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Abstract This study examined the influence of leader—
member exchange on volunteers’ job satisfaction and
intention to stay, using supportive supervisor communica-
tion as a mediator. A regression analysis undertaken
showed that the independent variable (leader—-member
exchange) had a direct and significant impact on the
dependent variables (volunteers’ job satisfaction and
intention to stay) in community-based organisations in
Eastern Cape, South Africa. Further analysis showed that
supportive supervisor communication partially mediated
the influence of leader—-member exchange on job satisfac-
tion and intention to stay in the community-based organi-
sations examined. These findings confirm previous findings
about the impact of workplace relationships on volunteers’
attitudes and behaviours, especially as they relate to the
influence of supportive supervisor communication on the
relationship between leader-member exchange and the
identified workplace outcomes in this study. Implications
of the findings for the management of volunteers in com-
munity-based organisations are discussed.
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Introduction

Volunteers are central to non-profit organisations’ (NPOs)
long-term social goals (Scherer et al. 2016; Cavalcante
et al. 2013) of supporting communities through a variety of
activities such as assisting in sports events, cultural events
and respite activities (Cuskelly et al. 2006). In South
Africa, volunteers’ support in the community is present in
the management of HIV/AIDS in the form of psychosocial
and primary healthcare services (Caprara et al. n.d; Fried-
man 2005).

Volunteer-involving NPOs such as community-based
organisations (CBOs) are the main organisations, after
religion-based NPOs, in which volunteers want to donate
their services in South Africa (Statistics South Africa
[StatSA] 2011). Previous studies have confirmed that vol-
unteers comprise an important workforce in NPOs (Usa-
dolo 2016; Karl et al. 2008), that there is a lack of effective
management of volunteers in the NPOs (Eisner et al.2009)
and that sustaining robust interpersonal relationships
between them and their leaders is necessary (Bang 2011).
Hence, understanding the role that management plays in
sustaining interpersonal relationships is central to under-
standing of volunteers’ job satisfaction and intention to
stay.

Past studies about CBOs in South Africa have revealed
widespread dissatisfaction and decreasing interest among
volunteers, with significant negative implications for
healthcare programmes (Akintola 2004: Marincowitz et al.
2004). Similarly, a study of a home-based care programme
in the Limpopo Province of South Africa revealed that 27%
of volunteers had left the programme and a further 5.5%
were no longer actively involved, within a year of their
training (Marincowitz et al. 2004). Studies conducted by
Friedman (2005) and Moetlo et al. (2011) identified lack of
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suitable volunteer management skills and coordination as
challenges faced by home-based care volunteers. Thus, we
believe that management factors play significant role in the
interpersonal relationships volunteers have with their
leaders, which consequently results in several workplace
outcomes such as job satisfaction and intention to stay. As
such, an understanding of management factors, which
includes the nature of interactions or communication,
between supervisors and volunteers might shed more light
on factors influencing volunteers’ job satisfaction and
intention to stay. Although few studies have looked at a
combination of factors that cause volunteer job satisfaction
and turnover intentions in home-based care programmes in
South Africa (see Akintola 2011; Marincowitz et al. 2004),
none of these studies have looked at how management
factor (leader—-member exchange [LMX]) affects volun-
teers’ job satisfaction and intention to stay through sup-
portive communication in South African CBOs.

Hence, research examining the management factors that
affect these workplace outcomes is important for NPO
management. This article discusses the influence of man-
agement factors such as LMX on volunteers’ job satisfac-
tion and intention to stay by examining the possible role of
supportive communication from supervisors in CBOs in
South Africa. The constructs of LMX, job satisfaction,
intention to stay and communication have been well
researched in the for-profit organisation (FPO) literature,
but the same cannot be said of volunteers in the NPO lit-
erature. Thus, there is a need to extend knowledge in these
areas in volunteer research. The results of this study will
not only help in establishing the link between LMX and
supportive supervisor communication, but also increase our
understanding of how these factors impact on volunteers’
job satisfaction and intentions to remain with their
organisations.

Context and Background of the Study

The South African healthcare system is stressed to its limits
due to the high number of HIV/AIDS patients (Russel and
Schneider 2000; Friedman 2005; Akintola 2008; Mashau
and Davhana-Maselesele 2009; Mashau et al. 2016) and a
lack of professional medical personnel (Akintola 2008; van
Ginneken et al. 2010; Mashau and Davhana-Maselesele
2009). The shortage of personnel is felt in the provision of
home-based care services to HIV/AIDS patients. These
home-based care services are a prime example of the
CBOs’ use of volunteers (Friedman 2005; Caprara et al.
n.d) in South Africa because many family caregivers lack
the skills and resources required to provide care for
infected family members (Russel and Schneider 2000;
Akintola 2008). The availability of home-based care allows
the public health facilities to discharge HIV/AIDS patients

to their homes early (Akintola 2008; Mashau and Davhana-
Maselesele 2009; Mashau et al. 2016), where they receive
psychosocial and targeted healthcare services provided
mainly by volunteers.

Volunteers are an important part of the workforce in
developed countries (Usadolo 2016). Hence, countries such
as the USA, the UK and Australia regulate, fund and
promote volunteerism (Berman and Davidson 2003; Mea-
suring Volunteering: A practical toolkit 2001). Unfortu-
nately, this is not the case in South Africa. Although tax
incentives are used to encourage NPO involvement in
volunteer projects under the South African Income Tax Act
of 1958, there is no national strategy or funding mechanism
for volunteer-involving NPOs. This has resulted in funding
constraints for NPOs due to the lack of a clear pathway for
seeking funding from the government. Funding constraints
have been identified as one of the reasons NPOs employ
few paid staff and rely more on a volunteer workforce
(Dolnicar and Randle 2007).

In a survey of volunteers and volunteers’ managers in
South East Queensland, Australia, St. John and Creyton
(2014) found that most volunteers stayed in their organi-
sations for an average of only 1-3 months, putting pressure
on the remaining volunteers who then experienced burnout
(St. John and Creyton 2014), and this has been identified as
a factor that ultimately causes dropout or turnover of vol-
unteers (Pines and Aronson 1988; Ross et al. 1999). The
high rate of early exit or dropout of volunteers is an indi-
cation of dissatisfaction, and this is likely to be the same
situation in South Africa due to the lack of adequate
funding in NPOs (National Development Agency 2013) to
engage more volunteers. High volunteer dropout rates
make it impossible for volunteers to understand the cul-
tures of their organisations and develop proper relation-
ships with their supervisors. The same applies to their
supervisors who will not have time to develop a proper
understanding of volunteers. This understanding is needed
to enable supervisors to develop mutually rewarding rela-
tionships. It is therefore essential to understand the factors
that affect volunteers’ decisions to volunteer and remain
volunteering, as this will help their managers to improve
their job satisfaction and retention rates.

Several studies have found that the relationships that
develop between supervisors and their subordinates play a
decisive role in the subordinates’ behavioural workplace
outcomes (Cohen 2006; Mueller and Lee 2002) such as
intention to stay and job satisfaction. These relationships
have been described as LMX relationships, and they are
based on the exchange of rewards that are valuable to the
recipients. However, not much is known about how LMX
affects volunteer job satisfaction and intention to stay, and
the possible role of supportive supervisor communication.
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Supportive supervisor communication has been identi-
fied as a critical factor for improving employees’ motiva-
tion. For example, leadership communication has been
recognised in both qualitative and quantitative studies as a
primary tool for winning followers’ trust and acceptance of
authority (Reina and Reina 1999) in the workplace. One
reason for this is that supportive communication can con-
vey empathy. However, this cannot take place if the leaders
do not have the ability to communicate empathy and to
acknowledge their subordinates’ contributions to the
achievement of organisational goals (Flauto 1999). It is
important, therefore, to study the influence of supportive
supervisor communication on organisational workplace
outcomes (Pettit et al. 1997), especially in the relationship
between LMX, job satisfaction and intention to stay.

Leader-Member Exchange

LMX in volunteer-involving NPOs focuses on the nature of
supervisor—volunteer relationships, and the reciprocal
social exchanges that are necessary to maintain these
relationships. In LMX theory, the relationships between a
supervisor and his or her subordinates are considered to be
of high quality when they are characterised by leader and
follower communication, and the exchange of resources
such as information, support, trust and rewards (Farr-
Wharton et al. 2011; Liden et al. 1997).

In high-quality LMX relationships, supervisors count on
in-group members (subordinates in high-quality relation-
ships with their supervisors) to get various tasks done and
in return they offer them incentives such as influence and
support (Graen and Scandura 1987). In line with the norm
of reciprocity (Gouldner 1960) and social exchange theory
(Blau 1964), these incentives will result in volunteers
feeling obligated to reciprocate by working hard to meet
the expectations of their supervisors. Previous researchers
such as Kram and Isabella (1985) have stated that
employees in high-quality LMX relationships exchange
information with, and provide emotional support to, their
peers. In this type of relationship, the in-group members
(also known as the inner circle members) are duly sup-
ported within the interpersonal circle and this makes it easy
for them to do their work (Gerstner and Day 1997; Mueller
and Lee 2002). In NPOs, the in-group members are
required as most volunteers are mainly driven by social
motivations (Wilson 2000) or a need to belong to a group
of like-minded people to carry out their pro-social activi-
ties. Thus, it is expected that volunteers’ social motivation
of wanting to meet people with whom to start a significant
and friendly relationship can only be satisfied with the
camaraderie that exists among the in-group members. With
high-quality LMX, the volunteers become significant
members of the in-group and the reciprocal relationships
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formed with their supervisors at this level leave workplace
relationships in a better situation. Importantly, the super-
visors of volunteers require a working inner circle or in-
group members to effectively coordinate and motivate
volunteers and avoid non-cooperation and non-acceptance
of leadership, which according to Pearce (1993) are often
observed among volunteers working in the NPOs.

High-quality LMX is a feature of good organisational
environments as it shows that the supervisor has a positive
influence over his or her subordinates. The influence of
supervisors can be termed social as they deal with a group
of employees or volunteers. This social influence can have
an enduring impact on subordinates’ beliefs (Prislin and
Wood 2005) because the observations they make of the
supervisor’s actions not only affect their decision-making,
but also inculcate behaviours that align with the organisa-
tion’s expectations (Nook et al. 2016). For supervisors to
have effective communication with volunteers, it is there-
fore imperative that they have a proper understanding of
LMX processes. One of the strengths of LMX theory is its
emphasis on good interpersonal communication as a basic
requirement for effective leadership (Bang 2011). Since
LMX is fundamentally about interpersonal relationships,
supervisors need to rely on their communicative strengths
to deal with issues with their subordinates and specifically
to motivate them to achieve stated work objectives.

In contrast, the relationships between a supervisor and
his subordinates that are characterised by the absence of
quality resource exchanges are referred to as low-quality
LMX (Dienesch and Liden 1986) and subordinates in such
relations are referred to as out-group members. In low-
quality LMX, the trust between supervisors and their sub-
ordinates is low and, in most cases, both parties are con-
fined to the formal role requirements specified in their job
descriptions (Liden and Maslyn 1998). Such relationships
are also characterised by poor communication, as the focus
tends to be on organisational rules rather than mutual
support and understanding (Graen and Scandura 1987).
The out-group members in low-quality LMX have poor
workplace relationships with their supervisors. In light of
this, volunteers in the out-group circle are likely to feel left
out as their efforts will seem unappreciated by their
supervisors. They are also likely to have poor integration
with other organisational members due to the lack of strong
interpersonal relationships with each other and with their
supervisors.

Volunteer’s Intentions to Stay

High turnover rates have negative consequences on NPOs’
productivity (Lee 2016). Hence, factors affecting volun-
teers’ continuity have featured prominently in research
(Usadolo 2016; Clary and Snyder 1999). One of these
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factors is referred to as intention to stay and is defined as an
individual’s deliberate plan to keep on volunteering with an
organisation (Blau and Holladay 2006). A volunteer’s
intention to stay is linked to their feelings of satisfaction
due to their organisation fulfilling their expectations. Such
fulfilment could be due to the provision by a supervisor or
manager of rewards that satisfy the volunteer’s needs or
motives for volunteering.

Intention to stay has been found to be a significant
predictor of longevity or permanence (de Ledn and Fuertes
2007). According to Penner (2002) and Taylor et al. (2006)
a volunteer’s relationships with an organisation and its
agents are among the factors that affect how long they stay
with an organisation. Similarly, Balta (2014) states that an
employee’s retention or intention to stay is enhanced if the
organisation formulates and implements policies and pro-
cedures that address the needs of employees. Other studies
have identified different factors such as differences
between expectations and real experiences (Kim et al.
2009), relationships with other staff, working conditions
(Hidalgo and Moreno 2009) and opportunities for positive
peer interaction (Haski-Leventhal and Bargal 2008) as
determinants of intention to stay or to leave.

Intention to stay is associated with low rates of absen-
teeism, which leads to high retention rates (Griffeth et al.
2000), and these outcomes are beneficial to the organisa-
tion because they reduce the cost of recruitment and
training. Retention of volunteers also reduces the negative
impacts of turnover intentions, which are devastating for
NPOs because they depend mostly on volunteers to suc-
ceed due to a lack of sufficient financial resources, as
opposed to for-profit organisations which have more
financial resources to hire employees when there is a need
to do so. Also, intention to stay reduces the loss of vol-
unteers who have acquired organisational memory that will
impact on the organisation’s effectiveness and efficiency
(Usadolo 2016). Therefore, understanding the factors that
influence retention is important for the managers of vol-
unteers because it enables them to develop effective poli-
cies, specifically for the recruitment and retention of
volunteers. Effective policies developed in this regard are
essential as the operational principles of NPOs are quite
different from those of FPOs (Usadolo 2016).

As observed by Scherer et al. (2016), several studies
have dealt with predictors of paid employees’ intentions to
quit, which in reverse means intention to stay, but few
studies have examined key predictors of volunteers’
intentions to quit. This further highlights the need for more
research into volunteer retention. Recent studies such as
Usadolo (2016) have found that high-quality LMX predicts
volunteers’ intention to stay in community NPOs in
Queensland, Australia. Vecina et al.’s (2010) demonstrated

that an intention to leave is linked to several factors, among
which is less satisfaction with the management of the NPO.

The studies by Usadolo (2016) and Vecina et al. (2010)
are consistent with several LMX theorists who posit that a
supervisor’s behaviour influences followers’ attitudes and
behaviours (Liden et al. 1997; Maslyn and Uhl-Bien 2001)
such as intention to stay. This is possible because an
employee’s unhappiness in the workplace could be due to a
poor relationship with their supervisor. Such poor rela-
tionships are likely to cause volunteers to consider leaving
the organisation. The impacts of negative relationships
between supervisors and subordinates have been reported
in the literature. It has been found that workplace outcomes
such as turnover intention are high among employees who
perceive their relationships with supervisors as unsatis-
factory (Harris et al. 2005; Morrow et al. 2005).

According to Wheeler et al. (2007), turnover will
decrease—and intention to stay will increase—when
employees experience high-quality LMX. This is consis-
tent with Northouse (2001) who found that lower turnover
intentions, greater organisational commitment and positive
job attitudes were related to high-quality LMX. Also, the
quality of LMX was found to be negatively related to
turnover intention in the meta-analytic study of Gerstner
and Day (1997), while Griffeth et al. (2000) found LMX
was negatively related to actual turnover. These findings
mean that as the quality of LMX increases, intention to stay
increases and turnover intention decreases.

Given the discussion above, it is expected that high-
quality LMX will increase volunteers’ intentions to stay in
CBOs in South Africa. Thus, the following hypothesis is
formulated:

Hypothesis 1 High-quality LMX is positively related to
volunteers’ intention to stay.

Volunteer’s Job Satisfaction

Job satisfaction refers to how employees feel about their
jobs, or the extent to which employees like or dislike their
jobs (Cabrita and Perista 2007). It is also referred to as “the
pleasurable emotional state resulting from the perception of
one’s job as fulfilling ... one’s important job values, pro-
viding the values are compatible with one’s needs” (Locke
1976, p. 1304). Volunteers’ job satisfaction is an indication
of the extent to which the support provided by their
organisation meets their expectations (Jiménez and Fuertes
2005; Okun and Eisenberg 1992). When volunteers feel
that their needs are being satisfied by the management or
supervisor, they are likely to keep volunteering (Finkelstein
2008).

Evidence from the literature confirms that LMX rela-
tionships have a direct impact on employee job satisfaction
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(Farr-Wharton and Brunetto 2007; Stringer 2006; Mar-
danov et al. 2007). The meta-analysis study of LMX by
Dulebohn et al. (2012) supports the view that LMX has a
significant influence on a variety of attitudinal and beha-
vioural workplace outcomes. For example, Erdogan and
Enders (2007) found that employees in high-quality LMX
relationships are more satisfied than those in low-quality
relationships. This means employees in low-quality rela-
tionships are likely to be less satisfied with their jobs. A
volunteer who is satisfied with his or her job is more likely
to continue volunteering. Hence, examining the factors that
result in job satisfaction or dissatisfaction is important.

Bang (2011) studied the effect of LMX on job satis-
faction and intention to stay from the perspective of leaders
and followers among sports volunteers in America. The
study found that the quality of LMX influences volunteers’
satisfaction and intention to stay. Thus, in this study, it is
expected that high-quality supervisor—volunteer relation-
ships will be positively related to job satisfaction for vol-
unteers working in CBOs in South Africa. Hence, the
following hypothesis is formulated:

Hypothesis 2 High-quality LMX is positively relatively
related to volunteers’ job satisfaction.

Supportive Supervisor Communication

An organisation is a collection of individuals with a com-
mitment to carrying out activities that will result in the
achievement of its strategic objectives. The commitment of
a volunteer to work towards achieving organisational
strategic objectives arises out of informal or formal inter-
actions with their supervisor. A supervisor who works with
others to achieve the objective of his organisation must put
in place a communication platform for the necessary
interactions to take place. This is important because
effective communication removes barriers to the adoption
of roles common in in-groups within the organisation
(Mayfield and Mayfield 1998).

Essentially, without communication, it is impossible to
control employees’ behaviour, clarify issues about work
tasks and motivate employees by energising and sustaining
their work-related behaviours. Supportive supervisor
communication minimises the ambiguity which causes job
dissatisfaction. For example, when employees understand
what is expected of them regarding their jobs, in most cases
they perform their assigned tasks in line with expected
outcomes, and consequently, they are satisfied with their
jobs (Vinokur-Kaplan 1996).

Positive communication helps in the encounters that
take place between volunteers and supervisors. Winska
(2010) asserts that communication with supervisors gives a
platform for employees to express their satisfaction or
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dissatisfaction with their jobs. Hence, effective and sup-
portive communication strategies that result in high-quality
supervisor—subordinate relationships will promote positive
workplace outcomes such as volunteers’ intention to stay.

According to Michael (2014a, b) supportive communi-
cation in an organisation is described as an expression of
sensitivity and empathy for employees on the part of
supervisors.  Supportive  supervisor communication
encompasses interpersonal skills that combine social
insight and the ability to adjust to different situational
demands in a manner that is sincere, and this is needed for
communication to result in a positive influence on
employees’ behaviours (Ferris et al. 2005). Consequently,
supportive communication with volunteers enables super-
visors to identify empathetically with their subordinates’
feelings and give appropriate responses (Molenberghs
2017).

Past studies have shown that employees in high-quality
LMX engage in supportive behaviours that are beneficial to
their organisations (Wayne and Green 1993). In addition,
some studies have found that communication behaviours
are the main factors influencing employee turnover deci-
sions. For example, the ability to mentor and the ability to
recognise employees’ achievements have been identified as
two major skills that leaders need (Mitchell et al. 2001).
Leaders also need to provide performance appraisals,
feedback and communication in a manner that mitigates
role conflict and ambiguity. They also need to understand
the performance-reward links that have a positive influ-
ence on retention outcomes (Becker et al. 2001).

Evidence from past research suggests that high-quality
LMX relationships improve supportive supervisor com-
munication, which in turn increases affective commitment
and reduces turnover intentions (Michael 2014a, b). In a
survey by Firescu (2008) that examined Romanian
employees, participants ranked feedback in the workplace
as one of the elements of job satisfaction. Studies of
organisational communication have found that satisfaction
with leaders’ communication (both top management and
lower management) positively relates to job satisfaction
(Pincus et al. 1990). These empirical findings, particularly
those of Michael (2014a, b), Firescu (2008) and Pincus
et al. (1990), have all confirmed there is a link between
LMX and communication.

Therefore, it can be concluded that supportive supervi-
sor communication may play a role in the relationships
between LMX, volunteers’ job satisfaction and intention to
stay. Despite these insights, further research is needed to
examine supportive supervisor communication processes
and their impacts on volunteers’ job satisfaction and
intentions to stay. Prior studies have dealt mainly with paid
employees, and so the aim of the present study is to test
whether their findings in relation to the importance of
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supervisor communication apply to volunteers’ job satis-
faction and intentions to stay in CBOs in South Africa. The
following hypotheses are therefore formulated:

Hypothesis 3 Supportive supervisor communication will
mediate the relationship between LMX and volunteers’ job
satisfaction.

Hypothesis 4 Supportive supervisor communication will
mediate the relationship between LMX and volunteers’
intention to stay.

Methods
Participants and Procedure

The data were collected through a self-administered survey
(cross-sectional research design), which involved the dis-
tribution of questionnaires to 300 participants in CBOs in
Eastern Cape Province, South Africa, and 196 question-
naires were returned.

Prior to the distribution of the questionnaires, meetings
were held with different CBO supervisors and managers by
one of the researchers to explain the objectives of the
research and to seek permission for data collection. Sub-
sequently, the researchers met with volunteers and
explained to them the importance and objectives of the
research. In the meetings that took place, both the volun-
teers and their managers were given assurances that the
information collected would be kept confidential and
findings would be reported anonymously.

Most questionnaires were handed out by hand to the
volunteers and collected by the researchers after these
meetings or subsequent meetings.

Measures

All measures used in this study were adapted from previous
studies. Respondents were asked to state their levels of
agreement or disagreement using a six-point Likert scale,
with possible responses ranging from Strongly Disagree (1)
to Strongly Agree (6).

The unidimensional LMX-7 instrument that was devel-
oped by Graen and Uhl-Bien (1995) for measuring super-
visor—subordinate relationships was adapted in this study.
This instrument was selected because of its high reliability
value and sound psychometric properties (Gerstner and
Day 1997; Graen and Uhl-Bien 1995). An example of the
statements the participants were asked to respond to is: “I
have a good working relationship with my supervisor”.

As stated previously, intention to stay is the opposite of
a worker’s intention to leave. Hence, Irving et al.’s (1997)
turnover intention measure, which consists of three items,

was used. The questions were reworded to reflect the extent
to which each of the volunteers was thinking of remaining
with their present organisation. A sample item is: “I intend
to keep on doing my job in this organisation, for the
foreseeable future”.

Job satisfaction was assessed using the measures
developed by Hackman and Oldham (1980). The instru-
ment consisted of four items, and respondents were asked
to state their levels of agreement or disagreement. The
questions were modified to capture volunteers’ overall job
satisfaction. An example of the items used is: “I am gen-
erally satisfied with the kind of work I do in this job”. The
consistency and reliability of the instrument has been
confirmed in previous studies of FPOs and volunteers. For
example, Farmer and Fedor (1997) reported a satisfactory
internal consistency with a Cronbach’s alpha of .81.

Supportive supervisor communication was assessed
using ten items adapted from Wiemann’s (1977) commu-
nicative competence scale. The items adapted were modi-
fied because they were originally self-assessment items.
Like most studies involving LMX, the present study
involved subordinates assessing their supervisors, and the
wording of the scale was modified accordingly. The items
selected from Wiemann’s (1977) scale were ones that
convey empathy or an expression of humanity. Their use
by a leader such as a supervisor indicates a willingness to
share emotions with subordinates. These measures were
used by Michael (2014a, b) because their reliability and
validity had been confirmed in past studies (see Douglas
1991; Street et al. 1988). Volunteers responded to ten
statements about the degree to which their supervisors
communicated with them in a supportive manner. An
example of the modified items is: “My supervisor com-
municates with others in a supportive way”.

Data Analysis

The biographical details of the participants in the study
were analysed using simple descriptive statistics as detailed
in Table 1.

Descriptive statistics, including means, frequency dis-
tributions and percentages, were calculated to indicate the
socio-demographic characteristics of the sample. A simple
linear regression analysis was used to test the predictive
power of LMX on volunteer job satisfaction and intention
to stay. Multiple regression analysis was used to test the
mediating effect of supportive supervisor communication
on the relationships between LMX, job satisfaction and
intention to stay. All procedures were based on Baron and
Kenny’s (1986) recommendations.

Factor analysis was performed to ensure that each of the
variables represented a separate construct. The process of
factor analysis involved extracting the variables using
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Table 1 Demographic characteristics of the participants

Gender Male Female
Frequency 59 136
Percentage 30 70
Age 18 years 19-23 years 24-28 years 29-33 years 34-38 years 39-43 years 44-48 years 49-53 years 54-58 years
Frequency 18 33 45 16 16 17 25 10 16
Percentage 17 23 8 9 13 5 8
Hours volunteered 1-2 34 5-6 7-8
Frequency 17 69 83 27
Percentage 9 35 42 14
Number of years in volunteering 2 years 3 years 4 years 5 years
Frequency 69 26 46 55
Percentage 35 13 24 28
Table 2 Mean, standard deviations and correlations

M SD 1 2 3 4 5 6 7 8
1. Gender 1.71 51 1
2. Age 4.83 3.17 — 274%* 1
3. Hours volunteered 2.61 .83 —.116 .209%%* 1
4. No. of years volunteering 2.44 1.23 —.114 131 259%* 1
5. LMX 3.87 1.12 .086 — .305%* — 244 — .161* 1
6. Job satisfaction 3.72 1.17 .027 — 219%* — 111 —.032 710%* 1
7. Intention to stay 3.77 1.23 .071 — .181%* —.035 —.071 .584%%* .616%* 1
8. Supportive 3.70 1.16 .082 — .158% — .089 —.020 .568%** .605%* .615%* 1

communication

N = 196

**Correlation is significant at the .01 level (2-tailed)
*Correlation is significant at the .05 level (2-tailed)

principal axis factoring set at a cut-off point of .50. The
process identified four factors with eigenvalues greater
than 1, and these factors explained 79.87% of the variance.
Equally, Bartlett’s test for sphericity was significant (x*
value = 4557.672, P < .0001) and the Kaiser—-Meyer—
Olkin (KMO) measure of sampling adequacy was .934.
The internal consistency of the items was supported, with
Cronbach’s alpha reliability coefficients above the mini-
mum level (.70) recommended by Nunnally and Bernstein
(1994). The Cronbach’s alpha of the independent variable
(LMX) was .949 and for the dependent variables (job sat-
isfaction and intention to stay), they were .912 and .922,
respectively. The Cronbach’s alpha for supportive super-
visor communication was .969. The correlation matrix
shows that all the variables correlated significantly with
each other, and they were above the recommended
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minimum of .3, and none was above .9. Hence, multi-
collinearity was not an issue. Table 2 shows the means,
standard deviations and correlations of all the variables.
A simple linear regression was used to test the validity
of Hypotheses 1 and 2 which predicted direct relationships
between LMX and job satisfaction, and between LMX and
intention to stay. To test Hypotheses 3 and 4, which
addressed the possible indirect relationships, multiple lin-
ear regressions were used. To ensure that the mediation
analysis process fulfilled the conditions put forward by
Baron and Kenny (1986), a series of regressions was used
to examine each of the hypotheses. The first condition,
which was to test for the effect of the independent variable
(LMX) on the mediator, was fulfilled by regressing the
mediator on each of the independent variables. The second
condition, which was to test for the effect of the
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Table 3 Regression analysis detailing the relationship between LMX
and volunteers’ job satisfaction

Variable Job satisfaction

B scores ES B scores P scores
Constant 720 .326
Gender —.061 116 —.027
No. of years .077 .049 .081
LMX 754 .053 125wk
R? Sk
F 66.946%**
N =196

***Correlation is significant at the < .0001 level
**Correlation is significant at the < .001 level

Table 4 Regression analysis detailing the relationship between LMX
and volunteers’ intention to stay

Variable Intention to stay

B scores ES B scores P scores
Constant 1.145 397
Gender .055 141 .023
No. of years .025 .060 .025
LMX .638 .065 5867
R 34k
F 33.201%**
N =196

***Correlation is significant at the < .0001 level

**Correlation is significant at the < .001 level

independent variable on the dependent variables, was ful-
filled by regressing the dependent variables on the inde-
pendent variable. The third condition, which was to test for
the effect of the mediator on the dependent variables, was
fulfilled by regressing each of the dependent variables on
supportive supervisor communication. Lastly, the fourth
condition, which was to test for mediator’s effect, was
fulfilled by regressing the dependent variables on both the
independent variable and the mediator. However, since the
second condition would have been met with the analysis of
the direct relationship between the independent and the
dependent variables, only the other three steps were per-
formed. Thus, three separate steps are shown in the
tables under the mediation analysis.

Results

The Influence of LMX on Volunteers’ Job
Satisfaction

The regression analysis that was conducted provided
findings that support the acceptance of Hypothesis 1
because the relationship between LMX and job satisfaction
was positive and significant (R* = 511, F = 66.946,
P < .0001). LMX accounted for 51.1% of the variance in
job satisfaction. The results suggest that a positive rela-
tionship between volunteers and supervisors increased the
volunteers’ levels of job satisfaction in CBOs in South
Africa (Table 3).

The Influence of LMX on Volunteers’ Intention
to Stay

A simple linear regression analysis was performed to
evaluate the influence of LMX on volunteer intention to
stay. The regression analysis provided support for the
acceptance of Hypothesis 2 because the relationship
between LMX and intention to stay was positive and sig-
nificant (R* = .342, F = 33.201, P < .0001) as predicted.
LMX accounted for 34.2% of the variance in intention to
stay. This finding indicates that good exchanges between
supervisors and volunteers influence volunteers’ intention
to stay in their CBOs in South Africa (Table 4).

The Mediating Effect of Supportive Supervisor
Communication on the Relationship Between High-
Quality LMX and Job Satisfaction

Multiple regression analysis showed that Hypothesis 3 was
partially supported, as the results showed a decrease in the
effect of LMX on job satisfaction (R2 = .510,
F =200.216, P = .0001). The beta () weight of LMX
dropped from .725 to .556 after the mediating variable was
included in the multiple regression model. The analysis
clearly shows that supportive supervisor communication
played a significant role in the association between vol-
unteers’ LMX and job satisfaction. Table 5 shows the
mediation results and the step-by-step regressions that were
conducted to ensure that the model met all the conditions
of mediation analysis.

The Mediating Effect of Supportive Supervisor
Communication on the Relationship Between High-

Quality LMX and Intention to Stay

To investigate the mediating effect of supportive supervi-
sor communication (Hypothesis 4), multiple regression
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Table 5 Mediated multiple regression detailing the relationships
between LMX and job satisfaction through supportive supervisor
communication

B scores ES P scores
B scores

1 (LMX on supportive supervisor communication)
Constant 1.048 381
Gender .094 135 .042
No. of years .074 .057 .078
LMX 597 .062 STTHEE
R S5Txxx
F 36.869%**

2 (supportive supervisor communication on job satisfaction)
Constant 1.627 .345
Gender —.059 132 —.026
No. of years —.022 .055 —.024
Supportive supervisor .609 .058 .606%#*

communication

R? 367F%*
F 37.071%%*

3 (LMX and supportive supervisor communication on job
satisfaction)

Constant 411 313
Gender — .089 .109 —.039
No. of years .055 .046 .058
LMX 578 .061 556
Supportive supervisor 295 .058 2045 %%
communication

R? 569 %%
R? change 058 #*
F 66.946%**

N =196

***Correlation is significant at the < .0001 level
**Correlation is significant at the < .001 level

analysis was undertaken. The hypothesis was partially
supported as the results showed a decrease in the effect of
LMX on intention to stay (R2 =460, F = 41.726,
P = .0001). The beta () weight of LMX dropped from
577 to .344 when the mediating variable was included in
the multiple regression model. The analysis clearly indi-
cates an indirect effect of LMX through supportive
supervisor communication on intention to stay, confirming
therefore that supportive supervisor communication played
a significant role in the association between volunteers’
LMX and intention to stay. The steps taken to ensure that
the model met all the conditions of mediation analysis are
shown in Table 6.
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Table 6 Mediated multiple regression detailing the relationships
between LMX and intention to stay through the mediators

Model B scores ES f scores
B scores

1 (LMX on supportive supervisor communication)
Constant 1.048 381
Gender .094 135 .042
No. of years 074 .057 .078
LMX 597 .062 ST
R? S5T7HH*
F 36.869%**

2 (supportive supervisor communication on intention to stay)
Constant 1.472 .358
Gender .032 136 —.026
No. of years — .058 .057 — .058]
Supportive supervisor .645 .060 613 %%*

communication

R 382w
F 39.5997%%*

3 (LMX and supportive supervisor communication on intention to
stay)

Constant .683 .368
Gender .013 128 .006
No. of years — .007 .054 — .007
LMX 375 .072 344550k
Supportive supervisor 441 .068 420 %%
communication

R AG0***
R? change A 18#**
F 41.726%**

N =196

***Correlation is significant at the < .0001 level

**Correlation is significant at the < .001 level

Discussion

The purpose of this study was to examine the influence of
LMX on volunteers’ job satisfaction and intention to stay,
and to investigate whether supportive supervisor commu-
nication would mediate the relationship between volun-
teers’ job satisfaction and intention to stay in CBOs in
South Africa. The results revealed that supervisors’ rela-
tionships had a significant influence on their volunteers’
job satisfaction and intention to stay. Equally, the influence
of supervisors on volunteers’ job satisfaction and intention
to stay was partially influenced by supportive supervisor
communication.

Beginning with the influence of LMX on job satisfac-
tion, the results support previous studies that have found a
significant and positive relationship between LMX and job
satisfaction. For example, Golden and Veiga’s (2008)
finding that high-quality LMX relationships result in higher
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levels of job satisfaction for virtual workers is consistent
with ours. Similarly, studies on nurses (Farr-Wharton and
Brunetto 2007; Nelson 2012) and a study on sport organ-
isation volunteers (Bang 2007) have found significant
relationships between LMX and job satisfaction. The pos-
itive effect of LMX on job satisfaction has also been
reported in many other studies (see Koénya et al. 2015;
Addae et al. 2006). The present study finds a direct rela-
tionship between LMX and job satisfaction. This indicates
that a good exchange relationship between supervisors and
volunteers in CBOs in South Africa will increase volunteer
job satisfaction, which in turn has a positive effect on their
workplace relationships.

Although the studies mentioned above have explored the
direct influence of LMX on the job satisfaction, they are on
paid employees, except Bang (2007) which was on vol-
unteers in sport organisations. Hence, the present study
contributes new knowledge by providing a better under-
standing of the impact of lower level management (LMX)
relationships on volunteers’ job satisfaction in CBOs in
South Africa. It provides a better understanding of the
antecedents of volunteer job satisfaction for volunteers in
CBOs.

On the influence of LMX on intention to stay, the
findings of the present study are consistent with Ansari
et al.’s (2007) finding that LMX negatively influences
turnover intention, which is the opposite of intention to
stay. The findings are also consistent with Elanain’s (2014)
findings in the non-western context of the United Arab
Emirates that perceptions about the quality of LMX have a
significant impact on intention to leave. They are also
consistent with Usadolo’s (2016) study in which LMX
predicted intention stay in community NPOs in Queens-
land, Australia. However, most of the studies mentioned
were on paid employees, indicating a very different
workplace relationship and motive for work. Although
Usadolo (2016) study is related, given that it was based on
volunteers in community NPOs, our study was based on
CBOs in South Africa. Therefore, the findings from this
study contribute new knowledge by revealing a direct and
positive impact of LMX on volunteers’ intention to stay. It
has confirmed that LMX is a direct predictor of volunteers’
intention to stay in CBOs in South Africa.

In addition to testing Hypotheses 1 and 2, we tested the
influence of supportive supervisor communication on the
indirect effects of LMX on volunteers’ job satisfaction and
intention to stay. Our findings in this regard show that
supportive supervisor communication has influence on the
relationships between LMX and job satisfaction and
between LMX and intention to stay. According to Mueller
and Lee (2002), supervisor—subordinate communication
practices have been shown to have a strong influence on
job satisfaction. LMX research also suggests effective

supervisory communication enhances the job satisfaction
of organisation members such as supervisors’ subordinates
(Bakar et al. 2010). A study by Sias and Jablin (1995), for
example, found that differences in the quality of supervi-
sors’ communication exchanges with their subordinates
have an influence on members of the work group in such a
way that the differential treatment is acknowledged by each
member of the work group.

Equally, the findings in this study are supported by Kim
and Lee’s (2009) findings that job-relevant supervisory
communication had a significant direct effect on turnover
intention among social workers in healthcare settings.
Mayfield and Mayfield (2007) also found a positive and
significant relationship between leaders’ motivating lan-
guage (ML) and intention to stay with an organisation. ML
focuses on communication as the primary means of
increasing positive workplace outcomes such as intention
to stay, and it has empathetic communication as one of its
vital elements. In addition, several studies have asserted
that leader communication practices such as assignment
clarification, performance feedback and information shar-
ing have an enduring influence on employee turnover
intention (Harris et al. 2005; Iverson and Pullman 2000).

The above studies have all shown that there is a rela-
tionship between supervisors’ communication, job satis-
faction and intention to stay. However, with one exception,
none of these studies has explicitly examined the mediating
effects of supportive supervisor communication as we did
in this study. The exception is Michael’s (2014a, b) study
in which supportive supervisor communication was found
to partially mediate the relationship between LMX and
turnover intentions among bank employees. In the present
study, we explored the mediating effects of supportive
supervisor communication on the relationships between
LMX, job satisfaction and intention to stay of volunteers in
CBOs in South Africa. Our results add to the emerging
body of research on supervisor—subordinate relationships in
volunteer-involving organisations by revealing that sup-
portive supervisor communication affects the relationship
between LMX and job satisfaction and the relationship
between LMX and intention to stay. As shown by the
findings, in CBOs in South Africa, high-quality LMX
relationships can be seen by subordinates as an indicator of
supportive supervisor communication, which in turn results
in higher job satisfaction and intention to stay. These
results suggest that supportive supervisor communication
can promote effective interpersonal work relationships
between supervisors and their in-group members in the
organisation. Although high-quality relationships between
supervisors and their subordinates are important precursors
of subordinate job satisfaction and intention to stay, the
mediation results show that supportive supervisor
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communication has an important influence on these
workplace outcomes.

Implications for Practice

This study has several practical implications for manage-
ment interested in increasing their volunteers’ job satis-
faction and intention to stay. The results from this study
will provide useful information that can be used to improve
policies that promote antecedents that encourage the two
work outcomes examined in this study.

As indicated previously, a supportive work environment
fosters volunteers’ positive workplace experiences—and
supervisors play a key role in ensuring a positive work-
place environment. As such, the mediation framework
provides useful information that will help to promote
programmes that focus on positive interpersonal relation-
ships between lower level managers (supervisors) and
volunteers. In the context of this study, this means using
empathetic communication—as embodied by supportive
supervisor communication—that mediates the influence of
LMX on the two workplace outcomes. The recognition of
the fundamental role of supportive supervisor communi-
cation in relation to volunteers will increase volunteers’
positive work experiences and increase their intention to
stay. This will help organisations to save resources through
reduced expenditure on training new volunteers, and
through a reduced need for recruitment, as volunteers who
are satisfied with their volunteering experiences are more
likely to help in recruiting others to join the organisation
(Boezeman and Ellemers 2008).

A healthy work environment is one where employees or
volunteers are satisfied with their jobs. Research has con-
sistently demonstrated that employees who are satisfied
with their jobs are less likely to want to leave, and this
indicates an intention to stay in their organisation (Pearce
1993). In light of this, our research is useful for managers
in CBOs as they can draw on it with respect to the ante-
cedents of workplace outcomes and possible variables that
mediate the antecedents. However, this requires good
organisational policies that promote positive supervisor—
subordinate relationships characterised by supportive
supervisor communication which includes the provision of
guidance, the expression of concern and trust, and the
building of relationships and consensus.

The current study posits that supportive supervisor
communication affects relationships between LMX and
volunteer job satisfaction and intention to stay. As
Hypotheses 3 and 4 support this notion, this means that the
quality of communication and the information volunteers
receive from their supervisors has a significant positive
influence on their job satisfaction and intentions to stay.

@ Springer

Healthy and supportive supervisor communication will
enhance volunteer workplace relationships, as the volun-
teers’ expectations and experiences will find expression in
the high-quality supervisor—subordinate relationships that
emerge. Therefore, volunteers’ supervisors should use their
supportive communication competence to emphasise to
volunteers that their well-being is important in the organ-
isation. As this will be a demonstration of empathetic
feelings by the supervisor, the consequence will be job
satisfaction and intention to continue to volunteer, as
shown by the findings of this study. In addition, it is
important that the management acknowledges the role of
supportive supervisor communication in the relationship
between the supervisor and the volunteers, and by so doing,
provide resources that will enable the supervisor to artic-
ulate the contribution of the volunteers’ role in the reali-
sation of the organisation’s goals. According to Malinen
and Harju (2017), this may enhance volunteers’ commit-
ment to the organisation and in turn increase their desire to
continue to volunteer.

Lastly, most CBOs’ health programmes are referred to
as community development programmes because, accord-
ing to Tamasane and Seager (2004), HIV/AIDS is not just a
health problem but also a cultural, societal and develop-
ment problem. In this light, most of the HIV/AIDS pro-
grammes are theoretically situated to reflect community
empowerment practices in the form of community con-
versation and mobilisation (Russel and Schneider 2000;
Tamasane and Seager 2004). Oftentimes, the CBOs that
adopt these approaches tend to focus on the quantitative
outcomes regarding the size of the uptake of their health-
care programmes. While this is not bad on its own as an
organisational goal, a study that focuses on management
factors relating to the interpersonal characteristics required
to sustain volunteers’ relationship with their supervisors in
CBOs is needed. Our study is particularly important in this
regard as it examines the interpersonal characteristics of
high-quality LMX between the main actors (supervisors
and the volunteers), particularly in relation to the role of in-
group members. It therefore provides key information
which can contribute to making community-based health-
care service delivery a success. The discussion of the
LMX’s in-group characteristics and our findings about
high-quality LMX are not only important for management
to ensure volunteers’ job satisfaction and increased desire
to continue to volunteer; they are equally important fea-
tures of the positive workplace relationships that are
required to ensure the long-term development of South
Africa’s CBOs.
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Limitations of the Study

This study has contributed useful information to the liter-
ature, but it has some limitations. Hence, the findings
reported should be treated with some caution. The use of a
cross-sectional design is a limitation because, according to
Bowen and Wiersema (1999), data collected at one par-
ticular time may not be suitable for the effective exami-
nation of causal relationships. Thus, instead of using a
cross-sectional design, a longitudinal approach would be
preferable as it could provide an in-depth examination of
the causal relationships involved because it would allow
data to be collected more than once. Despite this possible
limitation, the study offers interesting and important find-
ings that can be generalised to other categories of NPOs
such as sport, recreational and religious NPOs.

This study utilised a sample of respondents volunteering
in one type of volunteer organisation (CBOs). Although the
respondents were drawn from diverse backgrounds, it is
likely that the competence of volunteers and the require-
ments for being a volunteer in these categories of NPOs
may be different from the CBOs we studied. These dif-
ferences may affect the generalisability of the findings of
this study.

Conclusion

Volunteers who are satisfied with their jobs and who have
no intention of quitting their jobs are important to the
continued existence of many CBOs because of the funding
constraints they face. This study, like many previous
studies, has confirmed that high-quality LMX is an ante-
cedent of job satisfaction and intention to remain volun-
teering. Volunteers’ supervisors need more effective
strategies to involve volunteers in decision-making, and to
give them a feeling of being treated fairly in their work-
place relationships. The current study has shown that
supportive supervisor communication is an important
construct in this regard, as it enables supervisors to
demonstrate their empathetic values to their subordinates.

This study has helped to provide important information
for the managers of CBOs regarding the role of supportive
communication strategies within supervisor—subordinate
relationships and the likely workplace outcomes that will
emerge. The message for managers, therefore, is to pro-
mote effective communication relationships between the
supervisors and their volunteers in order to facilitate high-
quality LMX which has been shown to improve volunteer
workplace outcomes such as job satisfaction and intention
to stay.

Compliance with Ethical Standards

Conflict of interest The authors declare no conflict of interest.

References

Addae, H. M., Parboteeah, K. P., & Davis, E. E. (2006). Organisa-
tional commitment and intentions to quit: An examination of the
moderating effects of psychological contract breach in Trinidad
and Tobago. International Journal of Organisational Analysis,
14(3), 225-238.

Akintola, O. (2004). A gendered analysis of the burden of care on
family and volunteer caregivers in Uganda and South Africa.
Health Economics and HIV/AIDS Research Division (HEARD),
University of KwaZulu-Natal, Durban, South Africa. Retrieved
from  http://www.sarpn.org/documents/d0001119/P1241-Akin
tola_August2004.pdf. Accessed 6 Mar 2016.

Akintola, O. (2008). Defying all odds: Coping with the challenges of
volunteer caregiving for patients with AIDS. Journal of
Advanced Nursing, 63(4), 357-365.

Akintola, O. (2011). What motivates people to volunteer? The case of
volunteer AIDS caregivers in faith-based organizations in
KwaZulu-Natal, South Africa. Health Policy and Planning,
26(1), 53-62.

Ansari, M. A., Kee, M. H. D., & Aafaqi, R. (2007). Leader—member
exchange and attitudinal outcomes: Role of procedural justice
climate. Leadership and Organisation Development Journal,
28(8), 690-709.

Bakar, H. A., Dilbeck, K. E., & McCroskey, J. C. (2010). Mediating
role of supervisory communication practices on relations
between leader—member exchange and perceived employee
commitment to workgroup. Communication Monographs,
77(4), 637-656.

Balta, M. (2014). Employee retention. In M. F. Ozbilgin, D. Groutsis,
& W. S. Harvey (Eds.), International human resource manage-
ment (pp. 128—147). Melbourne: Cambridge University Press.

Bang, H. (2007). Examining organisational commitment of volunteers
in non-profit sport and recreation organisations. Ph.D thesis,
University of Minnesota. Retrieved from ProQuest (3302340).

Bang, H. (2011). Leader-member exchange in nonprofit sport
organisations. The impact on job satisfaction and intention to
stay from the perspectives of volunteer leaders and followers.
Nonprofit Management and Leadership, 22(1), 85-105.

Baron, R. M., & Kenny, D. A. (1986). The moderator-mediator
variable distinction in social psychological research: Conceptual,
strategic, and statistical considerations. Journal of Personality
and Social Psychology, 51(6), 1173-1182.

Becker, B. E., Huselid, M. A., & Ulrich, D. (2001). The HR
scorecard: Linking people, strategy, and performance. Boston:
Harvard Business School Press.

Berman, G., & Davidson, S. (2003). Do donors care? Some Australian
evidence. Voluntas: International Journal of Voluntary and
Nonprofit Organisations, 14(4), 421-429.

Blau, P. (1964). Exchange and power in social life. New York: Wiley.

Blau, G., & Holladay, B. E. (2006). Testing the discriminant validity
of a four-dimensional occupational commitment measure. Jour-
nal of Occupational and Organisational Psychology, 79(4),
691-704.

Boezeman, E. J., & Ellemers, N. (2008). Pride and respect in
volunteers’ organisational commitment. European Journal of
Social Psychology, 38(1), 159-172.

Bowen, H. P., & Wiersema, M. F. (1999). Matching method to
paradigm in strategy research: Limitations of cross-sectional

@ Springer


http://www.sarpn.org/documents/d0001119/P1241-Akintola_August2004.pdf
http://www.sarpn.org/documents/d0001119/P1241-Akintola_August2004.pdf

256

Voluntas (2019) 30:244-258

analysis and some methodological alternatives. Strategic Man-
agement Journal, 20(7), 625-636.

Cabrita, J., & Perista, H. (2007). Measuring job satisfaction in
surveys—Comparative analytical report. European Foundation
for the Improvement of living and Working Condition. Retrieved
from https://www.eurofound.europa.eu/sites/default/files/ef
files/ewco/reports/TNO608TRO1/TNO608TRO1.pdf.  Accessed
10 Apr 2016.

Caprara, D., Mathi, J. M., Obadare, E., & Perold, H. (n.d).
Volunteering and civic service in three African regions.
Retrieved  from  http://www.vosesa.org.za/sadcconference/
papers/10.pdf. Accessed 10 Apr 2016.

Cavalcante, C. E., Souza, W. J. D., Fernandes, L. T., & Cortez, C.
L. B. (2013). ““Why am I a volunteer?’’ Building a quantitative
scale. REAd. Revista Eletronica de Administrag¢odo, 19(3),
569-587.

Clary, E. G., & Snyder, M. (1999). The motivations to volunteer
theoretical and practical Considerations. Current Directions in
Psychological Science, 8(5), 156-159.

Cohen, J. D. (2006). The aging nursing workforce: How to retain
experienced nurses. Journal of Healthcare Management, 51(4),
233-245.

Cuskelly, G., Hoye, R., & Auld, C. (2006). Working with volunteers
in sport. Theory and practice. New York: Routledge.

de Ledn, M. C. D., & Fuertes, F. C. (2007). Prediction of longevity of
volunteer service: A basic alternative proposal. The Spanish
Journal of Psychology, 10(1), 115-121.

Dienesch, R. M., & Liden, R. C. (1986). Leader-member exchange
model of leadership: A critique and further development.
Academy of Management Review, 11(3), 618-634.

Dolnicar, S., & Randle, M. (2007). What motivates which volunteers?
Psychographic heterogeneity among volunteers in Australia.
Voluntas: International Journal of Voluntary and Nonprofit
Organisations, 18(2), 135-155.

Douglas, W. (1991). Expectations about initial interaction: An
examination of the effects of global uncertainty. Human
Communication Research, 17(3), 355-384.

Dulebohn, J. H., Bommer, W. H., Liden, R. C., Brouer, R. L., &
Ferris, G. R. (2012). A meta-analysis of antecedents and
consequences of leader—member exchange: Integrating the past
with an eye toward the future. Journal of Management, 38(6),
1715-1759.

Eisner, D., Grimm, R. T., Maynard, S., & Washburn, S. (2009). The
new volunteer workforce. Stanford Social Innovation Review.
Retrieved from http://www.ssireview.org/pdf/TheNew Volunteer
Workforce.pdf. Accessed 12 Aug 2017.

Elanain, H. M. A. (2014). Leader—-member exchange and intent to
turnover: Testing a mediated-effects model in a high turnover
work environment. Management Research Review, 37(2),
110-129.

Erdogan, B., & Enders, J. (2007). Support from the top: Supervisors’
perceived organisational support as a moderator of leader—
member exchange to satisfaction and performance relationships.
Journal of Applied Psychology, 92(2), 321-330.

Farmer, S. M., & Fedor, D. B. (1997). Volunteer participation and
turnover intentions: The role of satisfaction, expectations, and
organisational support. Academy of Management Proceedings, 1,
380-384.

Farr-Wharton, R., & Brunetto, Y. (2007). Organisational relationship
quality and service employee acceptance of change in SMEs: A
social exchange perspective. Journal of Management and
Organisation, 13(2), 114-125.

Farr-Wharton, F., Brunetto, Y., & Shacklock, K. (2011). Profession-
als’ supervisor—subordinate relationships, autonomy and com-
mitment in Australia: A leader-member exchange theory

@ Springer

perspective. The International Journal of Human Resource
Management, 22(17), 3496-3512.

Ferris, G. R., Davidson, S. L., & Perrewe, P. L. (2005). Political skill
at work: Impact on work effectiveness. Mountain View, CA:
Davies-Black Publishing.

Finkelstein, M. A. (2008). Volunteer satisfaction and volunteer
action: A functional approach. Social Behavior and Personality:
An International Journal, 36(1), 9—18.

Firescu, V. (2008). Determinants for work satisfaction and the loyalty
of the employees—A representative model for the students of the
faculty of machines building in Cluj-Napoca. Revista De
Management Si Inginerie Economica, 7(4), 83-96.

Flauto, F. J. (1999). Walking the talk: The relationship between
leadership and communication competence. The Journal of
Leadership Studies, 6(1-2), 86-97.

Friedman, 1. (2005). Community health workers and community
caregivers: Towards a model of unified practice. In P. [jumba &
A. Padarath (Eds.), South African health review 2005 (pp.
176-188). Durban: Health Systems Trust.

Gerstner, C. R., & Day, D. V. (1997). Meta-analytic review of leader—
member exchange theory: Correlates and construct issues.
Journal of Applied Psychology, 82(6), 827-844.

Golden, T. D., & Veiga, J. F. (2008). The impact of superior—
subordinate relationships on the commitment, job satisfaction,
and performance of virtual workers. The Leadership Quarterly,
19(1), 77-88.

Gouldner, A. W. (1960). The norm of reciprocity: A preliminary
statement. American Sociological Review, 25(2), 161-178.
Graen, G. B., & Scandura, T. A. (1987). Toward a psychology of
dyadic organising. Research in Organisational Behaviour, 9,

175-208.

Graen, G. B., & Uhl-Bien, M. (1995). Relationship-based approach to
leadership: Development of leader—-member exchange (LMX)
theory of leadership over 25 years: Applying a multi-level multi-
domain perspective. Leadership Quarterly, 6(2), 219-247.

Griffeth, R. W., Hom, P. W., & Gaertner, S. (2000). A meta-analysis
of antecedents and correlates of employee turnover: Update,
moderator tests, and research implications for the next millen-
nium. Journal of Management, 26(3), 463—488.

Hackman, J. R., & Oldham, G. R. (1980). Work redesign. Boston,
MA: Addison-Wesley.

Harris, K. J., Kacmar, K. M., & Witt, L. (2005). An examination of
the curvilinear relationship between leader—-member exchange
and intent to turnover. Journal of Organisational Behaviour,
26(4), 363-378.

Haski-Leventhal, D., & Bargal, D. (2008). The volunteer stages and
transitions model: Organisational socialisation of volunteers.
Human Relations, 61(1), 67-102.

Hidalgo, M. C., & Moreno, P. (2009). Organisational socialisation of
volunteers: The effect on their intention to remain. Journal of
Community Psychology, 37(5), 594-601.

Irving, P. G., Coleman, D. F., & Cooper, C. L. (1997). Further
assessments of a three-component model of occupational
commitment: Generalisability and differences across occupa-
tions. Journal of Applied Psychology, 82(3), 444.

Iverson, R. D., & Pullman, J. A. (2000). Determinants of voluntary
turnover and layoffs in an environment of repeated downsizing
following a merger: An even history analysis. Journal of
Management, 26(5), 977-1003.

Jiménez, M. L. V., & Fuertes, F. C. (2005). Positive emotions in
volunteerism. The Spanish Journal of Psychology, 8(1), 30-35.

Karl, K. A., Peluchette, J. V., & Hall, L. M. (2008). Give them
something to smile about: A marketing strategy for recruiting
and retaining volunteers. Journal of Nonprofit & Public Sector
Marketing, 20(1), 71-96.


https://www.eurofound.europa.eu/sites/default/files/ef_files/ewco/reports/TN0608TR01/TN0608TR01.pdf
https://www.eurofound.europa.eu/sites/default/files/ef_files/ewco/reports/TN0608TR01/TN0608TR01.pdf
http://www.vosesa.org.za/sadcconference/papers/10.pdf
http://www.vosesa.org.za/sadcconference/papers/10.pdf
http://www.ssireview.org/pdf/TheNewVolunteerWorkforce.pdf
http://www.ssireview.org/pdf/TheNewVolunteerWorkforce.pdf

Voluntas (2019) 30:244-258

257

Kim, H., & Lee, S. Y. (2009). Supervisory communication, burnout,
and turnover intention among social workers in health care
settings. Social Work in Health Care, 48(4), 364-385.

Kim, M., Trail, G. T., Lim, J., & Kim, Y. K. (2009). The role of
psychological contract in intention to continue volunteering.
Journal of Sport Management, 23(5), 549-573.

Kénya, V., Grubic¢-Nesi¢, L., & Mati¢, D. (2015). The influence of
leader—-member communication on organisational commitment
in a Central European Hospital. Acta Polytechnica Hungarica,
12(3), 109-128.

Kram, K. E., & Isabella, L. A. (1985). Mentoring alternatives: The
role of peer relationships in career development. Academy of
Management Journal, 28(1), 110-132.

Lee, Y.-J. (2016). Comparison of job satisfaction between nonprofit
and public employees. Nonprofit and Voluntary Sector Quar-
terly, 45(2), 295-313.

Liden, R. C., & Maslyn, J. M. (1998). Multidimensionality of leader—
member exchange: An empirical assessment through scale
development. Journal of Management, 24(1), 43-73.

Liden, R. C., Sparrowe, R. T., & Wayne, S. J. (1997). Leader—
member exchange theory: The past and potential for the future.
Research in Personnel and Human Resource Management, 15,
47-119.

Locke, E. A. (1976). The nature and causes of job satisfaction. In M.
D. Dunnette (Ed.), Handbook of industrial and organisational
psychology (pp. 1297-1349). Chicago: Rand McNally.

Malinen, S., & Harju, L. (2017). Volunteer engagement: Exploring
the distinction between job and organisational engagement.
Voluntas: International Journal of Voluntary and Nonprofit
Organisations, 28(1), 69—89.

Mardanov, 1., Sterrett, J., & Baker, J. (2007). Satisfaction with
supervision and member job satisfaction in leader—-member
exchange: An empirical study in the restaurant industry. Journal
of Applied Management and Entrepreneurship, 12(3), 37-56.

Marincowitz, G., Jackson, C., & Fehrsen, G. S. (2004). Who are good
home-based care volunteers? South African Family Practice,
46(2), 28-31.

Mashau, N. S., & Davhana-Maselesele, M. (2009). Experiences of
HIV/AIDS home-based caregivers in Vhembe district of the
Limpopo Province. Curationis, 32(4), 40-47.

Mashau, N. S., Netshandama, V. O., & Madau, M. J. (2016). Self-
reported impact of caregiving on voluntary home-based care-
givers in Mutale Municipality, South Africa. African Journal of
Primary Healthcare and Family Medicine, 82(2), 1-5.

Maslyn, J. M., & Uhl-Bien, M. (2001). Leader—-member exchange and
its dimensions: Effects of self-effort and other’s effort on
relationship quality. Journal of Applied Psychology, 86(4),
697-708.

Mayfield, J., & Mayfield, M. (1998). Increasing worker outcomes by
improving leader follower relations. The Journal of Leadership
Studies, 5(1), 72-81.

Mayfield, J., & Mayfield, M. (2007). The Effects of leader commu-
nication on a worker’s intent to stay: An investigation using
structural equation modelling. Human Performance, 20(2),
85-102.

van Ginneken, N., Lewin, S., & Berridge, V. (2010). The emergence
of community health worker programmes in the late apartheid
era in South Africa: An historical analysis. Social and Medicine,
71(6), 1110-1118.

Measuring Volunteering: A practical toolkit. (2001). Retrieved from
https://heritage.utah.gov/wp-content/uploads/Measuring_Volun
teerism.pdf?x15791. Accessed 11 June 2015.

Michael, D. F. (2014a). Supportive supervisor communication as a
mediator of the leader—-member exchange and subordinate
performance relationship. International Journal of Leadership
Studies, 8(2), 44-65.

Michael, D. F. (2014b). The impact of leader—member exchange,
supportive supervisor communication, affective commitment,
and role ambiguity on bank employees’ turnover intentions and
performance. [International Journal of Business and Social
Science, 5(7), 8-21.

Mitchell, T. R., Holtom, B. C., Lee, T. W., & Graske, T. (2001). How
to keep your best employees, developing an effective retention
policy. Academy of Management Executive, 15(4), 96—109.

Moetlo, G. J., Pengpid, S., & Peltzer, K. (2011). An evaluation of the
implementation of integrated community home-based care
services in Vhembe District, South Africa. Indian Journal of
Palliative Care, 17(2), 137-142.

Molenberghs, P. (2017). Understanding others’ feelings: What is
empathy and why do we need it? The Conversations. Retrieved
from https://theconversation.com/understanding-others-feelings-
what-is-empathy-and-why-do-we-need-it-68494. Accessed 2 Feb
2017.

Morrow, P. C., Suzuki, Y., Crum, M. R., Ruben, R., & Pautsch, G.
(2005). The role of leader-member exchange in high turnover
work environments. Journal of Managerial Psychology, 20(8),
681-694.

Mueller, B. H., & Lee, J. (2002). Leader-member exchange and
organisational communication satisfaction in multiple contexts.
Journal of Business Communication, 32(2), 220-244.

National Development Agency. (2013). Funding constraints and
challenges faced by civil society in South Africa. Retrieved from
http://www.nda.org.za’/home/43/files/Research%20Reports/1.
FUNDING_CONSTRAINTS.pdf. Accessed 20 July 2017.

Nelson, S. A. (2012). Affective commitment of generational cohorts
of Brazilian nurses. International Journal of Manpower, 33(7),
804-821.

Nook, E. C.,, Ong, D. C,, Morelli, S. A., Mitchell, J. P., & Zaki, J.
(2016). Prosocial conformity: Prosocial norms generalise across
behaviour and empathy. Personality and Social Psychology
Bulletin, 42(8), 1045-1062.

Northouse, P. G. (2001). Leadership: Thoery and practice (2nd ed.).
Thousand Oaks, CA: Sage.

Nunnally, J. C., & Bernstein, 1. H. (1994). Psychometric theory (3rd
ed.). New York: McGraw Hill.

Okun, M. A., & Eisenberg, N. (1992). Motives and intent to continue
organisational volunteering among residents of a retirement
community area. Journal of Community Psychology, 20(3),
183-187.

Pearce, J. L. (1993). Volunteers: The organisational behavior of
unpaid workers. London: Routledge.

Penner, L. A. (2002). Dispositional and organisational influences on
sustained volunteerism: An interactionist perspective. Journal of
Social Issues, 58(3), 447-467.

Pettit, J. D. J., Goris, J. R., & Vaught, B. C. (1997). An examination
of organisational communication as a moderator of the relation-
ship between job performance and job satisfaction. Journal of
Business Communication, 34(1), 81-98.

Pincus, J. D., Knip, J. E., & Rayfield, R. E. (1990). Internal
communication and job satisfaction revisited: The impact of
organisational trust and influence of commercial bank supervi-
sors. In J. Gruning & I. Gruning (Eds.), Public relations research
annual (pp. 173-191). Hillsdale, NJ: Laurence Erlbaum.

Pines, A., & Aronson, E. (1988). Career burnout: Causes and cures.
New York, NY: Free Press.

Prislin, R., & Wood, W. (2005). Social influence in attitudes and
attitude change. In D. Albarracin, B. T. Johnson, & M. P. Zanna
(Eds.), The handbook of attitudes (pp. 671-705). New York:
Lawrence Erlbaum.

Reina, D. S., & Reina, M. L. (1999). Trust and betrayal in the
workplace. San Francisco: Berrett-Koehler.

@ Springer


https://heritage.utah.gov/wp-content/uploads/Measuring_Volunteerism.pdf%3fx15791
https://heritage.utah.gov/wp-content/uploads/Measuring_Volunteerism.pdf%3fx15791
https://theconversation.com/understanding-others-feelings-what-is-empathy-and-why-do-we-need-it-68494
https://theconversation.com/understanding-others-feelings-what-is-empathy-and-why-do-we-need-it-68494
http://www.nda.org.za/home/43/files/Research%20Reports/1.FUNDING_CONSTRAINTS.pdf
http://www.nda.org.za/home/43/files/Research%20Reports/1.FUNDING_CONSTRAINTS.pdf

258

Voluntas (2019) 30:244-258

Ross, M. W., Greenfield, S. A., & Bennett, L. (1999). Predictors of
dropout and burnout in AIDS volunteers: A longitudinal study.
AIDS Care, 11(6), 723-731.

Russel, H., & Schneider, M. (2000). A rapid appraisal of community-
based HIV/AIDS care and support programmes in South Africa.
Johannesburg: Centre for Health Policy, University of the
Witwatersrand.

Scherer, L. L., Allen, J. A., & Harp, E. R. (2016). Grin and bear it: An
examination of volunteers’ fit with their organisation, burnout
and spirituality. Burnout Research, 3(1), 1-10.

Sias, P. M., & Jablin, F. M. (1995). Differential superior—subordinate
relations, perceptions of fairness, and co-worker communication.
Human Communication Research, 22(1), 5-38.

St. John, N., & Creyton, M. (2014). Volunteering Queensland Inc.
Futuring volunteer management report (pp. 1-2). Retrieved
from https://www.volunteeringqld.org.au/policy. Accessed 12
Dec 2015.

Statistics South Africa. (2011). Volunteer activities survey, 2010.
Pretoria: Statistics South Africa.

Street, R. L., Jr., Mulac, A., & Wiemann, J. M. (1988). Speech
evaluation differences as a function of perspective (participant
versus observer) and presentation medium. Human Communi-
cation Research, 14(3), 333-363.

Stringer, L. (2006). The link between the quality of the supervisor—
employee relationship and the level of the employee’s job
satisfaction. Public Organisation Review, 6(2), 125-142.

Tamasane, T. M. A., & Seager, J. (2004). Rapid appraisal of the
community capacity empowerment programme and leadership
development for results components of the enhancing an
integrated response to HIV, AIDS and poverty programme.
Pretoria:  UNDP. Retrieved from https://www.hsrc.ac.za/en/
research-data/view/1828. Accessed 11 Feb 2017.

@ Springer

Taylor, T., Darcy, S., Hoye, R., & Cuskelly, G. (2006). Using
psychological contract theory to explore issues in effective
volunteer management. European Sport Management Quarterly,
6(2), 123-147.

Usadolo, Q. E. (2016). The impact of social exchange on volunteers’
workplace outcomes in non-profit organisations. Ph.D thesis,
Southern Cross University, Australia.

Vecina, M., Marta, E., Pozzi, M., & Marzana, D. (2010). What do
sustain our will to volunteer? A crosscultural Italian and Spanish
comparison. In V. Cigoli & M. Gennari (Eds.), Close relation-
ships and community psychology: An international perspective
(pp. 118-132). Milano: Franco Angeli.

Vinokur-Kaplan, D. (1996). Workplace attitudes, experiences and job
satisfaction of social work administrators in nonprofit and public
agencies: 1981 and 1989. Nonmprofit and Voluntary Sector
Quarterly, 25(1), 89-107.

Wayne, S. J., & Green, S. A. (1993). The effects of leader—member
exchange on employee citizenship and impression management
behaviour. Human Relations, 46(12), 1431-1440.

Wheeler, A. R., Gallagher, V. C., Brouer, R. L., & Sablynski, C. J.
(2007). When person-organisation (mis)fit and (dis)satisfaction
lead to turnover: The moderating role of perceived job mobility.
Journal of Managerial Psychology, 22(2), 203-219.

Wiemann, J. M. (1977). Explication and test of a model of
communicative competence. Human Communication Research,
3(3), 195-213.

Wilson, J. (2000). Volunteering. Annual Review of Sociology, 26(1),
215-240.

Wiiiska, J. (2010). Influence of superior—subordinate communication
on employee satisfaction. Journal of Positive Management, 1(1),
110-124.


https://www.volunteeringqld.org.au/policy
https://www.hsrc.ac.za/en/research-data/view/1828
https://www.hsrc.ac.za/en/research-data/view/1828

	The Impact of Lower Level Management on Volunteers’ Workplace Outcomes in South African Non-profit Organisations: The Mediating Role of Supportive Supervisor Communication
	Abstract
	Introduction
	Context and Background of the Study
	Leader--Member Exchange
	Volunteer’s Intentions to Stay
	Volunteer’s Job Satisfaction
	Supportive Supervisor Communication

	Methods
	Participants and Procedure
	Measures
	Data Analysis

	Results
	The Influence of LMX on Volunteers’ Job Satisfaction
	The Influence of LMX on Volunteers’ Intention to Stay
	The Mediating Effect of Supportive Supervisor Communication on the Relationship Between High-Quality LMX and Job Satisfaction
	The Mediating Effect of Supportive Supervisor Communication on the Relationship Between High-Quality LMX and Intention to Stay

	Discussion
	Implications for Practice
	Limitations of the Study
	Conclusion
	References




