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Abstract
UK food banks depend heavily on volunteers to keep their daily operations running. Since volunteers are unpaid, the way they are managed and communicated with may affect whether they continue volunteering. This study examines the relationships between managerial communication effectiveness, perceived servant leadership behaviours, and intentions to remain a volunteer in UK food bank organisations.
A quantitative approach was used, with an online questionnaire completed by 159 food bank volunteers in the UK. The questionnaire included five items for each of the three main variables. Data were analysed in Python using descriptive statistics, Cronbach's alpha, and Pearson correlation, and three hypotheses were tested. The findings showed positive relationships among all three variables. Managerial communication effectiveness was positively related to volunteer retention intentions (r = .697, p < .001), as was communication effectiveness to perceived servant leadership behaviours (r = .642, p < .001). Perceived servant leadership behaviours were also positively related to volunteer retention intentions (r = .683, p < .001). All three measures showed acceptable internal consistency.
These findings suggest that volunteers with more positive views of communication and coordinator support also tend to report stronger intentions to remain involved with their food bank. However, because the study used a cross-sectional survey, the findings indicate associations rather than cause and effect. The sample consisted of active volunteers and should not be considered representative of all food bank volunteers in the UK. The study recommends that food bank managers prioritise clear communication, accessible support, and respectful leadership when managing volunteers.
Keywords: managerial communication, volunteer retention, servant leadership, food banks, volunteers, UK
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[bookmark: _Toc241250446]Chapter One: Introduction
[bookmark: _Toc241250447]1.1 Background of the Study
Food banks are now a common part of emergency food support in the United Kingdom. Trussell (2025) reported that food banks in its community distributed 2.9 million emergency food parcels between April 2024 and March 2025. This figure does not include all independent food banks or other food-aid providers, so it should not be treated as a total for the whole UK sector. Even with this limit, it shows the high level of demand faced by a large network of food banks.
Much of this work depends on volunteers. Lee, Coulson and Hackett (2023) show that food-bank volunteers do more than sort food or prepare parcels. Their work also involves everyday contact, cooperation and support within the service. This matters because the volunteer experience is shaped not only by the tasks people perform, but also by how they are treated and supported while doing them.
Keeping volunteers is therefore an important management issue. Forner et al. (2024) reviewed 117 studies involving 55,335 volunteers and found that people leaving volunteer roles was linked with several personal and organisational factors. Communication, organisational support and relationships with leaders were among the factors related to staying or leaving. Their review is useful because it brings together evidence from many studies, but it covers many different types of volunteering. The same relationships may not work in exactly the same way in UK food banks.
Bauer and Lim (2019) give more direct evidence about communication. Their study of 79 volunteers in one grief-support nonprofit in the United States found that internal communication and the relationship with a supervisor were positively related to volunteers' intention to continue. The study is useful here because it links communication with retention intentions. However, it was based on one organisation in a different country and service setting, so the findings should be tested rather than applied directly to UK food banks.
Piatak and Carman (2023) looked at volunteer management more widely. Their survey linked training, inclusion, positive contact with staff and organisational support with volunteers' intention to continue and their willingness to recommend the organisation. This suggests that management practices can shape the volunteer experience. However, managerial communication was not the main focus of their study and the research was not carried out in food-assistance organisations.
Research carried out in food-bank settings adds useful detail. Armour and Barton (2019) studied four women volunteering in UK food banks and found that shared purpose, belonging and social connection were important to psychological wellbeing. Lee, Coulson and Hackett (2023) also describe coping practices and social relationships as part of everyday food-bank work. Augusto (2025), studying three food-assistance organisations in Portugal, found a gap between formal ways of bringing volunteers into the organisation and what volunteers experienced in practice. Informal support often became important. These studies help explain why relationships and management may matter, but they do not test whether managerial communication, servant leadership and retention intentions are related in the data.
The gap addressed in this dissertation is, therefore, quite specific. Research from wider volunteer settings suggests that communication and relationships with leaders are connected with retention, while food-bank studies show that support and everyday interaction are important parts of volunteering. What remains less clear is whether volunteers in UK food banks who experience more effective managerial communication also report stronger intentions to remain, whether communication is related to perceived servant leadership, and whether servant leadership is related to retention intentions.
[bookmark: _Toc241250448]1.2 Problem Statement
The practical issue is not only recruiting volunteers. Food banks also need people who are willing to stay long enough to build experience, understand local routines, and contribute consistently. When volunteers leave, coordinators may need to recruit and support replacements, which can add pressure to an already limited workforce.
The research problem is more specific. Earlier studies give reasons to expect a relationship between management practices and volunteer retention, but they do not give a clear answer for UK food banks. Forner et al. (2024) offer evidence from many volunteer settings. Bauer and Lim (2019) focus more directly on communication, but only within one US nonprofit. Piatak and Carman (2023) show that staff contact and organisational support are related to retention intentions, yet their study is not specific to food banking.
Food-bank research also leaves part of the question unanswered. Armour and Barton (2019) show that belonging and social connection matter to volunteers, while Lee, Coulson and Hackett (2023) show the importance of everyday relationships within food-bank work. Augusto (2025) adds evidence that informal support can become important when formal support is limited. These studies describe the setting well, but they do not test the three-variable model used in this dissertation.
This study tests whether volunteers who rate managerial communication more positively also report stronger retention intentions. It also tests whether communication is related to perceived servant leadership and whether servant leadership is related to retention intentions. The data come from a cross-sectional survey, so the results are interpreted as associations. They do not prove that communication causes volunteers to stay.
[bookmark: _Toc241250449]1.3 Need for the study
The topic was chosen because access to food is viewed as a basic human need, and food banks play an important role in helping people who may otherwise struggle to meet that need. The author has also been interested in volunteering because, unlike paid work, people give their time without receiving a salary in return. Volunteers give their time and effort without expecting a direct financial benefit. Their contribution is often based on a desire to support other people and make a positive contribution to society.
This personal interest in volunteering also influenced the focus on management and leadership. The author has personal experience of volunteering and understands that the way volunteers are treated by coordinators can affect how they feel about continuing their involvement. Feeling respected, supported, and listened to can make volunteering more positive, while poor communication or unsupportive leadership may make people less willing to remain.
For this reason, the study focuses on managerial communication and servant leadership alongside volunteer retention intentions. The aim is to understand whether volunteers who experience clearer communication and more supportive leadership are also more likely to report a stronger intention to continue volunteering. The study therefore combines a personal interest in food security and volunteering with a practical management question that is relevant to food bank organisations.
[bookmark: _Toc241250450]1.4 Research Aim
The aim of this study is to examine the relationship between managerial communication effectiveness, perceived servant leadership and volunteer retention intentions in UK food bank organisations.
[bookmark: _Toc241250451]1.5 Research Objectives
1. To examine how volunteers rate the effectiveness of managerial communication in their food bank organisations.
2. To test the relationships between managerial communication effectiveness, perceived servant leadership and volunteer retention intentions.
3. To develop practical recommendations for food bank managers based on the quantitative findings.
[bookmark: _Toc241250452]1.6 Research Question
To what extent are managerial communication effectiveness, perceived servant leadership, and volunteer retention intentions related in UK food bank organisations?
[bookmark: _Toc241250453]1.7 Structure of the Dissertation
The dissertation is organised into five chapters. The chapters move from the research problem and literature to the quantitative method, the statistical findings and the final conclusions. Table 1.1 gives a short overview.
Table 1.1: Overview of the dissertation structure
	Chapter
	Purpose

	Chapter 1: Introduction
	Introduces the context, research problem, rationale, aim, objectives, and research question.

	Chapter 2: Literature Review
	Reviews research on volunteer retention, managerial communication, and servant leadership, and develops the three hypotheses.

	Chapter 3: Methodology
	Explains the quantitative cross-sectional survey, sampling, measures, data collection, Python-based statistical analysis, ethics, and methodological limitations.

	Chapter 4: Findings and Discussion
	Reports the descriptive statistics, reliability checks, correlations, and hypothesis results, and discusses what they mean in relation to the literature.

	Chapter 5: Conclusions and Recommendations
	Answers the research question, summarises the contribution and limitations of the study, and presents practical recommendations and areas for future research.




[bookmark: _Toc241250454]Chapter Two: Literature Review
[bookmark: _Toc241250455]2.1 Introduction
This chapter reviews research on managerial communication, servant leadership and volunteer retention. The aim is not only to list studies, but to compare what they found, how they were carried out and how far their findings can be applied to UK food banks. The chapter begins with the main theories, then reviews evidence on volunteer retention, food-bank volunteering, communication and servant leadership. It ends by identifying the research gap and setting out the three hypotheses.
Social Exchange Theory is used as the main theory because volunteering involves an ongoing relationship without a wage. Volunteers give time and effort, while organisations may provide support, information, recognition and a sense of belonging. Psychological Contract Theory is used as a supporting theory because volunteers can also develop expectations about how they should be treated. The Volunteer Process Model is used more narrowly to show why experiences after joining an organisation may influence whether volunteering continues. Together, these ideas help explain the three variables tested here: managerial communication effectiveness, servant leadership behaviours and volunteer retention intentions.
[bookmark: _Toc241250456]2.2 Theoretical Foundations
[bookmark: _Toc241250457]2.2.1 Social Exchange Theory
Blau (1964) described social relationships as exchanges in which one person's actions can create an expectation of return from another. The exchange does not have to involve money. This makes the theory relevant to formal volunteering, where people contribute time and effort without a salary but still have an ongoing relationship with the organisation. In a food bank, that relationship may include information, support, respect and opportunities to take part in meaningful work.
Food-bank research partly fits this exchange view, although it also shows its limits. Do Paço and Agostinho (2012) compared permanent and occasional food-bank volunteers in Portugal and found differences in motivations, age and other characteristics. Their study helps show that volunteers may receive personal and social benefits from volunteering, but it does not test managerial communication or retention intentions. It therefore supports the general idea of exchange rather than the specific model.
Forner et al. (2024) examined retention more directly in a systematic review and meta-analysis of 117 studies involving 55,335 volunteers. Their results show that experiences within organisations, including communication, support and leader relationships, are related to whether volunteers stay or leave. This gives a strong general basis for the present study, but the review combines different types of volunteering and different ways of measuring staying and leaving. It cannot show that the same relationships will have the same strength in UK food banks.
Social Exchange Theory is a useful starting point, but it is not enough on its own. Farny et al. (2019) studied four volunteer-dependent community ventures and found that emotional attachment and loyalty also mattered for retention. Their findings suggest that volunteers do not simply weigh costs against benefits. Relationships, identity and emotion can become part of the reason for staying, which is relevant in food-bank settings where volunteers may work closely with colleagues and people seeking support.
[bookmark: _Toc241250458]2.2.2 Psychological Contract Theory
Communication matters here because it is one of the main ways volunteers judge how the organisation treats them. A change to a rota may be a simple practical message, but the timing, clarity and tone of that message can also affect whether volunteers feel respected and included. This may be especially important in unpaid work, where there is no financial reward supporting the relationship with the organisation.
Rousseau (1989) described the psychological contract as a person's belief about what they and the organisation should give to each other. These expectations are often informal rather than written. A volunteer may expect clear information, respectful treatment, support when problems arise and a chance to be heard. If those expectations are repeatedly not met, the relationship with the organisation may weaken.
Forner et al. (2024) found that factors linked to the psychological contract were related to volunteers staying or leaving across the studies in their review. This does not mean that communication automatically meets or breaks a psychological contract. The present research also does not measure the psychological contract as a separate variable. The theory is used only to help explain why communication and leadership may matter to volunteers.
[bookmark: _Toc241250459]2.2.3 The Volunteer Process Model
Omoto and Snyder (1995) proposed a model that looks at what happens before people start volunteering, during their volunteering experience and afterwards. Their original research concerned AIDS volunteers in the United States, so it should not be treated as a direct description of present-day food-bank volunteering. Its value for this study is more limited: it draws attention to what happens after a person has joined an organisation. This fits the present research because the study is not about why people first decide to volunteer. It examines whether communication and leadership during volunteering are related to an intention to remain. The Volunteer Process Model therefore helps place the study at the experience stage, but it does not explain the communication-retention relationship by itself.
[bookmark: _Toc241250460]2.2.4 Theoretical Position of This Study
The Volunteer Process Model places communication and leadership within the volunteering experience after a person joins. The theories are used in this limited way because adding more theories would not necessarily make the study clearer. Social Exchange Theory is the main framework because it explains why the way an organisation treats people may matter in an unpaid relationship. Psychological Contract Theory helps explain the expectations volunteers may have, while the Volunteer Process Model places these experiences within the wider volunteering journey.
The statistical model is kept simple and focused. Managerial communication is treated as something volunteers experience directly in the organisation. Servant leadership refers to how volunteers view the coordinator's behaviour, while retention intention is the main outcome. The following sections examine whether earlier research gives a reasonable basis for expecting relationships between these three variables and where the evidence is still uncertain.
[bookmark: _Toc241250461]2.3 Volunteer Retention in the Food-Bank Context
[bookmark: _Toc241250462]2.3.1 Evidence on Volunteer Retention
Forner et al. (2024) give a wide view of volunteer retention. Their meta-analysis found that satisfaction, commitment and engagement were related to volunteers leaving, while factors such as communication, support and leader relationships also mattered. Because the review combines many studies, it gives stronger general evidence than a survey from one organisation. The limitation is that the studies used different volunteer groups and different ways of measuring staying and leaving. Piatak and Carman (2023) look more closely at volunteer management. Their survey linked training, inclusion, positive contact with staff and organisational support with volunteers' intention to continue and willingness to recommend the organisation. This supports the view that what happens after recruitment matters. However, it does not separate managerial communication as the main factor and the research was not carried out in food banks.
Farny et al. (2019) look at retention from a different angle. Their qualitative research across four community projects in France, Germany, Italy and Spain shows how emotional attachment can build over time through organisational practices. This adds detail to the survey and meta-analysis evidence because it treats retention as part of an ongoing relationship. The cases were successful projects with a social purpose, so they may tell us less about organisations where volunteer relationships are weak or under pressure.
[bookmark: _Toc241250463]2.3.2 Food-Bank Volunteering
Augusto (2025) studied volunteer integration in three food-assistance organisations in Portugal. Formal procedures described by supervisors did not always match what volunteers experienced. Informal contact with experienced volunteers often filled gaps in training, and some volunteers felt poorly prepared for difficult contact with beneficiaries. This study is useful for understanding everyday support, but the country and type of organisation are different from UK food banks. It is therefore better used to identify issues that may matter than to predict what UK volunteers will report.
Research based specifically in food banks gives useful context. Lee, Coulson and Hackett (2023) studied UK food-bank volunteering through a social-practice approach. They show that the work includes practical tasks, ways of coping and the creation of a social atmosphere within the food bank. Their study shifts attention from individual motivation to what volunteers do together, but it was not designed to test retention or managerial communication.
Armour and Barton (2019) explored the experiences of four women volunteering in UK food banks who also had experience of the welfare system. Belonging, social connection, purpose and mutual support were important in their accounts. The small and specific sample gives useful depth but cannot represent food-bank volunteers generally. The authors also acknowledge that the research relationship may have influenced the mainly positive accounts given by participants. These studies also show why food-bank volunteering should not be treated as one uniform role. Client-facing volunteers may deal directly with people in distress, while others work in stock handling, driving, administration or coordination. Communication needs may thus differ across roles. A short logistical message may be enough for one task but not for a situation where a volunteer needs guidance or support.
[bookmark: _Toc241250464]2.4 Managerial Communication and Volunteer Retention
[bookmark: _Toc241250465]2.4.1 Evidence for a Communication-Retention Relationship
Bauer and Lim (2019) provide a direct test of communication and intention to continue. Their survey involved 79 volunteers at a grief-support nonprofit in Los Angeles. Relationship with the supervisor, internal communication and external social-media communication were each associated with intention to continue. The study is particularly relevant because it tests specific communication practices rather than treating communication as a vague organisational feature.
Forner et al. (2024) reach a similar general finding from a much wider evidence base: communication is related to whether volunteers stay or leave. Their wider review reduces the problem of relying on one organisation, but it creates another issue. Different studies can use the word communication to mean different things, such as frequency, clarity, access to a supervisor or general satisfaction. This makes it difficult to know which part of communication matters most in a food-bank setting.
The findings need to be read in context. The research was based on one organisation, and several communication variables were measured with single items developed with that organisation. Grief support is also different from food assistance. So, Bauer and Lim (2019)  provide evidence of an association, not a basis for assuming that the same size or form of relationship will appear among UK food-bank volunteers.
[bookmark: _Toc241250466]2.4.2 Communication in Food-Assistance Organisations
Food-assistance research suggests that communication is more than the number of messages volunteers receive. Augusto (2025) found that informal contact often helped volunteers learn tasks and deal with situations for which formal induction had not prepared them. Lee, Coulson and Hackett (2023) similarly show that food-bank work is organised through shared practices and relationships. Read together, these studies suggest that volunteers may judge communication by whether it helps them do the work and feel supported, rather than by frequency alone.
For this study, managerial communication effectiveness is  defined in practical terms. It covers whether important information is clear, whether volunteers receive enough information to perform their role, whether the communication channels suit their needs, whether face-to-face contact is available when needed, and whether they are satisfied with communication overall. This definition allows volunteers in different roles to judge communication against their own work rather than assuming that one channel is always best. 
The evidence gives a reasonable basis for expecting a positive relationship between managerial communication and retention intentions, but the UK food-bank context has not been tested directly in the studies reviewed here. This leads to the first hypothesis.
H1: Managerial Communication Effectiveness will be positively associated with Volunteer Retention Intentions.
[bookmark: _Toc241250467]2.5 Servant Leadership as a Possible Explanation
[bookmark: _Toc241250468]2.5.1 Why Servant Leadership Is Relevant
Servant leadership focuses on leader behaviour that gives attention to followers' needs and development. Eva et al. (2019) describe it as an other-oriented approach in which leaders place followers' interests ahead of their own. This idea is relevant to volunteering because coordinators often depend on cooperation rather than formal authority, and volunteers can leave more easily than paid employees.
The concept should still be used carefully. Eva et al. (2019) found variation in how servant leadership had been defined and measured, and they noted overlap with other leadership approaches. Much of the evidence also comes from cross-sectional surveys. In this dissertation, servant leadership is not treated as a superior leadership style. It is used because behaviours such as listening, respect, attention to wellbeing and communicating purpose are relevant to the volunteer-management relationship.
[bookmark: _Toc241250469]2.5.2 Communication and Perceptions of Leadership
The link between communication effectiveness and perceived servant leadership is less established than the links in H1 and H3. Bauer and Lim (2019) found that both supervisor relationships and internal communication were related to continued volunteering, but they did not measure servant leadership. Eva et al. (2019) describe servant leadership partly through behaviours such as listening and responding to people's needs. Communication may therefore be one way volunteers decide whether a coordinator is supportive and respectful.
The two ideas should not be treated as the same thing. A coordinator can communicate a rota clearly without being seen as especially supportive, and a supportive coordinator can still communicate poorly. Here, communication means the way information is shared and discussed. Servant leadership means the wider way the coordinator is seen to behave towards volunteers.
Because the link between communication and servant leadership has received less direct attention in volunteer research, H2 is more exploratory than H1 or H3.
H2: Managerial Communication Effectiveness will be positively associated with perceived Servant Leadership Behaviours.
[bookmark: _Toc241250470]2.5.3 Servant Leadership and Retention
Schneider and George (2011) compared servant and transformational leadership in eight voluntary service clubs. In their sample of 110 participants, servant leadership was more strongly related to commitment, satisfaction and intention to stay, and empowerment helped explain some of these relationships. This gives useful evidence from a voluntary setting, but service clubs differ from food banks in both purpose and working conditions.
Ngah, Abdullah and Mohd Suki (2022) studied university-student volunteers in Malaysia. They found that servant leadership was related to volunteer retention and that job satisfaction helped explain that relationship. Participants also reported support when volunteer-related problems occurred and autonomy in carrying out assignments. Compared with Schneider and George (2011), this study provides more recent evidence but from a younger and more specific population. Neither study was based in UK food banks.
These studies give a reasonable basis for expecting a positive relationship between perceived servant leadership and retention intentions, but the relationship still needs to be tested in the present setting.
H3: Perceived Servant Leadership Behaviours will be positively associated with Volunteer Retention Intentions.



[bookmark: _Toc241250471]2.6 Critical Synthesis and Research Gap
Across the studies reviewed here, communication and leader relationships often appear in explanations of volunteer retention, but the evidence comes from different settings and research methods. Bauer and Lim (2019) directly link specific communication practices with intention to continue, yet their sample came from one US grief-support organisation. Forner et al. (2024) provide much wider evidence, but their review combines different meanings of communication and different types of volunteering.
Food-bank research answers a different part of the problem. Lee, Coulson and Hackett (2023) show that UK food-bank volunteering is organised through shared practices and social relationships. Armour and Barton (2019) show how belonging and social connection can shape the volunteer experience. Augusto (2025) shows that formal support may be incomplete and that informal support can become important in food-assistance organisations. These studies help explain the setting, but none tests a statistical model linking communication, servant leadership and retention intentions.
Among the studies reviewed for this dissertation, the author did not identify research that tests these three variables together among UK food-bank volunteers. This is the gap addressed here. The survey examines whether communication effectiveness is associated with retention intentions, whether communication is associated with perceived servant leadership, and whether servant leadership is associated with retention intentions.
Two cautions remain important when interpreting the model. Communication effectiveness and servant leadership may overlap because listening and responding can contribute to both. Food-bank volunteers also work in different roles, so they may not experience communication in the same way. These issues do not prevent the relationships from being tested, but they limit how confidently the results can be interpreted.
[bookmark: _Toc241250472]2.7 Conceptual Framework and Hypotheses
Figure 2.1 summarises the three relationships tested in the study. H1 examines the association between managerial communication and retention intentions. H2 examines the association between communication and perceived servant leadership, while H3 examines the association between servant leadership and retention intentions. The arrows show the proposed statistical relationships; they do not establish causal direction.
[image: ]
Figure 2.1: Conceptual framework
H1: Managerial Communication Effectiveness will be positively associated with Volunteer Retention Intentions.
H2: Managerial Communication Effectiveness will be positively associated with perceived Servant Leadership Behaviours.
H3: Perceived Servant Leadership Behaviours will be positively associated with Volunteer Retention Intentions.
[bookmark: _Toc241250473]2.8 Chapter Summary
This chapter reviewed the evidence behind the study's three hypotheses. Social Exchange Theory is the main framework, with Psychological Contract Theory and the Volunteer Process Model used as supporting theories. Research across volunteer settings links communication, organisational support and leader relationships with retention, while food-bank studies show that everyday support, shared practices and role differences shape the volunteer experience. Evidence for the exact model tested here is still limited, especially in UK food banks. Chapter Three explains how the relationships are tested using a quantitative survey and statistical analysis in Python.


[bookmark: _Toc241250474]Chapter Three: Methodology
[bookmark: _Toc241250475]3.1 Introduction
This chapter explains how the study was carried out. It focuses on three variables: managerial communication effectiveness, perceived servant leadership behaviours and volunteer retention intentions. Data were collected through an online questionnaire and analysed as numerical data.
The chapter covers the research approach, survey design, participants, questionnaire measures, data collection, statistical analysis in Python, research ethics and the main limitations of the method. Only the statistical tests needed to answer the research question and hypotheses were used.
[bookmark: _Toc241250476]3.2 Research Approach
A quantitative approach was chosen as it matched the purpose of the research. In this way, the author was able to compare the answers given by each participant on identical questions. Three hypotheses about managerial communication, servant leadership and volunteers' intention to remain involved with their food-bank organisation were tested. 
The study follows a mainly positivist approach, meaning that it uses variables decided in advance, numerical measures and statistical tests to examine patterns in the sample (Saunders, Lewis and Thornhill, 2023). The hypotheses expected positive relationships, but the analysis was used to test those expectations rather than assume they were correct. Weak or non-significant results would still have been reported. The findings are treated as relationships in the data and not as proof that one variable directly causes another.
A quantitative approach also suited the research question. The study asks whether three defined variables are related across a group of volunteers. Using the same questionnaire for all participants made it possible to compare responses in a consistent way. Kelley et al. (2003) explain that good survey research needs a clear link between the research question, questionnaire, sample and analysis. That idea was followed here by keeping the questionnaire and analysis focused on the three variables in the conceptual model.
A qualitative method could have given more detailed accounts of individual volunteer experiences, but it would have answered a different question. Interviews could explain why a volunteer felt supported or dissatisfied, while the present study needed numerical scores that could be compared across 159 respondents. The quantitative design was therefore chosen because it fitted the purpose of testing H1, H2 and H3. Using numbers does not mean that volunteer experience is completely factual or free from personal judgement. The scores still represent volunteers' own views of communication, leadership and retention intentions.
[bookmark: _Toc241250477]3.3 Research Design
A cross-sectional survey design was used. Participants completed the questionnaire during one period rather than being followed over time. Saunders, Lewis and Thornhill (2023) explain that cross-sectional studies are useful when researchers want to examine a situation at a particular point in time. This design suited the study because the three main variables could be measured in the same questionnaire and compared statistically.
A limitation of this design is that communication, leadership, and retention intentions were measured at the same time. The analysis can show whether the variables are related, but it cannot show which came first or prove that one variable caused another. This limitation is kept in mind when the findings are discussed.
Collecting all three variables in one questionnaire also creates a possible measurement problem. Podsakoff et al. (2003) explain that relationships between variables can sometimes be affected when the same person provides all the measures at the same time. In this study, a volunteer with a generally positive view of the food bank may give positive ratings to communication, leadership and retention intentions together. This possibility is considered when the correlations are discussed.
At the same time, self-report data do not automatically mean that the correlations are too high. Spector (2006) argues that this assumption is too simple and that the effect depends on what is being measured and how the data are collected. Self-reporting was needed in this study because the research concerns volunteers' own views of communication, coordinator behaviour and their intention to remain. These views cannot be taken directly from organisational records.
[bookmark: _Toc241250478]3.4 Population, Sampling and Final Sample
The target population was adult, unpaid volunteers working in UK food bank organisations. Volunteers could be involved in frontline support, logistics, administration, coordination or a mixture of roles. Participants needed at least three months of experience with their current food bank because very new volunteers may not yet have had enough contact with managers to judge communication and leadership fairly.
Purposive sampling was used. Saunders, Lewis and Thornhill (2023) describe purposive sampling as selecting participants because they have characteristics or experience that are relevant to the research question. In this study, participants were included because they were active food bank volunteers with at least three months of experience. The survey link was shared through food bank contacts and volunteer communication routes. The final dataset contained 159 usable responses.
Sample size and sampling method need to be considered separately. Bonett and Wright (2000) show that the accuracy of a correlation estimate is affected by the number of observations available. With 159 usable responses, the study had a stronger basis for estimating the three correlations than it would have had with a much smaller sample. This does not mean that the sample represents all UK food-bank volunteers.
The main restriction comes from the use of purposive sampling. Participants had to be active food-bank volunteers with at least three months of experience, which ensured that they had relevant experience of communication and coordinator behaviour. However, only volunteers who were reached through the recruitment routes and chose to respond could enter the sample. People who did not see the survey or did not wish to take part may have had different experiences. For this reason, the 159 responses are used to examine relationships within the sample. They are not used to estimate the views of all food-bank volunteers in the UK.
[bookmark: _Toc241250479]3.5 Questionnaire and Main Measures
Data were collected using an online questionnaire. The first section asked about age group, length of volunteering, volunteering frequency and main volunteer role. The main section contained 15 statements, with five items for each of the three study variables. Participants responded to each statement using a five-point Likert scale ranging from strongly disagree (1) to strongly agree (5). The full questionnaire is provided in Appendix A.
The questionnaire was developed using published research rather than creating the measures without evidence from earlier studies. Communication items drew on Verčič (2021) and Bauer and Lim (2019). Servant leadership items drew on Ngah, Abdullah and Mohd Suki (2022), while the retention items drew on Piatak and Carman (2023). The wording was adapted to fit the food-bank setting, so the measures should not be treated as exact copies of the original scales.
Table 3.1: Main survey measures
	Measure
	Items
	What the items cover

	Managerial Communication Effectiveness
	5
	Clarity, frequency, suitable communication channels, overall communication quality and access to face-to-face contact.

	Servant Leadership Behaviours
	5
	Support for volunteers, listening, communication of mission and values, development, respect and fairness.

	Volunteer Retention Intentions
	5
	Intention to continue, thoughts about leaving, willingness to recommend, sense of belonging and long-term commitment.



The use of five items for each main variable reduced reliance on a single question. Communication effectiveness, for example, can involve clarity, frequency, communication channels and access to direct contact. One question would cover only part of that idea. The same reasoning was used for servant leadership and retention intentions.
Artino et al. (2014) explain that questionnaire development should start with a clear idea of what is being measured and wording that respondents can understand. This was important because the items were adapted from earlier studies for a food-bank setting. The wording therefore needed to stay close to the original meaning while still making sense to unpaid volunteers rather than employees or volunteers in a different type of organisation.
Adapting existing items also has limits. Morgado et al. (2017) found that the quality of a scale can be affected by the sample, the wording of questions and the way measurement quality is checked. An item that works well in one study may not work in exactly the same way in another setting. The source studies were therefore used as a basis for the questionnaire, but reliability was checked again with the present sample.
No separate pilot study was conducted. This remains a weakness. Reliability analysis can show whether items tend to work together after data collection, but it cannot fully replace a pilot that asks participants whether wording is clear before the main survey begins. The absence of a pilot is therefore kept as a limitation rather than treated as solved by the later Cronbach's alpha results. Saunders, Lewis and Thornhill (2023) also note that pilot testing can reveal unclear wording or practical problems before wider distribution.
The term 'retention intentions' is used throughout the dissertation. The five-item measure is slightly broader than a single question about staying because it also includes belonging, recommendation and long-term commitment. It should therefore be understood as a retention-related attitude rather than evidence that a volunteer actually remained with the organisation.
[bookmark: _Toc241250480]3.6 Data Collection Procedure
Ethical approval was obtained before data collection. Participants received information about the purpose of the research, participation was voluntary, and consent was obtained before the questionnaire began. Only adults who met the study criteria were included in the final dataset.
After the survey closed, the responses were exported for analysis. The data were stored using the university's approved storage arrangements. The analysis file used coded responses rather than participant names, and no identifying details are reported in the dissertation.
[bookmark: _Toc241250481]3.7 Statistical Analysis in Python
The survey data were analysed in Python. Python was used to organise the dataset and run the statistical tests, using common libraries including pandas, NumPy and SciPy. The analysis was deliberately kept limited to tests that directly answer the three hypotheses. More complex modelling was not used because it was not needed to answer the research question and would make the results harder to explain without adding clear value to this study.
The first step was to check whether responses met the eligibility criteria, identify missing information and review the data for obvious errors. Frequencies and percentages were then used to describe the respondents. Mean values were calculated for the questionnaire items, together with standard deviations to show how much the responses varied. The combined scale scores were also checked for obvious unusual values before the correlation analysis was carried out.
The analysis used average scores from the five items for each variable. This is different from treating one Likert question as a complete measure. Norman (2010) reviewed the use of parametric methods with Likert-type data and found that these methods often work well in practical research. In this dissertation, Pearson correlation was therefore applied to the average scores for communication effectiveness, servant leadership and retention intentions.
Cronbach's alpha was used to check whether the five questions for each variable gave reasonably consistent answers. Based on Tavakol and Dennick (2011), a value around .70 or above was used as a practical guide. When a scale showed acceptable consistency, the average of its five items was calculated and used as the overall score for that variable.
Finally, Pearson correlation was used to examine the relationships specified by H1, H2 and H3. The Pearson r value ranges from -1 to +1 and shows the direction and strength of a linear association. A positive value means that higher scores on one variable tend to occur with higher scores on the other. Values close to zero indicate little linear association. Statistical significance was assessed at p < .05, but the size of the correlation was also considered because statistical significance alone does not show that a relationship is strong. Pearson correlation was applied to the five-item scale averages rather than to individual Likert items.
Schober, Boer and Schwarte (2018) explain that a correlation coefficient shows the direction and strength of a relationship between variables. They also warn against relying too much on fixed labels such as weak, moderate or strong because the meaning depends on the research setting. The present study therefore reports the actual r values and explains them in relation to the research question.
Pearson correlation was appropriate to the three hypotheses because each hypothesis concerned whether two scale scores were positively related. H1 compared communication effectiveness with retention intentions, H2 compared communication effectiveness with servant leadership, and H3 compared servant leadership with retention intentions. Correlation does not establish that one variable caused the other. The analysis therefore answers whether the variables moved together within the sample and how closely they were related.
Table 3.2: Statistical analysis plan
	Analysis
	Purpose in this study

	Frequencies and percentages
	Describe who took part in the survey.

	Mean and standard deviation
	Show the typical response and how spread out the answers were.

	Cronbach's alpha
	Check whether the items within each measure worked together consistently.

	Pearson correlation
	Test H1, H2 and H3 by checking whether the main variables are related.


[bookmark: _Toc241250482]3.8 Research Quality and Measurement Checks
Each of the three main variables was measured using five questions. This was useful because communication effectiveness, servant leadership and retention intentions are broad ideas that may not be represented properly by only one question. For example, communication effectiveness in this study includes clarity, frequency, suitable communication channels, overall communication quality and access to face-to-face contact. Using several questions therefore gave participants more than one way to express their experience of each variable.
The questionnaire was based on previous studies rather than being created without support from earlier research. Bauer and Lim (2019), for example, used survey measures to examine communication, supervisor relationships and volunteers' intention to continue. Their study also used more than one item for organisational identification and reported Cronbach's alpha to check consistency. The present study does not copy their method directly, but it follows the same general idea of using survey questions to measure volunteers' views. The wording used here was adapted for the food-bank setting.
Because five questions were used for each variable, it was important to check whether the questions within each group worked reasonably well together. Cronbach's alpha was used for this purpose. Tavakol and Dennick (2011) explain that Cronbach's alpha checks the internal consistency of items intended to measure the same idea. In simple terms, if five questions are meant to measure communication effectiveness, their answers should show a reasonable level of consistency rather than behaving like five unrelated questions.
A value of around .70 or above was used as a practical guide for acceptable internal consistency (Tavakol and Dennick, 2011). The results were above this level for all three measures: communication effectiveness had an alpha of .850, servant leadership had an alpha of .804, and retention intentions had an alpha of .773. These results gave a reasonable basis for combining the five questions within each group into one overall score.
However, Cronbach's alpha should not be treated as proof that a questionnaire is perfect. Bonett and Wright (2015) explain that alpha is an estimate of reliability for a particular sample. A high value shows that the items tend to work together, but it does not prove that every question measures the idea perfectly or that the same value would be found in another group of volunteers. This matters here because some wording was adapted from earlier studies for the food-bank setting.
There is also some possible overlap between the measures. One servant leadership question asks whether the coordinator communicates the food bank's mission and values, while communication effectiveness is itself a separate variable. This means that part of the relationship between communication and servant leadership may reflect similarities in what some questions are asking. This issue is therefore considered when H2 is interpreted in Chapter Four.
[bookmark: _Toc241250483]3.9 Research Ethics
The research followed the UWTSD Postgraduate Research Ethics Process. Ethics approval was obtained before the questionnaire was sent out. All participants were adults and took part voluntarily. They were given information about the purpose of the research and confidentiality. Anonymous survey data were used for the analysis. Results are reported for the group as a whole, and no participant or food bank is named. The statistical dataset did not need personal identifying details.
[bookmark: _Toc241250484]3.10 Methodological Limitations
[bookmark: _Toc241250485]3.10.1 Cross-Sectional Design Limits Research
The study used a cross-sectional design, which means that the responses were collected during one period rather than from the same volunteers several times. A longitudinal design could have shown whether volunteers' views changed over time. However, asking the same volunteers to complete the survey more than once would have required more time and could also have placed an extra burden on people who were already giving their time to food-bank work.
The cross-sectional design is still useful for checking whether communication, servant leadership and retention intentions are related at the time of the survey. However, it cannot show how these relationships change over time or prove that one variable caused another. A person's recent experience may also affect how they answer. For example, a positive interaction with a coordinator may lead to more positive answers at that time, while a recent problem may lead to more negative answers. The survey therefore provides a picture of participants' views during the data-collection period rather than a complete record of their experience over time.
[bookmark: _Toc241250486]3.10.2 Self-Reported Measures
The study relied on self-reported answers. This was necessary because communication effectiveness, perceived servant leadership and retention intentions are based on volunteers' own views and experiences. However, self-reporting also has limitations.
A participant's mood or recent experience may affect how several questions are answered. For example, a volunteer who feels positive about the organisation at the time of the survey may rate communication, leadership and retention more positively together. A recent negative experience may have the opposite effect. Spector (2006) explains that self-report measures should not automatically be treated as biased, but effects caused by the way the data were collected still need to be considered.
For this reason, the results are treated as participants' reported views rather than as an exact measure of how every coordinator behaved or how every food bank communicated.
[bookmark: _Toc241250487]3.10.3 Sampling Limitations
The final sample contained 159 volunteers. Reaching this number required considerable effort because participation was voluntary and food-bank volunteers already give their time to other responsibilities. The sample was suitable for examining the three relationships in this study, but it should not be treated as representing all food-bank volunteers in the UK.
Purposive sampling was used because participants needed relevant experience of food-bank volunteering. However, volunteers who were easier to reach or more willing to complete the questionnaire may differ from those who did not take part. The sample also included only people who were still volunteering at the time of the survey. Volunteers who had already left may have had different experiences of communication or leadership.
The findings therefore apply most directly to the 159 respondents in this study. They should be applied to the wider UK food-bank volunteer population with care.
[bookmark: _Toc241250488]3.10.4 Limitation Related to Pilot Study 
A separate pilot study was not carried out before the main survey. The available research period was limited, and carrying out a pilot, reviewing the responses and then recruiting the main sample would have required additional time and access to volunteers.
This is still an important limitation. A pilot study could have shown whether any questions were unclear, repeated the same idea or needed different wording before the main questionnaire was distributed. Artino et al. (2014) explain that testing questionnaire wording before wider use can help identify problems with how questions are understood.
The questionnaire was based on previous research and reliability was checked after data collection, but these steps do not fully replace a pilot study. The lack of pilot testing therefore means that some wording or measurement issues may have gone unnoticed. Future research could test the questionnaire with a small group of volunteers before using it with a larger sample.
[bookmark: _Toc241250489]3.11 Chapter Summary
The study used a cross-sectional survey of 159 UK food-bank volunteers. Python was used to check the data, produce descriptive statistics, assess internal consistency and calculate Pearson correlation coefficients. These methods provided a clear way to assess H1, H2 and H3. The results are interpreted as associations within this sample and do not show that one variable caused another or that the findings represent all UK food-bank volunteers.


[bookmark: _Toc241250490]Chapter Four: Findings and Discussion
[bookmark: _Toc241250491]4.1 Introduction
This chapter presents the results from the survey of 159 UK food bank volunteers. The analysis follows the method set out in Chapter Three. It begins with a short description of the participants, followed by the main survey responses and reliability checks. Pearson correlations are then used to examine the three hypotheses. The final part discusses what the results mean in relation to the research reviewed in Chapter Two.
The survey was completed at one point in time, so the results show associations between variables rather than proof that one variable causes another. Retention is also measured as an intention to stay, not as actual future retention.
[bookmark: _Toc241250492]4.2 Participant Profile
Table 4.1 summarises the 159 volunteers who took part. The largest age group was 35-44 years (32.7%), followed by 45-54 years (27.7%). Nearly half of the participants had volunteered with their current food bank for one to two years (45.3%). In terms of frequency, 37.1% volunteered one to two times a month and 33.3% volunteered one to two times a week. Administrative or coordination work was the most common primary role (40.3%).
The participant profile also places limits around the results. The largest group had volunteered for one to two years, and administrative or coordination roles made up 40.3% of the sample. Frontline volunteers made up a smaller share. These differences matter because volunteers in different roles may not have the same amount or type of contact with coordinators.
The present analysis does not test separate correlation models for each role or length-of-service group. The demographic table is therefore descriptive. It shows who took part, but it does not support a claim that the three relationships are equally strong in every subgroup. A larger sample could examine this question directly. In the present study, the results are best read as an overall pattern across the 159 respondents.
Table 4.1: Demographic profile of respondents (N = 159)
	Variable
	Category
	N
	%

	Age group
	18-24
	10
	6.3

	
	25-34
	22
	13.8

	
	35-44
	52
	32.7

	
	45-54
	44
	27.7

	
	55-64
	26
	16.4

	
	65 or older
	5
	3.1

	Volunteering duration
	3-6 months
	14
	8.8

	
	7-11 months
	29
	18.2

	
	1-2 years
	72
	45.3

	
	3-5 years
	27
	17.0

	
	More than 5 years
	17
	10.7

	Volunteering frequency
	Less than once a month
	26
	16.4

	
	1-2 times a month
	59
	37.1

	
	1-2 times a week
	53
	33.3

	
	3 or more times a week
	21
	13.2

	Primary role
	Frontline / client-facing
	30
	18.9

	
	Behind-the-scenes / logistics
	48
	30.2

	
	Administrative / coordination
	64
	40.3

	
	Mixed role
	17
	10.7



[bookmark: _Toc241250493]4.3 Descriptive Findings
The main questionnaire used a five-point scale where 1 meant strongly disagree and 5 meant strongly agree. A mean above 3 therefore indicates that responses leaned towards agreement. The item means are reported below together with the standard deviation (SD), which shows how much responses varied around the mean.
[bookmark: _Toc241250494]4.3.1 Managerial Communication Effectiveness
Table 4.2: Managerial Communication Effectiveness
	Item
	Short description
	Mean
	SD

	CE1
	Important information is clear
	3.64
	0.774

	CE2
	Information is received often enough
	3.60
	0.755

	CE3
	Communication channels suit volunteers
	3.72
	0.754

	CE4
	Overall communication quality is satisfactory
	3.76
	0.733

	CE5
	Face-to-face contact is available when needed
	3.67
	0.824



The communication means ranged from 3.60 to 3.76. This suggests that volunteers generally viewed communication positively, although the scores were not extremely high. The lowest mean was for receiving information often enough (CE2, M = 3.60), while the highest was for overall communication quality (CE4, M = 3.76). Face-to-face availability (CE5) had the largest standard deviation, which suggests slightly more difference of opinion on this item than on the other communication questions.
This is useful because it shows that the findings are not completely uniform. Volunteers were positive overall, but not every aspect of communication received the same level of agreement.
[bookmark: _Toc241250495]4.3.2 Perceived Servant Leadership Behaviours
Table 4.3: Perceived Servant Leadership Behaviours
	Item
	Short description
	Mean
	SD

	SLB1
	Coordinator puts volunteer wellbeing first
	3.69
	0.722

	SLB2
	Coordinator communicates mission and values
	3.74
	0.689

	SLB3
	Coordinator listens and responds to concerns
	3.76
	0.689

	SLB4
	Coordinator supports volunteer development
	3.68
	0.659

	SLB5
	Coordinator treats volunteers with respect and fairness
	3.67
	0.707



The servant leadership means were also fairly close, ranging from 3.67 to 3.76. The highest mean was for listening and responding to concerns (SLB3, M = 3.76). The lowest was for respect and fairness (SLB5, M = 3.67), although this was still above the neutral midpoint of 3. Overall, the participants tended to report positive views of their coordinators, but the results should not be read as showing that every volunteer had the same experience.
[bookmark: _Toc241250496]4.3.3 Volunteer Retention Intentions
Table 4.4: Volunteer Retention Intentions
	Item
	Short description
	Mean
	SD

	VRI1
	Intends to continue volunteering
	3.65
	0.704

	VRI2
	Rarely thinks about stopping
	3.68
	0.620

	VRI3
	Would recommend volunteering to others
	3.68
	0.649

	VRI4
	Feels a sense of belonging
	3.68
	0.678

	VRI5
	Feels long-term commitment
	3.69
	0.695



Retention-related responses were very similar across the five items, with means between 3.65 and 3.69. The highest mean was for long-term commitment (VRI5, M = 3.69), while the lowest was the direct intention-to-continue item (VRI1, M = 3.65). This small difference is worth noting because the measure includes more than a single intention to stay. It also includes belonging, recommendation, and commitment. The findings should therefore be understood as retention-related attitudes rather than evidence that the volunteers will definitely remain in the future.
[bookmark: _Toc241250497]4.4 Reliability of the Main Measures
Cronbach's alpha was used to check whether the five items within each measure worked together consistently. A value around .70 or above is commonly used as a practical guide for acceptable internal consistency (Tavakol and Dennick, 2011).
Table 4.5: Reliability of the three measures
	Measure
	Cronbach's alpha

	Managerial Communication Effectiveness
	0.850

	Servant Leadership Behaviours
	0.804

	Volunteer Retention Intentions
	0.773



The reliability results are useful, but they need a limited interpretation. Communication effectiveness had the highest alpha (.850), followed by servant leadership (.804) and retention intentions (.773). All three values were above the working level used in Chapter Three. Bonett and Wright (2015) explain that alpha is an estimate of internal consistency, not a complete test of measurement quality. The results therefore support combining the five items within each scale, but they do not prove that the measures are free from error.
The wording of the items still matters. In particular, one servant-leadership item refers to communicating mission and values. This creates some overlap with the communication scale. The alpha results cannot show whether that overlap increased the correlation between communication and servant leadership. For this reason, reliability and the difference between the two measures are treated as separate issues in the discussion.
[bookmark: _Toc241250498]4.5 Relationships Between the Main Variables
Pearson correlation was used to examine H1, H2 and H3. A positive correlation means that higher scores on one variable tend to occur with higher scores on another. A correlation of 1.00 would mean a perfect positive relationship, while a value of 0 would mean no linear relationship. The results are shown in Table 4.6.
Table 4.6: Pearson correlation matrix
	Variable
	1
	2
	3

	1. Communication Effectiveness
	1
	
	

	2. Servant Leadership Behaviours
	.642***
	1
	

	3. Volunteer Retention Intentions
	.697***
	.683***
	1



Note. N = 159. *** p < .001.
All three relationships were positive and statistically significant at p < .001. Communication effectiveness was positively related to retention intentions (r = .697). Communication effectiveness was also positively related to perceived servant leadership (r = .642). Servant leadership was positively related to retention intentions (r = .683).
The results are therefore consistent with H1, H2, and H3. The correlations are clear, but they are not perfect. This matters because it suggests that communication and servant leadership relate to retention intentions without being the only factors that may matter.
The three correlations should be read by looking at both their direction and their size. Schober, Boer and Schwarte (2018) note that correlation describes association between variables and should be interpreted in its research context. In this sample, all three r values were positive. The largest was the relationship between communication effectiveness and retention intentions (r = .697). Servant leadership and retention intentions were close behind (r = .683), while communication and servant leadership had the smallest of the three correlations (r = .642).
The differences are not large enough to treat one management practice as more important than another, but they help describe the pattern in the data. Communication and servant leadership are related, but they are not the same. This supports the decision to keep them as separate variables. The three variables also do not capture every reason why volunteers stay or leave, so the results should not be treated as a complete explanation of retention.
Table 4.7: Summary of hypothesis results
	Hypothesis
	Relationship tested
	Result
	Interpretation

	H1
	Communication effectiveness is positively associated with retention intentions.
	r = .697, p < .001
	Consistent with H1

	H2
	Communication effectiveness is positively associated with servant leadership.
	r = .642, p < .001
	Consistent with H2

	H3
	Servant leadership is positively associated with retention intentions.
	r = .683, p < .001
	Consistent with H3



[bookmark: _Toc241250499]4.6 Discussion
The results address the research question by showing positive relationships between the three variables in this sample. The following sections explain each result in simple terms and compare it with the studies reviewed in Chapter Two. The discussion also considers the limits of what can be concluded from the survey.
[bookmark: _Toc241250500]4.6.1 Communication Effectiveness and Retention Intentions
H1 looked at whether better managerial communication was related to stronger volunteer retention intentions. The result was positive (r = .697, p < .001). This was the largest of the three correlations in the study. In simple terms, volunteers who felt that communication was clearer and more useful also tended to say that they were more willing to remain involved with their food bank.
This result is similar to Bauer and Lim (2019), who found that communication and the relationship with a supervisor were linked with volunteers' intention to continue. Their study was carried out in one grief-support organisation in the United States, while the present study focuses on UK food banks. The settings are different, so the results should not be treated as the same. However, both studies show a similar general pattern between a positive communication experience and an intention to continue volunteering.
Forner et al. (2024) also found that communication and experiences within organisations were related to volunteers staying or leaving across a much larger group of studies. The present study cannot provide the same level of general evidence, but it adds a result from a UK food-bank sample.
The individual communication questions also give some useful detail. Receiving information often enough had the lowest mean, while overall communication quality had the highest mean. The difference was small, but it shows that volunteers did not judge every part of communication in exactly the same way. This means that simply sending more messages may not be enough. Clear, useful and suitable communication may matter more than frequency alone. The result supports H1, but it does not prove that better communication causes volunteers to stay.
The finding also has a practical meaning, although this should not be overstated. Food-bank volunteers may need different kinds of information depending on their role. A person working with stock may need clear instructions about deliveries or storage, while a client-facing volunteer may need support after a difficult interaction. The survey did not test separate communication methods for each role, so it cannot say which method works best. It does show that the overall quality of communication was related to retention intentions across the sample. This gives managers a reason to review whether information is clear, useful and easy to access rather than only asking how often messages are sent.
[bookmark: _Toc241250501]4.6.2 Communication Effectiveness and Servant Leadership
H2 examined whether communication effectiveness was related to perceived servant leadership. The correlation was positive (r = .642, p < .001). This was the smallest of the three correlations, although it was still a clear positive relationship. Volunteers who gave higher ratings to communication also tended to give higher ratings to their coordinators' listening, support and fairness.
One reason for this relationship may be that communication is part of how volunteers experience leadership. Eva et al. (2019) describe servant leadership as including behaviours such as listening and paying attention to the needs of others. A coordinator who listens carefully and responds clearly may therefore be viewed more positively as a leader.
However, H2 needs some care because communication and servant leadership are not completely separate in the questionnaire. One servant-leadership question asks whether the coordinator communicates the food bank's mission and values. This is close to the communication measure and may have increased the relationship between the two scores. At the same time, the two ideas are not the same. A coordinator can give clear information but still be seen as unsupportive, and a supportive coordinator can sometimes communicate poorly. The result therefore supports H2, but this overlap should be remembered.
H2 had the smallest correlation, but this should be read carefully. The study was not designed to test whether one relationship was stronger than another in statistical terms. It would therefore be wrong to say that communication is more important than leadership simply because one r value is larger. The safer conclusion is that communication and servant leadership were related, but each still measured something different. This supports keeping the two variables separate rather than combining them into one general management score.
[bookmark: _Toc241250502]4.6.3 Servant Leadership and Retention Intentions
H3 examined whether perceived servant leadership was related to volunteer retention intentions. The result was positive (r = .683, p < .001). Volunteers who viewed their coordinators as more supportive, respectful and willing to listen also tended to report stronger intentions to remain involved.
Ngah, Abdullah and Mohd Suki (2022) also found a positive relationship between servant leadership and volunteer retention. Their study involved university-student volunteers in Malaysia, so their participants and setting were different from those in this dissertation. The similar direction of the results is useful, but it does not mean that the two studies produced the same evidence.
Food-bank research also helps to understand why support from coordinators may matter. Armour and Barton (2019) found that belonging, social connection and purpose were important to the volunteers they studied. Augusto (2025) found that informal support became important when formal volunteer integration was limited. These studies did not test H3 statistically, but they show that supportive relationships can be an important part of the volunteer experience.
H3 is therefore supported by the pattern in this sample. However, the study measured retention intentions rather than whether volunteers actually stayed. A volunteer may intend to continue and later leave because of work, health, family responsibilities or another personal reason.
Schneider and George (2011) also found that servant leadership was related to commitment, satisfaction and intention to stay in voluntary service organisations. Their research was based on voluntary service clubs rather than food banks, so the working environment was different. Taken together with Ngah, Abdullah and Mohd Suki (2022), the earlier evidence gives a reasonable basis for expecting a relationship, while the present study adds data from a UK food-bank setting. Even so, the result should remain limited to what was measured here: volunteers' views of their coordinator and their stated retention intentions.
[bookmark: _Toc241250503]4.6.4 What the Results Do Not Show
The three relationships were statistically significant, but they do not explain every reason why volunteers stay or leave. Communication and servant leadership are only part of the volunteer experience. Personal circumstances, available time, health, family responsibilities and the demands of the volunteer role may also affect the decision to continue.
The sample also needs to be considered. Administrative and coordination volunteers made up 40.3% of respondents, while frontline volunteers made up 18.9%. Some types of volunteer experience may therefore be represented more strongly than others. In addition, everyone who completed the survey was still volunteering. People who had already left may have given different answers.
All three variables were measured in the same questionnaire and at the same time. A volunteer who felt generally positive about the food bank may have rated several parts of the questionnaire positively together. Podsakoff et al. (2003) explain that using the same method for several variables can affect the relationships found between them. However, Spector (2006) cautions that self-reporting does not automatically mean that every correlation is inflated. It is therefore treated as a possible limitation rather than a complete explanation of the results.
Finally, this was a cross-sectional study. It shows that the variables were related during the period when the survey was completed, but it cannot prove that better communication or servant leadership caused stronger retention intentions. The findings should therefore be understood as evidence of association within this sample.
There are also limits to what can be learned from the demographic information. The study describes age, volunteering frequency, length of service and main role, but it does not test whether H1, H2 or H3 changes across these groups. For example, a volunteer who attends three times a week may have more contact with a coordinator than someone who attends once a month. A volunteer who has been involved for several years may also judge communication differently from someone with only a few months of experience. These are reasonable questions for later research, but the present sample was used to examine the overall relationships rather than separate models for each subgroup.
[bookmark: _Toc241250504]4.7 Chapter Summary
This chapter reported the findings from 159 food bank volunteers. Participants generally gave positive ratings to managerial communication, servant leadership, and retention-related attitudes. The three measures also showed acceptable internal consistency. Pearson correlation analysis found positive relationships between communication and retention intentions (r = .697), communication and servant leadership (r = .642), and servant leadership and retention intentions (r = .683). All three relationships were statistically significant at p < .001, and the results were consistent with H1, H2, and H3.
The discussion also identified important limits. The sample does not represent all UK food-bank volunteers, the three measures were self-reported, some questionnaire items may overlap, and the cross-sectional design cannot show cause and effect. Chapter Five uses these findings to answer the research question, set out the main conclusions and develop practical recommendations without making claims beyond what the data show.
Chapter Five: Conclusions and Recommendations
[bookmark: _Toc241250505]5.1 Introduction
This chapter brings together the main findings of the study and answers the research question. The study examined the relationships between managerial communication effectiveness, perceived servant leadership behaviours and volunteer retention intentions among 159 UK food bank volunteers. Three hypotheses were tested using Pearson correlation. The chapter summarises what was found, explains how the research objectives were met, gives practical recommendations for food bank managers and sets out the main limitations and areas for future research.
The data were collected at one point in time, and all three variables were self-reported. For that reason, the findings are described as relationships within this sample. They are not presented as proof that communication or leadership causes volunteers to remain.
[bookmark: _Toc241250506]5.2 Answer to the Research Question
The results show positive relationships between all three variables. Managerial communication effectiveness was positively related to volunteer retention intentions (r = .697, p < .001). Managerial communication effectiveness was also positively related to perceived servant leadership behaviours (r = .642, p < .001). Perceived servant leadership behaviours were positively related to volunteer retention intentions (r = .683, p < .001).
The strongest of the three relationships was between communication effectiveness and retention intentions. The relationship between communication and servant leadership was the smallest, but still clearly positive. This difference is useful because it shows that the three variables are related but are not identical. The results were therefore consistent with H1, H2, and H3.
Table 5.1: Summary of hypothesis results
	Hypothesis
	Relationship tested
	Result
	Conclusion

	H1
	Communication effectiveness and retention intentions
	r = .697, p < .001
	Consistent with H1

	H2
	Communication effectiveness and servant leadership
	r = .642, p < .001
	Consistent with H2

	H3
	Servant leadership and retention intentions
	r = .683, p < .001
	Consistent with H3



[bookmark: _Toc241250507]5.3 Main Conclusions
[bookmark: _Toc241250508]5.3.1 Managerial Communication and Retention Intentions
The first conclusion is that volunteers who rated managerial communication more positively also tended to report stronger intentions to remain involved. The correlation of .697 was the largest relationship in the study. This does not mean that communication alone determines whether a volunteer stays, but it indicates that communication is closely connected with retention-related attitudes in this sample.
The item-level results also add some caution. Communication scores were generally positive, but the means ranged from 3.60 to 3.76 rather than being uniformly high. This suggests that volunteers did not view every aspect of communication in exactly the same way. A practical reading of the result is therefore that communication quality matters, but sending more messages by itself should not be treated as a solution.
Bauer and Lim (2019) found a similar positive relationship between communication practices and intention to continue among volunteers in a US grief-support organisation. The present study was carried out in a different setting, so the two studies should not be treated as the same. Even so, the direction of the result is similar. Forner et al. (2024) also identified communication and organisational experiences among factors related to volunteers staying or leaving across a much wider body of research.
[bookmark: _Toc241250509]5.3.2 Communication and Perceived Servant Leadership
The second conclusion is that volunteers who rated communication more positively also tended to rate their coordinators more positively on servant leadership behaviours. The correlation was .642. This was the smallest of the three correlations, which is worth noting. Communication appears to be connected with how leadership is experienced, but the two are not the same thing.
This difference matters in practice. A coordinator may communicate schedules clearly but still be seen as unsupportive, while a supportive coordinator may not always communicate practical information well. The survey also contains some overlap between the two measures because one servant leadership item refers to communicating mission and values. The relationship should therefore be treated with care rather than as evidence that communication and servant leadership are the same thing.
Eva et al. (2019) describe servant leadership in terms that include listening and attention to followers' needs. The present findings are consistent with the idea that communication is one part of how volunteers form a view of their coordinator, while also leaving room for other leadership behaviours.
[bookmark: _Toc241250510]5.3.3 Servant Leadership and Retention Intentions
The third conclusion is that volunteers who viewed their coordinators as more supportive, respectful and responsive also tended to report stronger retention intentions. The correlation was .683. This relationship was slightly smaller than the communication-retention relationship but larger than the communication-leadership relationship.
Schneider and George (2011) reported a relationship between servant leadership and intention to stay in voluntary service organisations. Ngah, Abdullah and Mohd Suki (2022) also found a positive relationship between servant leadership and volunteer retention in a different volunteer population. The present study adds evidence from UK food banks, but the cross-sectional design means it cannot show that servant leadership caused higher retention.
The food bank setting gives this relationship practical relevance. Armour and Barton (2019) found that belonging, social connection and purpose were important in the experiences of UK food bank volunteers. Augusto (2025) also showed that informal support can become important when formal volunteer integration is limited. These studies do not test the same statistical model, but they help explain why day-to-day support from coordinators may matter to volunteers.
[bookmark: _Toc241250511]5.4 Achievement of the Research Objectives
The first objective was to examine how volunteers rated managerial communication effectiveness. This objective was met through the five communication items. Their mean scores ranged from 3.60 to 3.76 on the five-point scale, showing generally positive but not identical views of communication.
The second objective was to test the relationships between managerial communication effectiveness, perceived servant leadership and volunteer retention intentions. This objective was met through Pearson correlation. All three relationships were positive and statistically significant at p < .001. The results were consistent with the three hypotheses, while still showing differences in the strength of the relationships.
The third objective was to develop practical recommendations for food bank managers. The recommendations below are based on the patterns found in the survey and on the limitations of the study. They are presented as reasonable management actions rather than guaranteed ways to increase retention.
[bookmark: _Toc241250512]5.5 Recommendations for Food Bank Managers
The survey suggests that communication and supportive leadership deserve attention together. The recommendations are deliberately practical and do not require complex systems.
Table 5.2: Recommendations for food bank managers
	Recommendation
	What managers could do
	Reason

	Review communication quality regularly
	Ask volunteers whether information is clear, timely and useful. Use short feedback checks rather than assuming that current communication works for everyone.
	Communication had the strongest relationship with retention intentions, but item scores were not identical.

	Make managers easy to approach
	Give volunteers a clear way to ask questions, raise concerns and speak directly with a coordinator when needed.
	Communication was related to servant leadership, and servant leadership was related to retention intentions.

	Use supportive leadership in everyday contact
	Listen to volunteers, explain decisions, treat people fairly and recognise the contribution they make.
	Volunteers who rated servant leadership more positively also reported stronger retention intentions.

	Avoid one communication method for every role
	Consider whether frontline, logistics, administration and mixed-role volunteers need different types or levels of information.
	The sample included different volunteer roles, which may experience communication differently.

	Track actual retention as well as intentions
	Keep simple records of volunteer length of service and reasons for leaving, where appropriate and ethically permitted.
	This study measured intention to stay rather than actual future retention.



The recommendations should be adapted to the size and working style of each food bank. A small food bank may rely mainly on direct conversations, while a larger organisation may use email, messaging groups and written guidance. The results do not identify one communication channel as the best option. They show that volunteers who viewed communication more positively also reported stronger retention intentions.
Managers could therefore review communication by asking whether information is clear, arrives at a useful time and gives volunteers a way to ask questions. The same principle applies to leadership. Listening to volunteers and explaining decisions are practical behaviours, but the study did not test a specific leadership programme or communication intervention. Any change should be reviewed locally rather than treated as a guaranteed way to reduce volunteer turnover.
The recommendation to monitor actual retention is also important. Intention scores can be useful as an early sign of how volunteers feel, but they should be compared with later records of whether volunteers remain, reduce their involvement or leave.
Food banks could also use a short volunteer check-in after someone has been in the role for a few weeks and then repeat it from time to time. The check-in does not need to be a long survey. A short conversation could ask whether the volunteer understands what is expected, receives information in time and knows who to contact when a problem happens. This could help managers notice small communication problems before they become frustrating. The present study did not test this type of check-in, so it should be treated as a practical suggestion rather than a proven way to improve retention.
Another simple step is to make communication routes clear from the start. New volunteers could be told who gives shift information, who answers questions and what to do if they cannot attend. Where possible, coordinators could also ask volunteers who reduce their hours or leave whether communication or support played any part in their decision. This would give each food bank its own local information instead of relying only on general survey findings. Over time, these simple records could help managers see whether the same problems appear again. The study cannot show that these steps will keep every volunteer, but they are low-cost ways to make communication easier to understand and to learn from volunteers' experiences.
These recommendations should be used with judgement. The survey did not test whether introducing any one of these actions would directly reduce turnover. Their value is that they respond to the relationships identified in the data and can be reviewed by managers against their own local volunteer setting.
[bookmark: _Toc241250513]5.6 How the Study Adds to Existing Knowledge
The main value of this study comes from its setting rather than from claiming a new general theory. Much of the research reviewed in Chapter Two comes from volunteering outside UK food banks or from food-bank studies that use qualitative methods. This study provides numerical evidence from 159 UK food bank volunteers on three variables that are often discussed separately: managerial communication effectiveness, servant leadership behaviours and retention intentions.
The findings are also consistent with the theoretical position set out in Chapter Two. Social Exchange Theory suggests that the way an organisation treats people can influence how they respond to the organisation (Blau, 1964). The positive relationships found here fit that general idea, although the survey does not directly test social exchange as a separate variable.
Psychological Contract Theory gives another useful way to understand the findings. Rousseau (1989) argues that people develop beliefs about what they and the organisation should give to each other. Clear communication, fair treatment and support may form part of those expectations for volunteers. The psychological contract was not measured directly, so this is an explanation of the findings rather than a separate result.
The study also shows the value of keeping the analysis simple. The three hypotheses could be answered with descriptive statistics, reliability checks and Pearson correlations. This makes the statistical argument easier to follow and keeps the conclusions close to what the data actually show.
[bookmark: _Toc241250514]5.7 Limitations of the Study
Several limitations affect how the findings should be read. First, the study used a cross-sectional survey. Communication, leadership and retention intentions were measured at the same time, so the direction of the relationships cannot be established.
Second, purposive sampling was used, which means that not every UK food-bank volunteer had an equal chance of being selected. The sample should therefore not be treated as representing every UK food-bank volunteer. The sample also contained more administrative and coordination volunteers than frontline volunteers. Different role groups may experience managers and communication differently.
Third, the study included volunteers who were still active when they completed the questionnaire. People who had already left a food bank were not represented. Their views may be less positive, or they may have left for reasons that are not captured by the three variables in this study.
Fourth, all three main variables were measured through the same questionnaire. A generally positive or negative view of the organisation may have influenced several answers at the same time. There is also some overlap in meaning between communication and servant leadership items, which may have increased the relationship between those two measures.
Fifth, no separate pilot study was carried out, and some questionnaire wording was adapted from published research for the food bank setting. Cronbach's alpha values were acceptable for all three measures, but reliability does not show that every adapted item was understood in exactly the intended way.
Finally, the study measured retention intentions rather than actual retention. Intention is useful, but a volunteer may later leave because of work, health, family responsibilities or other circumstances. The findings should therefore not be presented as evidence that the participants actually remained with their food banks.
[bookmark: _Toc241250515]5.8 Recommendations for Future Research
Future research could follow volunteers over time and compare their stated intentions with whether they actually remain. A longitudinal study, which follows the same people over time, would give a clearer view of change than a one-time survey.
A wider sample across more food bank organisations would also make it easier to apply the findings more widely. Recruiting a more even mix of frontline, logistics, administrative and mixed-role volunteers would allow researchers to test whether the relationships differ by role.
The questionnaire could be piloted before wider use. A pilot would help identify unclear wording and could be used to improve questions that may overlap, especially between communication and servant leadership.
Future work could also examine other factors that may be related to retention, such as workload, role satisfaction, recognition, flexible scheduling or personal circumstances. The correlations in this study are fairly strong but not perfect, which shows that communication and leadership are only part of the wider picture of why volunteers stay or leave.
Qualitative interviews could be useful in a separate future study if the aim is to understand why volunteers interpret communication and leadership in particular ways. Such work should be treated as a different research phase rather than assumed from the present survey.
Future research could also include people who have stopped volunteering, rather than studying only current volunteers. The present survey could not capture the views of people who had already left a food bank. Where access and ethics allow, a later study could compare active and former volunteers to see whether their experiences of communication and coordinator support differ. This could help researchers understand whether management experiences are linked with leaving, while still recognising that people may stop volunteering for reasons outside the organisation, such as work, health, family responsibilities or changes in available time.
Another useful step would be to examine different parts of communication separately. In this study, clarity, frequency, communication channels, overall quality and face-to-face access were combined into one communication score. This gave a broad measure, but it did not show which part of communication had the closest relationship with retention intentions. A larger study could test these parts separately and compare them across volunteer roles. Frontline volunteers, for example, may value access to a coordinator after difficult interactions, while logistics volunteers may value clear practical information more. This would allow future recommendations to be more specific without assuming that the same communication approach works equally well for every volunteer. Future surveys could also ask which communication channels volunteers use most often and which they prefer for different types of information. This would help separate a problem with the content of communication from a problem with the channel used to deliver it.
Future research could also compare different types of food bank organisations rather than treating all respondents as one group. Food banks may differ in size, number of volunteers, opening hours, management arrangements and use of digital communication. A study involving several organisations could examine whether the same relationships appear across these different settings. It could also show whether some local practices are linked with stronger communication or leadership scores. This would help separate patterns that are common across food banks from patterns that may depend on how a particular organisation is managed. This comparison was not possible in the present dataset because differences between organisations were not analysed.
[bookmark: _Toc241250516]5.9 Concluding Remarks
This study examined whether managerial communication, servant leadership and volunteer retention intentions were related among UK food-bank volunteers. The survey included 159 volunteers. All three relationships were positive. Communication effectiveness had the largest relationship with retention intentions, while servant leadership was also positively related to retention intentions and to communication.
The findings suggest that volunteers who feel well informed, listened to and supported also tend to report a stronger wish to remain involved. However, communication and leadership are not the only reasons why people stay or leave. Personal circumstances and other parts of the volunteer experience may also matter, and the cross-sectional survey cannot prove cause and effect.
For food-bank managers, the main message is practical. Clear communication, approachable coordinators and respectful treatment are areas that can be reviewed in everyday volunteer management. These actions should not be treated as guaranteed ways to retain every volunteer, but they may help create a better volunteer experience.
The results should also be useful when food banks think about volunteer experience more generally. Communication is not only about giving instructions. Volunteers may also need a clear way to ask questions and know who to contact when a problem occurs. In the same way, supportive leadership is shown through ordinary behaviour, such as listening, explaining decisions and treating people fairly. These points are simple, but they are directly connected to the areas measured in the survey and can be reviewed in everyday volunteer management.
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Appendix A: Questionnaire (Quantitative Survey)
Unless stated otherwise, items used a five-point Likert scale (1 = Strongly disagree, 2 = Disagree, 3 = Neutral, 4 = Agree, 5 = Strongly agree).
Section 1: Participant background (screening and demographics)
1. How long have you volunteered with your current food bank? (Under 3 months [excluded] / 3-6 months / 7-11 months / 1-2 years / 3-5 years / More than 5 years)
2. On average, how often do you volunteer? (Less than once a month / 1-2 times a month / 1-2 times a week / 3 or more times a week)
3. Which best describes your main role? (Frontline/Client-facing / Behind-the-scenes/Logistics / Administrative/Coordination / Mixed role)
4. Age group: (18-24 / 25-34 / 35-44 / 45-54 / 55-64 / 65 or older)
Section 2: Managerial communication effectiveness (adapted with reference to Verčič, 2021; Bauer and Lim, 2019)
CE1. My coordinator communicates important information clearly.
CE2. I receive information from my coordinator often enough to do my role well.
CE3. The channels used to communicate with me (e.g. email, messaging apps, in person) suit my needs.
CE4. I am satisfied with the overall quality of communication in this organisation.
CE5. Face-to-face communication with my coordinator is available when I need it.
Section 3: Servant leadership behaviours (adapted with reference to Ngah, Abdullah and Mohd Suki, 2022)
SLB1. My coordinator puts the well-being of volunteers first.
SLB2. My coordinator clearly communicates the mission and values of the food bank.
SLB3. My coordinator listens to my concerns and responds to them.
SLB4. My coordinator supports my development as a volunteer.
SLB5. My coordinator treats volunteers with respect and fairness.
Section 4: Volunteer retention intentions (adapted with reference to Piatak and Carman, 2023)
VRI1. I intend to continue volunteering with this food bank for the foreseeable future.
VRI2. I rarely think about stopping my volunteering here.
VRI3. I would recommend volunteering at this food bank to others.
VRI4. I feel a strong sense of belonging to this organisation.
VRI5. I am committed to supporting this organisation over the long term.


Appendix B: Completed Ethics / PG2 Approval Form (Summary)
Ethical approval was obtained using the UWTSD Application for Ethical Approval (PG2) form prior to data collection. The completed and signed form is submitted separately; the main details are summarised below.
Lead researcher: Md Masud Rana (Taught Postgraduate Student)
Institute / discipline: Swansea Business School
Student number: 2507015
Programme of study: MBA 2025-26
Supervisor: James Moore
Project title: The Impact of Managerial Communication on Volunteer Retention in UK Food Bank Organisations
Research period: May 2026 to September 2026
External funding: None
Method: Online quantitative questionnaire
Participants: Adult volunteers (18+) in UK food bank organisations; no vulnerable groups were targeted
Personal data: Survey responses were anonymised and stored securely using UWTSD-approved storage arrangements
Consent: Informed consent was obtained before participation; participation was voluntary and participants were informed of their right to withdraw in line with the approved procedure.


Appendix C: Participant Consent Form
Title of study: The Impact of Managerial Communication on Volunteer Retention in UK Food Bank Organisations.
Researcher: Md Masud Rana, MBA student, Swansea Business School, UWTSD.
Please read each statement and confirm your agreement before taking part.
☐ I confirm that I have read and understood the participant information provided and have had the opportunity to ask questions.
☐ I understand that my participation is voluntary and that I am free to withdraw in line with the withdrawal information provided, without any effect on my volunteer status.
☐ I understand that my survey responses will be kept confidential and reported in a way that does not identify me.
☐ I understand how my data will be stored and handled in line with the approved research procedure.
☐ I agree to take part in this study.
Name of participant: ...........................................    Signature: ...........................................    Date: ....................


Appendix D: Participant Debrief Form
Thank you for taking part in this study on managerial communication and volunteer retention in UK food banks. The purpose of the research was to examine whether volunteers' views of managerial communication and servant leadership are related to their intention to continue volunteering.
Your responses will be treated confidentially and reported as grouped results. No participant or food bank will be named in the dissertation.
If you wish to withdraw your data, the withdrawal procedure and any time limit are those stated in the participant information provided before the survey.
If taking part has raised any concerns or you would like support, you may wish to speak with your food bank coordinator or contact an appropriate support service. Questions about the research can be directed to the researcher or dissertation supervisor at Swansea Business School, UWTSD.
A summary of the overall findings can be made available on request. Thank you for your contribution.
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