher and Ackerman (1998)
found that if volunteers feel recognized by theamigation, they are much more willing to remain a
volunteer for that organization. Adams and ShepkEe86) found with questionnaire research that
the feeling of being recognized increases job feati®n and that job satisfaction increases the
willingness to remain a volunteer. Adequate commation quality also increases job satisfaction
(Adams & Shepherd, 1996). So, adequate communicgtiality also positively influences the
volunteers’ attitudes. Adequate communication dyaliso increases the feeling of commitment and
makes the volunteer more attached to the orgaaizétinoke, 1981). Mitchell, Holtom, Lee,
Sablynski and Erez (2001) investigated the lastpmrant, job embeddedness, and found through
surveys that job embeddedness predicts the irddaatve and job turnover. Studies thus show tlet th
components of familiarity with the organizationatel to positive job attitudes and emotions of
volunteers. Through these emotions and positiveajtitudes volunteers feel more emotionally
attached to an organization and therefore moretafiecommitted to the organization (Kanter,
1968). Boezeman and Ellemers (2008) found out svifuestionnaire research that affective
organizational commitment is a source of work metion for volunteers. Allen and Meyer (1990)
investigated the influence of affective organizaéibcommitment on job turnover and found with the
help of questionnaire research that this compowastnegatively linked to job turnover.
Summarizing we can say that the four componente@tion, adequate communication quality, job
embeddedness and affective organizational commi)noéfamiliarity with the organization are

relevant for the work motivation of volunteers.

Role clarity, role ambiguity and role conflict

However we still don’t knowvhy the feeling of familiarity with the organizatiavould
increase the effort a volunteer puts in an orgaioimaFamiliarity with the organization might
increase the role clarity and might decrease tleeanmbiguity and the role conflict that a volunteer
regularly experiences (Pearce, 1993) and theréfergolunteer feels more dedicated to the volunteer
work. Role clarity is the opposite of role ambigugind role ambiguity refers to the feeling of a
volunteer that the activities that are expectethflom by the organization are not sufficiently
articulated in terms of domain, methods and fuifédht and consequences of role performance
(Hassan, 2013, p 717). Role conflict occurs whervtilunteer receives inconsistent messages (Rizzo,
House, & Lirtzman, 1970). A lot of role ambiguitgchrole conflict exists among volunteers, for
instance because they receive mixed messagesthkouvork. Some messages show appreciation
other messages show indifference towards the vedusit{Pearce, 1993). The roles of volunteers are
often vaguely defined and volunteers spend fewdpar week working for the organization, so they
have fewer contacts within the organization thad parkers, which can lead to role ambiguity
(Pearce, 1993).
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Role ambiguity and role conflict are problems fogamizations with volunteers because they
are associated with decreased effort and job padonce, lower job satisfaction, lower commitment
and more stress (Abramis, 1994; Rizzo, House, &irian, 1970). An investigation through
guestionnaire research from Hassan (2013) show# thrganizations make the role of workers
clearer that workers feel more job satisfaction trad there is less job turnover. Another studyk],
Gordon, & Taber, 2002) found that when the taskkguoals of workers are very specific, they will
become aware of the importance of the tasks aricetthences their effort.

Hence, we predict that if a volunteer feels moraifiar with the organization the volunteer
feels more committed to the organization and thefebls more motivated to work for the
organization due to role clarity. In a similar veive suggest that the four components of famijiarit
with the organization diminish role conflict amowgjunteers and this might lead to more job
satisfaction, more work effort and the intentiomémain a volunteer (Hassan, 2013; Yukl, Gordon &
Taber, 2002). For example organizations can providienteers via adequate communication quality
with clearer job descriptions, this can createtéeb@nderstanding of their role among volunteers,
which leads to more job satisfaction and which msake volunteer more willing to stay involved
with the organization (Wharton, 1991). Another epéaris that when volunteers feel familiar, they
will also feel more recognized for their work amefthat their work is important. This might give
volunteers a more certain feeling about their wantll role and so the volunteers will experience less
role conflict (Pearce, 1993). This feeling thatitleork is important might enhance the work effort
among volunteers (Yukl, Gordon, & Taber, 2002) afiinfamiliarity also includes the connections
volunteers have with the activities and people withe organization. These connections might be
useful, because volunteers can ask questionsitactrections and gain information about their
tasks in that way, which might lead to more rokity.

This leads to the following hypothesis:

Hypothesis 1a: Among volunteers, familiarity with the organizatirelates positively and directly to
role clarity and negatively and directly to rolelaguity and role conflict within the organization
(H1a).

Also familiarity with the organization relates pi&ly and indirectly to dedication to the voluntee

work via role clarity, role ambiguity and role ctof (H1b).

Dedication to volunteer work

In the previous chapter we predict that the comptsef familiarity with the organization
(recognition, adequate communication quality, jolbeddedness and affective organizational
commitment) will lead to more dedication to thewrker work, through role clarity, role ambiguity

and role conflict. But what does dedication totbiinteer work means exactly? We will use the
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concepts: work effort, intent to remain, willingsds volunteer and voice behavior to investigage th
dedication volunteers have to their work and treesaponents will be discussed in this section.

First work effort will be discussed. Work effortrche described as the energy a worker exerts
in a certain task (De Cooman, De Gieter, Pepernidaggrs, & Van Acker, 2009). According to
Kanfer (1990) work effort can be divided in thremensions: The first refers to what a worker does
(the direction), then how hard a worker works dask (intensity) and finally how long a worker
persists in completing tasks (persistence). The passistence, will be researched in this studyén
form of the intent to remain and intent to remaimigood predictor of job turnover (Miller, Powdll,
Seltzer, 1990). It is important to make sure wasletert much work effort in organizational tasks,
because in this way the performances of this wonkkincrease. All three dimensions can be
measured with the ‘Work Effort Scale’ (De Coomare, Gieter, Pepermans, Jegers, & Van Acker,
2009). For example direction can be measured Wwahtem: ‘1 do my best to do what is expected
from me.” A sample item of intensity is: | think ofyself as a hard worker’ and a sample item for
persistence is: ‘| do not give up quickly when sthimey does not work well.” Second, willingness to
volunteer is the willingness to help others (Sin®trmer, & Steffens, 2000). Willingness to
volunteer is an important outcome variable, bec#usders to the willingness volunteers feel torko
for the organization and the willingness they tegbromote the organization, which is beneficial fo
the organization, because it makes the organizatimme knownA sample question to measure this
is: ‘I am willing to raise money for the organizatl. The last concept, voice behavior, is alsovate
for dedication to the volunteer work. Voice behavsdefined as the expressions and constructive
suggestions workers make with the intention to maprtheir work and not with the intention to
criticize or complain. Voice behavior is an extffoe, and is made out of the workers’ own initiegi
(LePine & Van Dyne, 1998). Katz and Kahn (1978)atib® voice behavior as challenging the status
quo with the intent to improve the situation anattoice behavior is important because it contabut
to the organizational effectiveness. Voice behami@so very important nowadays because it
enhances the organizational flexibility (Howard93® This concept is measured with a six item scale
of van Dyne and LePine (1998) and a sample quesfitme original scale is: ‘This particular co-

worker develops and makes recommendations conggigsnes that affect this work group.’

Antecedents of familiarity with the or ganization

We discussed what familiarity with the organizatie and what its components are. However
it is also important to know what the antecedehfamiliarity with the organization are in order to
create interventions that increase this feelinfaofiliarity with the organization within volunteers
We predict that training, having a mentor in thgamization and having social contacts will increase
familiarity with the organization.

As mentioned before a lot of volunteers do not fagliliar with the organization; According

to Stubblefield and Miles (1986) many long-timewttkeers report that they need more education in
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order to be prepared for the volunteer tasks theywtending and according to Brudney (1992)
volunteers made clear they often need more knowleag training. Also Skoglund (2006) found

with questionnaire research that volunteers walieltb have more training and professional
development in their work, because they did ndtfgespared for the whole job. Besides the feeling
of being unprepared volunteers often feel alonéiwian organization (Skoglund, 2006). These
feelings of being unprepared and being alone &edhsequences of not having the same formal ties
with the organization as paid workers. Volunte@ensl fewer hours at the organization they work for
and so it is likely that they make fewer contacithiv the organization than paid workers (Pearce,
1993). They also develop fewer skills because #peynd less time doing their work than paid
workers. These feelings also make volunteers fgédiss familiar with the organization and so, to
make them feel more familiar with the organizatiorganizations have to undertake action to
diminish these feelings among volunteers. Traiwiogld be a good option to diminish these feelings,
because training gives them the opportunity tagé&nhow more volunteers, and to gain knowledge
about the organization, the work they have to dbabout the skills they need to perform their tasks
properly. This means that training increases tkbrfg of embeddedness among volunteers, because
they will make more connections with people wittlie organization. It also increases the adequate
communication flow, because a training providesimtders with information about the organization
and their tasks. At last training might increase fdeling of being recognized by the organization,
because the organization makes an effort to makegdhunteers feel more familiar with the

organization. This leads to the following hypotisesi

Hypothesis 2: Training will increase the familiarity with the @gization among volunteers.

Having a mentor within the organization could ad#minish the feelings of being alone and
being unprepared. When the volunteers have a mesittun the organization they will receive more
supervision and knowledge from the organizatiomdBey (1992) found with questionnaires that
volunteers would like to have more supervision lamowledge and according to the questionnaire
research of Galindo-Kuhn and Guzley (2008) an esioanof knowledge about the tasks a volunteer
has to fulfil and about the organization will inase the adequate information flow that the volustee
receive. A mentor also gives the volunteers a newnection with in the organization and the more
social connections or relations a volunteer hab thi¢ organization, the more a volunteer feels doun
to the organization (Mitchell, Holtom, Lee, Sablkihs Erez, 2001). The volunteer feels more as if
he is a part of the organization, because the argthon invests a mentor in the volunteers and make
an effort to give them proper information. The vakers feel more seen, more visible, because ®f thi
effort. So, they feel more recognized (Fisher & ékan, 1998). Therefore we propose the following

hypothesis:
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Hypothesis 3: Having a mentor in the organization will incredise feeling of familiarity with

the organization among volunteers.

Finally, we predict that knowing people in the argation might also increase the familiarity
with the organization, because if volunteers knewapde within the organization they have already
connections within the organization who they candqgestions about the organization and about the
work that is expected from them. This refers taugrontegration, the social relationships a voluntee
has within the organizations. Group integratiopasitively related to job satisfaction and the mte
to remain a volunteer (Stevens, 1991). Knowing feeopght make volunteers feel more embedded
within the organization and it can provide volumgeeith information that is necessary, which

increases the adequate communication quality. [Eaigs to the fourth and last hypothesis:

Hypothesis 4: Knowing people within the organization will increathe familiarity with the

organization for volunteers.
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Figure 1. Familiarity with the organization is expected to relate positively and directly to role clarity and negatively and directly to role ambiguity
and role conflict (hypothesis 1a) and positively and indirectly to dedication to volunteerwork, through role clarity, role ambiguity and role conflict
(hypothesis 1b). Receiving a training, having a mentor and already knowing people within the organization are expected to relate positively and
directly to familiarity with the organization (hypothesis2,3 &4).

Method

Participantsand design
To collect data for this study we distributed avey in three organizations in the

Netherlands. Two of the organizations were hosp#dald one organization works to improve the

safety in traffic.197 Surveys were returned, ofahhl 32 surveys were complete and could be used
for further analysis (N = 132). 42 Percent of thetipipants was male and the participants had an
average age of 61 years old (SD = 12, 7). On aeethg participants performed about 5,4 hours of

volunteer work per week (SD = 5,6).
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Procedure

The coordinators of every organization receive@-amail with a link that gave access to the
survey through a digital survey program, calledligiea. The coordinators distributed the e-mail to
the volunteers by e-mailing them or by sharinglithleon a forum for the volunteers in that
organization. The survey started with an informedsent form that provided information on the
rights as participant and asked whether the ppatitiwanted to participate in this study. Partictpa
could choose to participate or not by clicking ba tyes, | will take part in this study voluntamydl
understand my rights’ button or by clicking on the’ button. The survey closed automatically, when
the participants clicked on the ‘no’ button.

After filling in the informed consent and the swyvéhe volunteers were debriefed and
thanked for their participation. The surveys wartomatically saved in qualtrics after the particitsa
finished the debriefing.

M easures

All the measures that were used, were translated &lready consisting scales into Dutch.
First we measured familiarity with the organizatamsa composite measure out of the components:
recognition, adequate communication quality, jolbeddedness and affective organizational
commitment.

We measured recognition with items from the stofxckerman and Fisher (1998) at a 5-
point scale (1 = strongly disagree, 5 = strongheay) A sample item is: ‘< name organization>
properly thanks its volunteer.” Also one item wagd from the volunteer satisfaction index (Galindo-
Kuhn & Guzley, 2002): ‘<Name organization> acknosges the work | do,’o( = .93).

Adequate communication quality was measured wgtins from the volunteer satisfaction
index that were used by Galindo-Kuhn and GuzleY220The items were answered on a 7-point
scale (1= very dissatisfied, 7 = very satisfied).@&ample of an item is: ‘| am satisfied with the
access | have to information concerning < namerozgsion>,’@ = .93).

Job embeddedness was measured with a scale thabmassed by Mitchell, Holtom, Lee,
Sablynski, and Erez (2001). The original scale @imstsix dimensions, but three dimensions are
about the community people live in, instead ofdhganization. Therefore we left those three
dimensions out of this study. The three subscal@swere important for this study, were: a scadd th
measures how well a person fits the organizatibschle), a scale that measures the connections a
person has within the organization (links scale) arscale that measures the sacrifice one has to
make if he or she quits the organization (sacriicale). Sablynski and Erez (2001) made an
composite average of these dimensions, howevéidrstudy only the fit scale and the sacrifice scal
were used because the link scale was not usabled@omposite measure. The items of the scales
were measured on a 5-point scale (1 = stronglygdiga 5 = strongly agree). A sample item of the fit
scale is: ‘I like the members of my work group,’< .63). A sample item of the sacrifice scalelis: *

would sacrifice a lot if | left this job,'o(= .69).
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At last for familiarity with the organization, weeasured affective organizational
commitment. To measure affective organizational mitment we used the Affective Organizational
Commitment scale (Allen & Meyer, 1990) at a 5-pacéle (1 = strongly disagree, 5 = strongly
agree). A sample item is: ‘| feel like part of tiaenily at the organization,o(= .86).

Next we measured role clarity with items developgdbteers (1976). The items were
measured on a 6-point scale (1 = strongly disa@reestrongly agree). A sample item is: ‘I know
exactly what | am supposed to do on my jol,=(.87). The role ambiguity scale and the role boinf
scale were also used. The scales were developRtzby, House, & Lirtzman (1970) and the items
were measured on a 7-point scale, ranging from fasg to very true. An example item from the role
ambiguity scale is ‘I know exactly what is expectéane,’ @ = .90) and an example item from the
role conflict scale is ‘I receive an assignmenhwiit adequate resources and materials;y (88).

The dedication of the volunteers was measuredfoithscales. First, it was measured by the
work effort scale (WESC) from De Cooman, De GieRapermans, Jegers, and Van Acker (2009) on
a 7-points scale ( 1 = fully disagree to 7 = fudlyree). An example is: ‘I really do my best in rop |
(o =.92). Then intent to remain was measured onpoBy scale (1 = very unlikely, 5 = very likely),
based on a scale from Miller, Powell and Seltzé8@). An example is ‘How likely is it that you will
quit your work as a volunteer at <name organizatieithin the next 6 months?a(= .83). Third we
used a scale about the willingness to volunteezdas a scale from Simon, Sturmer and Steffens
(2014), with ‘I am willing to give education abotmame organization> in schoolsl £ .68) as an
example item, measured on a 5-point scale (1 =legry5 = very high). At last we used a scale to
measure voice behavior from Van Dyne and Le PiB8§). Iltems were measured on a 7-point scale
(1 = strongly disagree, 7 = strongly agree). Amapxia item is ‘I develop and make recommendations
concerning issues that affect the volunteering vedrk name organization>a & .94).

To measure training opportunities, we used a sufdfeice and Mueller (1986) to measure the
possibilities for growth in the organization at-p@int scale. An example item is ‘The organization
provides me the opportunity to improve my skillsl&mowledge,’ ¢ = .63). In addition training was
measured with the understanding scale of the ve&urrfunction index (Clary et al., 1998). An
example is ‘I can learn more about the cause fachvham working,” ¢ = .89). The items were
measured on a 7-point scale (1 = not at all impdi&ccurate, 7 = extremely important/ accurate).

Supervisor support or mentorship available for mtders within the organization was
measured with an adapted version of the perceixgah@zational support scale (Eisenberger et al.,
1986) previously used by other researchers forrdéng supervisor support for workers. The items
were measured with a six-point scale (0 = strodigggree, 6 = strongly agree) and a sample item is:
‘My supervisor values my contributions to the wadling of our department,&(= .99).

Finally we measured social contact within the oiz@tion with the social integration items of
the volunteer function index (Galindo-Kuhn & Guzl@p02). With as an example question: ‘| am

satisfied with the friendships | made with othelwreers in < name organization>#¥ .89). The
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items were measured on a 7-point scale (1 = ralt mhportant/ accurate, 7 = extremely important/
accurate).

Results

Factor analysisand correlations

To check whether the different scales that werd,useasured different constructs and to
check on overlap between scales a factor anal€i8, with varimax rotation, was performed. The
PCA showed that almost each factor reflected orteeo§cales. Almost without exception, items of
each scale loaded on one factor. This means timaishleach scale measured a particular construct.
The exceptions were recognition, adequate commtimicguality and embeddedness. Recognition
and adequate communication quality were togethenédimension in the total factor analysis (14
factors), however this is a good thing, becaushatvs that these two components of familiarity with
the organization can be measured as one constriict) gives support for the new concept
familiarity with the organization. Embeddedness mid really fit in this factor analysis, however
earlier research showed that the three dimensibesmbeddedness are measurable as one construct
(Mitchell, Holtom, Lee, & Erez, 2001). That is whynbeddedness will be used anyway.

We made average scores for all the scales to conduelation analyses. The variables
related as expected. Affective organizational commant related positively with role clarity € .48,
p <.001) and negatively with role ambiguity< -.53,p < .001). The same goes for the other three
components of familiarity. Having a mentor relapsgitively with recognitionr(= .44,p < .001),
adequate communication qualityX .23,p < .01), embeddedness< .30,p < .001) and affective
organizational commitment € .23, p < .01).

Tzble 1
Correlations betwesn
averaged constructs

Construct ¥ 2 1 2 3 4 5 6 7 8 o 10 u 1 13
1. Mentor 356 119

2. Training 07 L7 263"

3. Understanding 552 09 100 319"

4. Social integration 530 105 080 01 386™

5. Recognition 354 092 435" 309" 1910 257

Sﬁ;‘ii?q“a‘e commumieaion 5a0 jag 230 254" 034 218 580”

7. Embeddedness 353 055 207" 32" 30" 3070 449" 35

§ Affective organizations] 303 073 26" 236 W™ 31T 405 316 632

9. Role dlarity 451 103 338" 261 254" 309" 437 4m™ st amt

10. Role ambignity 278 LIS 285 L2617 28 4407 -502% 4317 600 528 -774"

11. Role conflict 321 107 277 -169°  -091 159 470 35T 300 -30% -3 M7 -

12 Work effort 503 060 182° 2517 454 203" 212° 235 513 30T amt 355t o -

13. Intent to temain 405 097 12 091 204 250" 312" 118 486" 513 3157 440 37" 180°

14 Willngness tovohmeer 305 130 092 149 276" 131 47 149 2000 317° 130 _189°  _061 313 335 -
15. Voice behavior 503 LIS 073 084 285 83 038 037 300° 301 2457 _208° 120 473" 307 27"

*p< 5. **p< 00l

11



Familiarity, role clarity, role ambiguity, role conflict and dedication among volunteers

Direct effects

Before the multiple regression analyses were peédr; an average was made of the four
components of familiarity. The recognition scales scale of adequate communication quality, the fit
scale of embeddedness, the sacrifice scale of efeldadss and the affective organizational
commitment scale all had to be changed in a corteesore from 0 to 100, in order to make this
assembled average of familiarity.

Hypothesis 1a, among volunteers, familiarity whk brganization relates positively and
directly to role clarity and negatively and dirgdib role ambiguity and role conflict, was suppdrte
by the data. FamiliarityB(= .60,p < .001) was positively and directly related witter clarity and
predicted 35,9 % of the variance in role clar®y £ .36). In other words the more familiar a
volunteer feels with the organization the bettebhehe knows what tasks to perform. Familiarity
with the organization had to be negatively relatétth role ambiguity and role conflict in order to
support the hypothesis. Indeed familiarity= -.66,p < .001) was negatively and directly related with
role ambiguity and predicted 43.1% of the variaincele ambiguity R = .34). Familiarity @ = -.48,
p < .001) was also negatively and directly relatéti role conflict and predicted 23.1% of the
variance in role conflictf = .23). The more familiar a volunteer feels with theanization, the less
doubt and conflicts a volunteer has about thehwlbr she fulfills within the organization.

We also hypothesized that trainings for volunteleasing a mentor in the organization and
knowing people in the organization will increase tamiliarity with the organization among
volunteers (Hypothesis 2, 3 and 4). Multiple regi@s showed that having a mentpr=.29, p <
.001) and already knowing peope< .27,p = .001) indeed were positively and directly asatszi
with familiarity and so the data supported hypo#ise3 and 4. Training was measured on two scales
of which one, the training scale of Price and Mere{lL986), § = .23,p < .01) showed a positive and
direct relation with familiarity and of which theher, the understanding scale of Clary et al. (1998
(B =.11,p = .199) gave a positive, but insignificant relatwith familiarity. These four measures
together predicted 32 % of the variance in famita(R = .32).

In sum these results give support for the hypothddgpothesis la is supported because
results showed that when the feeling of familianiigreased role clarity also increased, while role
ambiguity and role conflict decreased. Hypothese&sdhd 4 are supported because the results
showed that when volunteers were more satisfiek thigir mentor, felt that they had good
opportunities to learn new things in the organ@atr when they felt more socially included,

volunteers felt more familiar within the organizati

Indirect effects
According to hypothesis 1b a feeling of familiantjth the organization increases the
outcome variables (work effort, intent to remairillimgness to volunteer and voice behavior) vigerol

clarity, role ambiguity and role conflict. Thesdlirect effects were tested with mediation analyses
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described by Baron and Kenny (1986). After checkithgther the criteria that are necessary for
mediation were met, three analyses remained. Binslysis showed that the direct effect of
familiarity (b = .02, = .39,p < .001,R? = .15) on work effort, became less significamt(.01, =
.23, p <.05) when role claritp & .16,3 = .25, p < .05) was added as a predictor in tladyars. This
is a partial mediation, because the effect of tidependent variable on the dependent variable
mediated, but did not become non-significant wide clarity was added to the analysis. According
to the Sobel tesz 2.28,p < .05) the indirect effect of familiarity on worlkfert via role clarity was
significant, meaning that volunteers work hardeewthey feel more familiar with the organization
because they feel clearer about the role theywityn the organization. As a final check, the
bootstrap method of Preacher and Hayes (2004 satsoed that the indirect effect was significant,
because zero did not fall in the 95 % confidenteriml. Second, the direct effect of familiarity%£
.01,p = .17,p = .059,R? = .03) on voice behavior became non-significant (00,8 = .03,p = ns)
when role clarityl§ = .26, = .23, p < .05) was added in the analysis. Thidign a full mediation
and Sobel'’s testz= 2.08,p < .05) was also significant. However, the bootstregthod (Preacher &
Hayes, 2004) was not significant for this indireffect. The zero fell in the 95 % confidence ingdrv
Thus the effect was marginal significant (p < .Hally, the direct effect of familiarityb(= .03, =
44.p < .001,R? = .19) on intent to remain, became less signifi¢ar .02, = .26, p < .05) when
role ambiguity b = -.23,8 = -.27, p < .01) was added to the analysis. Thist a perfect mediation,
but again significant according to the Sobel test 2.55,p = .01). Also, the bootstrap method
(Preacher & Hayes, 2004) showed significant supjporthis indirect effect. The zero fell in the 96
confidence interval. This means that volunteersrawee likely to stay a volunteer when volunteers
feel more familiar with the organization, because more familiar a volunteer feels, the less role
ambiguity this volunteer experiences.

To conclude, we can say that the results of tHeent effects showed partial support for

hypothesis 1b.

Discussion

In sum, this study indicates that when volunteees inore familiar with the organization; so
when they feel more recognized, embedded, emoljoimablved and when they have adequate
knowledge of the organization, volunteers will esk@ece more role clarity, less role ambiguity and
less role conflict. This in turn increases the wbders’ dedication to the organization. This statbp
shows that when volunteers have a mentor, knowlpedthin the organization and/or receive

training for the volunteer work, they will feel mefamiliar with the organization.

Theoretical implications
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A problem for volunteers is that they often feefamiliar with the organization (Pearce,
1993). This enhances role ambiguity and role coinfliow role clarity leads to less dedication te th
volunteer work. Previous studies among paid em@syhowed indeed that role ambiguity and role
conflict undermine positive job attitudes of work¢Mitchell, Holtom, Lee, & Erez, 2001; Hassan,
2013; LePine & Van Dyne, 1998; Rizzo, House, & tinn, 1970). However these previous studies
used paid employees as participants. Volunteerditiegent from paid employees, because for
instance they spend fewer hours in the organizatimy do not receive a salary for the work they do
and they often do not sign a contract (Pearce 199%®) present research addressed this issue and
showed that when volunteers feel more familiar \thign organization, they perceive more role clarity,
less role ambiguity and less role conflict. Thisde to more dedication to the volunteer work. We
also investigated how organizations can create fiaondiarity with the organization among
volunteers. Having a supervisor within the orgatiieaincreases the feeling of familiarity and also
having a training for the volunteer work and knogvpeople within the organization increase the
feeling of familiarity.

Although it is known that an important problem faunteers is that they often feel
unfamiliar with the organization (Pearce, 1993is ttoncept of familiarity with the organization was
never defined before, nor were there any scalesetasure this concept yet. Nevertheless there are
already concepts investigated in the literaturé hlae to do with familiarity with the organization
(Fisher & Ackerman, 1998; Galindo-Kuhn & Guzley 020 Mitchell, Holtom, Lee, & Erez, 2001;
Allen & Meyer, 1990). That is why we made a commbsencept of familiarity out of these four
components. This new concept, familiarity with tdrganization, was tested in our research on
volunteers and familiarity with the organizationl@ed showed to be a predictor for role claritye rol
ambiguity, role conflict and for dedication to th@unteer work. The feeling of familiarity also
increased when volunteers had a mentor, attentr@thang or knew people within the organization.
This new concept makes further research also siipézause now researchers do not have to use
the four components in their studies, they can Bimge the total score of the four components,

according to the factor analysis. This will makéufe studies about this subject clearer.

Practical implications

This study also provides practical information. fehis little research about volunteers and
how organizations can increase their feeling ofilianity with the organization. This study shows
that volunteers will feel more familiar with thegamization when they receive a training, have a
mentor or when they know people within the orgatiiza Thus organizations should provide
volunteers with a mentor, with training or they baw provide activities where volunteers can get to
know each other.

Having a mentor within the organization gives tbh&mteers support. This support can be

focused on the emotions of the volunteers and Isanb& focused on the task a volunteer has to
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perform. For instance, a mentor can encouragedhmteers when they need it, this will make
volunteers feel more appreciated and recognizatdynentor and by the organization (Fisher &
Ackerman, 1998). For this reason having a mentbaeces the feeling of being familiar with the
organization among volunteers. The mentor alsoigesvthe volunteers with adequate knowledge
about the organization, they can give an explanattwut how to perform a task and they can give
positive or negative feedback to the volunteerss Tritreases the adequate communication quality
and thereby increases the feeling of being familiéin the organization.

Training also contributes to an increased feelingeing familiar with the organization. First,
when volunteers have a training day, they have aflopportunities to socialize with one anothed an
to get familiar within the organization. For instanwhen they get exercises where they have to work
together or during an acquaintanceship round ifb#ggnning of the day. This day will give
volunteers more connections within the organizasind thus makes them feel more embedded within
the organization (Mitchell, Holtom, Lee, & Erez,(). Of course, a training provides the volunteers
also with adequate knowledge about the organizatimhabout the tasks they have to perform. This
increases the adequate communication flow and nthkeglunteers feel more familiar with the
organization. Third, training will make voluntede®| appreciated by the organization. The
organization invests in them and makes an effoprépare the volunteers for their job, this incesas
the feeling of being recognized and thereby entatimefeeling of familiarity with the organization.
At last training will contribute to the feeling being emotionally involved with the organizatiohisl
a warm welcome, which provides knowledge, connastiwsithin the organization and a feeling of
being recognized. All that will give the volunteerseeling of being part of the group already.

Third, knowing people in the organization will alsantribute to a feeling of being more
familiar with the organization. The new volunteeas consult their acquaintances for knowledge
about the organization, which will increase thecadg#e communication flow. They will also feel
more embedded within the organization, becauskeopéople they already know. It is smart for
organizations to hire new volunteers who alreadywkpeople within the organization. They can do
this for example by asking their paid employees\asidnteers if they know people in their neighbor
who would like to volunteer or to ask to their paidployees and volunteers if they want to spread
advertisements about volunteer work within thegamization in their surroundings.

As mentioned before, this is the first study tedmines role clarity with regard to
volunteers. Role clarity is studied with paid enygles before (Hassan, 2013) and they found that role
clarity influences turnover rates negatively. Thesent study found that role clarity influences the
dedication to volunteer work positively within volieers. So, it is important for volunteers to have
clear roles. To make roles clearer for voluntetes organization should not only make sure that the
describe the roles to their volunteers, they dtemkl verify if the volunteers understand the rahest
they are expected to perform and the organizationld explain her expectations to the volunteers.

Perhaps the mentor of the volunteers could takedleeclarity for volunteers into account, they can
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explain the tasks to the volunteers and give thenteers space to ask some questions and help them

if they do not understand something.

Limitations of the study and suggestionsfor further research

A limitation of the present study is that the datanly obtained from cross-sectional self-
reports. To analyze the data only correlationdinégues were used, which makes it difficult to
conclude causality of the components in this siiMighoney, 2001). However the theory of the
present study was supported by our data and dteo studies showed results in the same direction.
For example previous studies showed that job tlen®/negatively linked with embeddedness,
adequate communication quality and affective orgtional commitment for paid employees and
volunteers (Mitchell, Holtom, Lee, & Erez, 2001;l@do-Kuhn & Guzley, 2002; Allen & Meyer,
1990). Fisher and Ackerman (1998) showed that theemolunteers feel recognized the more hours
they are willing to donate to the organization.tRermore, Hassan (2013) found that role clarity
increases the intent to remain and job satisfactidiich is in line with the data of the presentstu
So, although the present study only used corra@lakimchniques for analyzing the data, the resuts
in line with previous research, which makes thes@nt research relevant for further research. Furthe
research in an experimental setting is neededderdo make conclusions about the causality.

Another limitation is the generalizability of tlhe@tcomes of this study, because not every
volunteer that we sent the questionnaire respontearesponse rate of the volunteers of the two
hospitals that participated was 28 percent togethemresponse rate of the volunteers of the third
organization was unknown, because the manageeaofdlunteers did not know how many volunteers
the organization has. The problem with a respoatgeunder the 100 percent is that it might be that
only the enthusiastic volunteers responded. Theoregers might think differently about the
organization and their tasks than the non-respanééiich lead to other answers on the
guestionnaires. In order to examine this limitatioon-responders should be asked a second time to
fill in the questionnaire, thereafter responsethefnon-responders should be compared to the
responses of the responders. If the responses ofotfir-responders are similar to the responsesof th
responders there is no problem with the generaligabf this study. If not, there is a problem Wit
the generalizability. However, if especially entlastic volunteers responded to the questionnaire it
would be reasonable that these enthusiastic vaumtge the core of the volunteers working in the
organization. Core volunteers are more involvedngjpmore time in the organization, are more
informed about the organization (Dubin, Hedley, &&ggia, 1976) and thus they are more
representing the organization.

One suggestion for further research is to invagtighe behavior of the volunteers. In this
study only attitudes were measured through questioes. Attitudes are relevant to investigate,
because they guide behavior, however they areneaddme (Sorrentino & Higgins, 1986). In this

study some important predictors for dedicationdtumteer work were tested: familiarity with the
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organization, role clarity, role ambiguity and rofenflict. But, future researchers should examine
familiarity, role clarity, role ambiguity and rotnflict in experimental settings, so we can learn
about the behaviors of the volunteers in thesengsttEspecially for familiarity and role claritis is
important because they are new concepts in thedwedrrolunteers.

Secondly, the new concept of familiarity with thganization should be investigated further
in future research. This is the first time thastboncept was defined and that it was measured,
because we composed a scale out of four comporidrgse components have to do with familiarity,
but it might be that there are more componentstthag to do with familiarity that also should be
included in the concept of familiarity. Further easch should also focus on the scale for familiarit
with the organization: are there more questionsghauld be included in the scale or are there
guestions that are better to exclude from the 8daléamiliarity with the organization a predicfor
more concepts besides role clarity, role ambigudle conflict and dedication to the volunteer wbrk

In this study training appeared to be a prediatottie feeling of familiarity with the
organization, however in the present research eemqus researches (Fuller, Hester, Barnett, Frey,
Relyea, & Beu, 2014) the different types of tragdrand what type of training is most effective, aver
never investigated. Now that the present reseaastshown that training is an important predictor fo
the feeling of being familiar with the organizatjdnis also important to investigate which type of
training is the most effective for increasing tigsling of familiarity with the organization. Traitgy
can focus for instance only on the skills of vokers, only on information about the organization or
on both. What type is the most effective? And mdre effective to let the volunteers practicerthei
skills or will providing the volunteers with theobe sufficient. It should be investigated if the
duration of the training influences the effect ba feeling of familiarity with the organization. A
training can last a day, but it can also be spoe®d several weeks. Further research should examine
different kinds of training and their effect on fdiarity with the organization. When organizations
know the most effective form of training they catroduce this type of training in their volunteer

program.
To help organizations with volunteers, the eff@damiliarity with the organization on the

motivation of volunteers was investigated. We hibia¢ organizations with volunteers will use the

insights that this study provides.
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Appendix

Measurements:

Recognition

The organization properly thanks you as a volunteer

The organization shows its gratitude to the volerge

How often the organization acknowledges the waik |

Adeguate communication quality

As a volunteer | am satisfied with:

The access | have to information concerning thamization.

The amount of information | receive about whatahganization is doing.

The degree in which the organization communicdsegdals and objectives to volunteers.

Embeddedness

Fit to Organization

| like the members of my workgroup.

My coworkers are similar to me.

My job utilizes my skills and talents well.

| feel likel | am a good match for this compan

| fit with the company's culture.
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Linksto Organization

How long have you been in your present position?
How long have you worked for this company

How long have you worked in this industry?

How many coworkers do you interact with regularly?
How many coworkers are highly dependent on you?
How many work teams are you on?

How many work committees are you on?
Organization-Related Sacrifice

| feel that people at work respect me a great deal.

| would sacrifice a lot if | left this job.

The benefits are good on this job.

Affective organizational commitment

| feel like part of the family at [organization].
[Organization] has personal meaning to me.

| feel as if the problems of [organization] are awn.
| feel 'emotionally attached' to this organization

| feel a strongsense of belonging to morganization

Role clarity
I know exactly what | am supposed to do on my job.

| understand fully which of my job duties are marportant than others.
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My responsibilities at work are very clear and sfec

Role ambiguity
Clear, planned goals and objectives for my job.

| am able to act the same regardless ef gtoup | am with.

| know what my responsibilities are.

| have just the right amount of work to do.

| know that | have divided my time properly.

I know exactly what is expected of me.

Explanation is clear of what has to be done.

| perform work that suits my values.

Role conflict

| do not know if my work will be acceptable to mgds

| have to work under vague directives or orders.

| work on unnecessary things.

| receive an assignment without adequate resoarésnaterials to execute it.

| receive incompatible requests from two or morepbe.

| work with two or more groups who operate quitiediently.

I have to "feel my way" in performing myutees.

| receive an assignment without the manpower topdera it.
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| work under incompatible policies and guidelines.
| have to do things that should be dorierdintly.

Lack of policies and guidelines to help me.

Work effort scale
| do not give up quickly when something does notkweell.

| really do my best to get my work done, regardisfgsotential difficulties.
When | start an assignment | pursue it to the end.

| do my best to do what is expected of me.

| am trustworthy in the execution of the tasks trat assigned to me.

| really do my best to achieve the objectives efdihganization

| think of myself as a hard worker.

| really do my best in my job.

| put a lot of energy into the tasks that | comneenc

| always exert equally hard during the executiomgfjob.

Intent toremain

How likely is it that you will quit your work as\lunteer at [organization] within the next 6
months?

How likely is it that you will continue your worksaa volunteer at [organization] for the next 2
years?

Willingness to volunteer

24



Familiarity, role clarity, role ambiguity, role conflict and dedication among volunteers

I am willing to raise money for <name organization>
I am willing to give education about < name orgatitm> and <mission organization>.
I am willing to distribute flyers and posters abename organization> and <mission

organization>.

Voice behavior

As a volunteer I:

Develop and make recommendations concerning iskaeaffect this work group.

Speak up and encourage others in this group tmgelived in issues that affect the group.
Communicate my opinions about work issues to otimetisis group even if my opinion is
different and others in the group disagree with me.

Keep well informed about issues where my opinioghtbe useful to this work group.

Get involved in issues that affect the quality airlwlife here in this group. Speak up in this

group with ideas for new projects or changes irc@dares.

Training scale (Price and M ueller)

The organization provides me the opportunity torionp my skills and knowledge

The organization requires me to do the same tlomgsand over again (R)

The organization requires me to keep learning rgngs

Understanding scale
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| can learn more about the cause for whiemlworking.

Volunteering allows me to gain a new perspectivéhimgs.

Volunteering lets me learn things through direends on experience.

| can learn how to deal with a variety of people.

| can explore my own strengths.

Mentorship

My supervisor values my contributions to the wedldg of our department.

My supervisor wants to know if | have any complaint

My supervisor takes my best interests into accaln@n he/she makes decisions that affect me.

Help is available from my supervisor when | hayaablem.

My supervisor really cares about my well-being.

If | did the best job possible, my supervisor woslote notice.

My supervisor is willing to help me when | needpaaal favor.

My supervisor cares about my general satisfactiavoak.

My supervisor shows a lot of concern for me.

My supervisor cares about my opinions.

My supervisor takes pride in my accomplishments.

My supervisor tries to make my job as interestiagassible.
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Social inclusion within the organization

| am satisfied with:

My relationship with other volunteers in the orgaation.

The friendships | have made while volunteering here

The amount of interaction | have with other vol@mgein the organization.

The amount of time spent with other volunteers
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