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Abstract

The aim of this dissertation was to explore the motivation and satisfaction of community events. The research will use MUUK-Adventure events to gather primary research. With over eight events each year and with the events expanding, volunteers have played a significant role for the organisation and the community. Therefore, it was significant to find out what the main motivations was to volunteer at the events and how satisfied the volunteer were with their experience. This in turn has provided MUUK-Adventures with recommendations to help retain their volunteers.

An extensive literature review was conducted on different motivation factors and satisfaction. As a result, the research has formulated frameworks to evaluate the motivation and satisfaction of community events. The research showed that volunteers experience a range of different motivations depending on the event if the motives are satisfied, the volunteers are more likely to volunteer again. 

To achieve the aim and objectives of this dissertation, the methodology was formed from pre-existing literature. A mixed- method approach was conducted given the study an inductive and deductive approach. An online questionnaire and face-to-face interviews were conducted to achieve the objective. The primary research revealed that the main motivation to volunteer at MUUK-Adventure events was solidary factors followed by purposive. The volunteers were overall satisfied with their experience and highly likely to volunteer again. It was recommended that MUUK-Adventures need to provide more information prior to the events as this was highlighted in the findings that volunteers expressed their concerns.
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[bookmark: _Toc41767191]Chapter 1: Introduction

[bookmark: _Toc41767192]1.1.Background and rationale

The purpose of this dissertation is to explore the motivational factors and satisfaction levels of community event volunteers via the study of MUUK-Adventures. In turn this will give insights to the event manager on how to understand their volunteers and to help retain them.

The events sector alone is currently worth £42.3 billion in the United Kingdom’s economy with sport events contributing £2.3 billion to the economy, with each year rising (BVEP, 2015).  The survival of many events across the United Kingdom relies highly on event volunteers (Kerwin et al., 2015). When it comes to events, a number people can help organise and manage events with volunteers providing many capacities for paramount work. The expense of organising events can be perceived as costly. With limited financial costing volunteers are considered a value (Douglas et al., 2000). Therefore, event organisers acquire volunteers to help with the running of the event. Volunteers play an essential role in making communities sustainable through a wide range of activities (Cuskelly et al., 2006). While it is evident that volunteers are essential for the survival and success of events, it can be seen challenging for many organisations to recruit and attain volunteers (Cuskelly et al., 2006). This shows the relevance of this study of knowing the key motivation and satisfaction factors will help event managers know how to retain their volunteers.

In the year 2017/18, over 20.1 million people volunteered through clubs and organisations in the United Kingdom (NCVO, 2020). There are many initiatives in the United Kingdom to encourage people into volunteering. By using slogans such as ‘Get Inspired’ (BBC Sport, 2020) and providing organisations with funding many employers are motivated to get employees involved in volunteering. According to Sport England (2018) at least 6.3 million adults gave their time to volunteer at least twice a week. This shows the significance of volunteers’ contribution to communities. To retain volunteers, Sport Wales (2020) have used slogans ‘Give to Gain’ to show their support and appreciation to volunteers across the country. By encouraging volunteering in the community, this will increase attitudes and engagement towards volunteering (Doherty, 2009).

The volunteering sector with sport events have made a positive impact on communities through the involvement and the opportunities created according to Kerwin et al. (2015). Participation in sporting events helps build skills and confidence in people. This benefits the seven goals set out by the Future generation act (2015) shown in figure one to improve the well-being of Wales. The seven goals contribute to ‘Taking Wales Forward’. The act involves the improvement of social, economic, environmental and cultural interactions in Wales. This will benefit communities by working together by taking a joined-up approach. The Third Sector Support Wales (TSSW) works with the Welsh Government and other public bodies to improve volunteers’ experience and to raise the profile (Volunteering Wales, 2020). Public bodies including Sport Councils in Wales need to work together towards the well-being goals. The volunteering sector in Wales contribute to 221 million hours of activity, which generates a worth of £2.2 billion according to WCVA (2014). This shows the significance of sport volunteers and how volunteers contribute to the goals set out by the Welsh Government.
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[bookmark: _Toc41587875] Figure 1: Future Generation Act (2015)

Pembrokeshire Country Council have encouraged community initiatives through the support of formal and informal volunteering (Pembrokeshire gov, 2018). Volunteering provides opportunities for local communities that can impact Pembrokeshire through to 2030 by engaging the community and making communities more resourceful and resilient to challenges. According to Pembrokeshire Gov (2018) all organisations are supported to achieve their goals from the bottom through to grassroots. To help support organisations, the council of Pembrokeshire provide opportunities in collaboration with PAVS a Pembrokeshire voluntary service working with different types of organisations. The Pembrokeshire National Park (2020) actively encourages people to get involved to keep fit and active and to develop skills which can contribute to local communities.

Sport event volunteers are evidently significant to local communities and it is vital to understand the main factors of motivation and satisfaction to help organisation retain their volunteers. Farrell et al. (1998) reported that there is a linkage between volunteer motivation, satisfaction and actual experience.

[bookmark: _Toc41767193]1.2 Introduction to MUUK- Adventures

MUUK Adventures is the case study organisation for this study. The organisation provides outdoor endurance events in Pembrokeshire and started in 2010 (MUUK-Adventures, 2020). Predominately the events are held in the community of St.Davids. The endurance events include; Coastal path marathons, cycling, open water swimming and Mud Runs. The increased popularity of the events year on year, meant 2019 saw the organisations largest growth in the number of events it held since its start date of 2010. The organisation works closely with its partners and hires people with expertise in their fields. From statistics taken by MUUK-Adventures (2020) over 5,000 people have taken part in their events and over £20,000 has been raised for charities and organisations. The events happen thanks to the support received from the local community and individuals offering their free time to volunteer for the organisation 

MUUK-Adventures was chosen due to their experience of hosting a vast array of sporting events, held in small communities. With high levels of support from groups and individuals to make the events happen, this organisation is seen as useful for this study.

[bookmark: _Toc41767194]1.3 Aims and objectives

The aim of this study is to explore volunteer motivation and satisfaction at a community sports event to help the organisation of MUUK-Adventures retain their volunteer engagement. The following objectives will be achieved through research:

To examine the volunteer motivation through primary research investigating the main motivational factors behind why individuals volunteer at MUUK Adventure events. 

To critically examine the satisfaction of the volunteers through a mixed method approach from their experience of volunteering at community events conducted by MUUK Adventures. 

To provide MUUK Adventures with recommendations of best practise toward volunteer management through the use of feedback from theory and primary research. 

To achieve the aim and the objective set for this study, a mixed method approach was taken to capture primary and secondary data. The key themes that will be explored in this study will involve extensive literature reviews that surrounds motivation, satisfaction through volunteering and key management practices to get an understanding of how volunteers are managed.

Chapter 1 has given an overview of the background of the research and the rationale behind it. Chapter 2 will explore the key themes surrounding the chosen topic.
[bookmark: _Toc41767195]Chapter 2: Literature review

[bookmark: _Toc41767196]2.1. Introduction

This chapter will begin with the definition of volunteers and the investigation into the literature surrounding volunteer satisfaction and motivation followed by best practice management. 
[bookmark: _Toc41767197]2.2. Events typology

The events industry is diverse, anyone can plan and organise an event. Events have a range of definitions due to how they have evolved but Bladen (2012) defines events as a temporary occurrence that are a catalyst of bringing people together. Events can be planned and will have a start and a set end. According to Bowdin (2011) events are distinguished by their size and scale. MUUK events are community sporting events which rely on volunteers due to the size of the events. With the size of the events, it can be more financially costing to hold an event which makes volunteers more valued within a community (Douglas et al., 2000). Many communities host events to target local audiences to provide social benefits and encourage participation. Putnam (2000) supports that events can build a community and create trust amongst its members (Misener and Mason, 2006). This can create social capital by offering opportunities to members within the community. Therefore, it can be seen as important to motivate the audience who lives with in the community. 

Community events compared to major events are small in size and have lower attendance. Community events are typically short lived and temporary which can bring people together (Douglas et al.,2000). According to Vecina et al. (2012) events that are smaller in size only rely on smaller volunteer numbers as few as 50 to 100 volunteers to make sure the event will be a success. The demographics of St.Davids is only 1,600 according to (Visit Pembrokeshire, 2020). From statistics from MUUK-Adventures (2020) with a small population and around 300 participants per event, MUUK-Adventures events rely on a smaller size volunteer pool and community participation. According to Misener and Mason (2006) sport events can have a positive impact within local communities and is significant in creating civic pride and a sense of community through participation.

[bookmark: _Toc41767198]2.3. Volunteering defined

With the definition of volunteers having similar definitions there is no universal meaning and can be quite complex rather than simple (Cuskelly et al., 2006). The National centre for volunteering (United Kingdom) defines volunteering as:

‘any activity which involves spending time unpaid doing something which aims to benefit the environment or someone (individual or groups)’. (NCVO,2020). 

Similarly, Wilson (2001) states a volunteer is:

‘any action in which time is given freely to benefit another person, group or organisation’ cited in Tomazos and Luke (2015 p.g 215 ).

As there is no standard practise in volunteering (Gaskin, 2003) argues that there is no clear definition of the term. Although Bussell and Forbes (2002) asserts that the different definitions view volunteers as those with an altruistic rationale. Handy et al. (2000) concluded that the perceptions of volunteering consist of the benefits that can occur to the volunteer and how the volunteer will perform with or without financial and social benefits (Cuskelly et al., 2006).

Rochester (2016) researched that volunteering can be split into three overlapping perspectives: Unpaid work, serious leisure and activism. The model shown in figure two shows how volunteers can experience opportunities through activities which can include MUUK Adventures. Section one from the model shows how rewards and merchandise can be given to volunteers from an event. Section two of serious leisure can be seen as hobby or interest for sports events where volunteers can contribute their skills. This can be previous participants from MUUK endurance events wanting to give their expertise into volunteering at their events. Thirdly, activism relates to the power of change and making a difference. According to Rochester (2016), these three pillars are an important aspect to volunteering.
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[bookmark: _Toc41586888][bookmark: _Toc41587876]Figure 2. Volunteering in the 21st century (Rochester, 2015)
[bookmark: _Toc41767199]2.4 The role of volunteers

Volunteers fill a crucial role in the successful management of any event. Sport events rely on a large number of individuals for delivery (Bang and Ross, 2009). Kemp (2002) states that volunteers will give their spare time without the need of tangible rewards and will invest time. According to Ingerson (2001) this can contribute through volunteers and is increasingly important for the economic and cultural benefit components of events. Alternatively, Cuskelly et al. (2006) acknowledges that volunteers at many levels contribute to making communities more sustainable through to the community to international organisations. Cravens (2006) identified that volunteers can often develop skills and expertise through contributing at community events which cannot be found in an organisation. Although with the benefits, there is a high short dropout rate (Hager & Brudney, 2004). With support from theories of why people no longer volunteer at events in the United Kingdom, numbers are increasingly dropping (NCVO, 2019). With community events, it can be seen as more difficult to recruit and sustain volunteers due to motivation and satisfaction factors compared to mega events as smaller scale events are considered to have less of a reputation supported by Fairley et al. (2014).  Mega event volunteers are likely to volunteer for that ‘once in a lifetime’ experience according to Homes and Smith (2012). On the other hand, Cary and Snyder (1999) disagree and found that people felt it was more superior to help others within the community.

[bookmark: _Toc41767200]2.5. Volunteering satisfaction

A key component of the volunteering process is volunteer satisfaction. Bang and Ross (2009) suggest if the motives to volunteer are satisfied it will attract them to continue in future events. The authors state that the most important predictors for satisfaction for volunteers are expressed in the motivations of values, career gain and passion. This evidently shows that there is a clear link between volunteer motivation and satisfaction, and it is important for event managers to identify this.  Getz (2007) maintains that through identifying volunteer motivations this will increase volunteering satisfaction which will create a positive experience. This will result in retaining volunteers and shows how significant events can be to encourage people to volunteer. Although Farrell et al. (1998) cited in Johnson et al. (2017) argues that fulfilment of goals is not related to satisfaction but through the event itself and the facilities it provides for sport. It can also be argued that volunteer satisfaction is actual time spent volunteering, the length of time and the motivation to want to continue. (Lee et al., 2014). Volunteer satisfaction plays an important role for sustaining volunteers and for the volunteer process. Similarly, Xiao (2017) suggests that it is vital to know the knowledge of volunteer satisfaction to retain volunteers. 

According to Pauline (2011) previous studies have evaluated satisfaction of volunteers and results have shown that satisfaction relates to motivation, commitment, intrinsic and extrinsic benefits (Ramili et al.,2014). Through motivation of intrinsic rewards, positive feelings and attitudes can be adopted along with a sense of doing something valuable. Clary et al. (1998) suggests that satisfaction can indicate the emotional state and achievement felt gained through volunteering activities (Ramili et al., 2014). This reinforces the intrinsic needs of satisfaction. Ramili et al. (2014) discusses that through volunteering, positive experiences can contribute to individuals psychological needs to express their values, career prospects and the social enjoyment being involved in sporting activities. If these needs are fulfilled it is likely individuals are motivated to volunteer in the future supported by Bang and Ross (2009). Strigas and Jackson (2003) argues that it is important for managers to identify individuals needs from measuring satisfaction (Bang and Ross, 2009). Unawareness from event manages could affect the morale and the retention and growth of volunteers at community events (Ramili et al., 2014).

[bookmark: _Toc41767201]2.5.1. Satisfaction and well-being

Studies on life satisfaction have been important for those who volunteer against non- volunteers. Volunteers have reported an increased sense of life satisfaction and improved quality of life after volunteering. Dunlin et al. (2001) states that only those who volunteer at a community level for altruistic motivators will increase well-being (Kwok et al., 2013). Binder (2015) also recommends that volunteering can positively benefit life satisfaction and well-being of individuals. Sport Wales (2020) are using the slogan ‘Give to Gain’, showing that if people give up their time that they will gain in return. This encourages volunteers and shows how their efforts can create a positive impact and in turn will encourage retainment. Volunteers can be healthier and benefit from improved social economic impacts (Miller et al., 2005) due to a result of volunteering. Through research and results volunteering can support individuals and increase well-being which impacts on individual’s satisfaction with leisure time. 
[bookmark: _Toc41767202]2.6. Episodic volunteering and Continuous volunteers

It is important for event managers to be aware of the motives and satisfaction for episodic and continuous volunteering in order to recruit, sustain and retain volunteers according to Holmes (2014). With events being temporal, many authors have discussed volunteering as a form of episodic volunteering. With community events including MUUK Adventure events, these are short term and temporary, which can rely on episodic rather than continuous volunteers. For volunteers of MUUK events, this gives flexibility and shows the relationship between the organisation and the volunteers. It is seen as a current and future trend for events to recruit episodic volunteers and it has been recognised that may return to volunteer again for the organisation (Wilson 2012). He continues to state how those who episodically volunteer have more loyalty with the organisation. Criticism of episodic and continuous volunteers from Cnaan and Amrofell (1994) who have suggested that it is the length of volunteering as a continuum instead of separating them into two separate categories cited in Fairley et al. (2014). The continuum from one end being individuals who volunteer for one-time events and those individuals who continually give their all to serve events. This suggests that depending on how many events a person volunteers this classes them on the continuum rather that two distinctive categories.

[bookmark: _Toc41767203]2.7. Motivation theories

There has been significant research into volunteer engagement at mega- events. Although a lack of discussion into community events according to Jepson and Clarke (2016) despite evidently a significant contributor to the development of a community. According to Clary (1998) Volunteer motivation can be seen as a person who wants to seek opportunities, show commitment by helping and to sustain their involvement (Johnson et al., 2017). He goes onto to suggest that activities can include social interaction, contributing to development and enhancing well-being. Sport volunteer motivation can highlight satisfaction through beneficial experiences and the increased volunteer return prospect. Much research has been conducted by Clary (1998) using the Volunteer function inventory (VFI), although these factors have been used by other authors and adapted to fit shorter sport event motivation scales highlighted by Johnson et al., 2017).

[bookmark: _Toc41767204]2.7.1. Hierarchy of Needs

One of the most known motivation theories is Maslow (1943) theory of ‘a hierarchy of needs’ which is based on individuals’ requirements that are essential. The model of hierarchy of needs pyramid consists of an order of the most basic to the highest level of need starting with physiological, safety, love and belonging, esteem and self-actualisation (Han,2007). The top level relates to event volunteers, through to working environment to recognition and the volunteers worth. The lower levels are not relevant to event volunteers. Event managers will need to identify the levels in order to develop the individual’s potential.  Van Liere and Dunlap (1980) cited in Han (2007) argued that motivation can be changeable depending on the need. Lower levels need to be achieved before considering the higher level of the pyramid and therefore progressing up through the pyramid.

From Maslow’s theory, Knowles (1972) ended with volunteering is a way of looking after an individual’s self-actualisation as well as a way of living which is supported by (Han,2007). Therefore, Maslow’s theory suggests that it emphasises one’s own desire aspect from the variety of motivations on volunteering. Although this theory of motivation is often discussed by researchers, it is seen as outdated but is relevant for this study due the principles of the theory are still used in modern society. Tum et al (2006, p.g 117) states

‘it has yet to be fully researched whether people from different cultures have the same need categories and hierarchies.’

Criticism of this model have led to the modification and development of other theories which consist of a variety of motivations.
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[bookmark: _Toc41587877]Figure 3. Maslow’s (1993) Hierarchy of needs 

McClelland (1973) stated that motivation can be split into three categories: Achievement, affiliation and power. These traits are developed through time and experience rather than being born with them according to McCellend (2009). This can suggest that the reason why groups or families tend to volunteer is due to the experience whilst growing up and has become a normal expectation. This can be beneficial for communities due to families volunteering through time. The three factors can be a motivation why people volunteer at events. For the research of this study, the 1973 theory will be relevant to discover if individuals past experience from competing in any events will affect any volunteers’ decisions. 

[bookmark: _Toc41767205]2.7.2. Two-dimensional model- Altruism and egoistic

The two-dimensional model is between altruism and egoistic motivations which has been enhanced by Horton Smith (1981) links into volunteerism in sport events (Monga,2006). An egoistic motive refers to tangible and directs towards a volunteer’s goal to increase personal gains for example ‘I wanted to improve my skills and abilities through volunteering’. (Strigas and Jackson,2003). It drives intrinsic and intangible needs which results in improved self-esteem (Monga, 2006). This contributes as a great motivator for volunteering. Monga (2006) suggests that both motivations correlate with one another as individuals want to help others for their ego selves.

On the other hand, altruism is the aim to increase other people’s welfare stated by Monga (2006). This reflects a person’s intrinsic motivation in helpings others. According to Kim (2018) pure altruism motives is important to the delivery of the events. Leventhal (2009) argues and agrees that altruistic outcomes could be egocentric and self- serving (Kim,2018). Although research has shown that motivation is not just through altruism but a range of motivations which can include personal and local community benefits. Wilson (2005) discusses that the reasons for the decline in volunteer’s was specific to organisation and through altruism and self-interest (Kim, 2018). 

A study conducted for Sport England by Nichols et al. (2016) implies that volunteering has changed to become more of a self-interest. Altruism is on the decline due to the changes of young people’s opinions. From the Cabinet office of (2015) statistics show that the most likely age range to volunteer is young people (Nichols et al., 2016). According to NVCO (2020) more females are volunteering over males. This is highlighted due to the promotion of enhancing employment prospects and having transferable skills in the workplace from research conducted by Sport England. From this research, through questionnaires conducted by the researcher for volunteers at MUUK, linking demographics with motivation of altruism will learn if this is true.

[bookmark: _Toc41767206]2.7.3. Three- and four-dimensional motivation theories

Volunteers can be motivated through both intrinsic and extrinsic motivations and is outlined in motivation theories. Caldwell and Andereck (1994) have researched and conducted a three-dimensional motivation model categorised; purposive, solidary and material incentives (Kim, 2010). Purposive refers to doing something useful and giving back to society. Solidary incentives for volunteering are generated through social engagement, being identified, group affiliation and creating networks. Monga (2006) suggests that without intrinsic motivation, volunteer numbers would be low and small reward such as a free lunch can encourage individuals motive and show they are recognised. Although Farrell et al. (1998) gave it more of an egoistic approach by referring to instrumental values (Monga, 2006). Lastly, material incentives are on tangible rewards and benefits volunteering. Overall, Caldwell and Andereck (1994) identified that that the strongest motive is purposive incentives from their study on a mega event in skiing (Kim,2010).

[bookmark: _GoBack]Based on a women’s curling event in Canada (1996), a motivation theory was adapted into four categories by Farrell et al. (1998) based on research and data collected. The four categories measured for motivation is called the Special Event Volunteer Motivation Scale (SEVMS) which consists of; purposive, solidary, external traditions and commitments (Kim, 2010). The first two categories are the same motives as Caldwell and Andereck (1994) and received the same results as to which was the most important motivations. This can be seen as a reliable model to collect data for research into volunteer motivations. According to Kim (2010) the motivation through external traditions is based on family traditions and an external influence to motivate a person to volunteer. Commitment concept refers to the need to increase person skills and satisfaction through volunteering.

 By using the SEVMS model, Kim (2018) believes that sport event volunteers can experience multiple motivations at one time wanting to volunteer and developing satisfaction with their experiences. This will be useful in the research methodology as this model can be used to find out what has which is the most important motivation factor for MUUK Adventure volunteers by comparing it to the curling event. The model has been completed in other special events and further found that volunteers will experience various motivations. From support of Slaughter (2002) of these findings agreed but argued that motivations will change over time due to the changes in volunteering (Cuskelly et al., 2006). 

[bookmark: _Toc41767207]2.8. Best practice management of volunteers

Identifying ways to encourage, gain volunteer interest and to retain volunteers has been of interest and very well researched (Mutawa,2015). Event managers will need to focus on the human resource approach which will involve preparation before, during and post event in order to keep volunteers interested and to continue to volunteer. The assumption of satisfaction, commitment and performance need to be adopted (Cuskelly et al., 2006). For sporting events, human resource processes such as recruitment and selection, training and development through to recognition and reward is supported by Cuskelly et al. (2006) due to the different motives of volunteering. Farrell et al (1998) argued that sport event managers need knowledge of the volunteer’s level of satisfaction (Mutawa, 2015). Positive experiences from events is key from the operation side and facilities provided can be a factor in ensuring volunteers will give their services again. The researcher will be able to provide MUUK-Adventures with feedback from primary research conducted to determine the levels of satisfaction that is required.

It is important for organisers to carefully select the event timing in the pre event build up emphasised by Cuskelly et al. (2006). This ensures the right suitability of the timings for volunteers and gets them involved in the planning and implementation. During the event, time is needed for debriefs in order to explain roles and effectively place and support volunteers. Post event, immediately thanking and the recognition of the volunteers is recommended. A good example of an organisation appreciating their volunteers is Park run. Park run rewards volunteers who show commitment by acknowledgement and recognition through small incentives (Park run, 2020).  Showing recognition helps retain volunteers and increase motivation and overall satisfaction. With the volunteer numbers dropping, support and retention is important to keep skilled volunteers which is key to management (Warner,2011). Hager (2004) states that many organisations face challenges which include availability of volunteers, finance, problems in recruiting the right people with skills, unreliability of people and volunteers not turning up (Mutawa, 2015). Therefore, it is important for managers to identify the motivations of their volunteers and satisfaction to mitigate these issues.

There is importance in the recognition of the emotional profile and personalities of volunteers in order for the organisers to place the volunteer in the logical role implemented Smith et al. (2014). Placing volunteers in the wrong role can cause combustion which leads to dissatisfaction and a negative impact on the individual volunteer which results in an impact on the success of the event. Smith (2014) goes on to discuss the importance of event managers knowing the motivational components in fitting the right person for the role. Well written job descriptions will keep the volunteers informed and engaged which can increase satisfaction (Einolf, 2018). According to Einolf (2018) volunteers who have highlighted that their roles were clear are more intended to continue volunteering.  Organisers need to maintain volunteer’s morale pre and post event and diminish negative emotional outcomes to increase and maintain motivation and get the possible best work ethic from the event volunteers. It is recommended that positive experience from communication and support which volunteers receive is another factor for longer hours and continuing for individuals to volunteer (Einolf, 2018).
[bookmark: _Toc41767208]
2.9. Conclusion

This chapter has found underpinning theories which can be investigated and analysed in chapter three, four and five. Volunteering is extremely important for community events and the future of the events industry. In order to keep volunteers motivated and get them to continue it is important to be able to identify what motivates people to volunteer and to give support and recognise their efforts.
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