PREFACE

First of all, the author would like to give thanks to God Almighty who
continues to provide extraordinary wisdom and health in completing the final
academic requirements in order to pursue a study degree, namely Bachelor of
Management at Pelita Harapan University, Surabaya Campus. In this study, the
authors believe that the expression, presentation, and use of words and language are
still very far from perfect. Therefore, with all humility the writer expects
suggestions, criticism and all forms of direction from all parties for the
improvement of this final project research. On this occasion, the author also wants
to express his deep gratitude to those who have helped and supported the
completion of this research until the end. These thanks are specifically addressed

to:

1. Mr Dr. Ronald S.T., M.M, CSMA, CDM, PMA as the Associate Dean
and the first supervising lecturer who has devoted such great attention, time, energy,
patience, and gave me such high encouragement from the start until this research

was completed.

2. Mrs. Dr. Amelia SE, RFP-I., MM, CSMA as the management study
program that helped many things in my college life that I went through while
studying at UPH Surabaya, as well as as the second supervisor who has helped and

provided suggestions and attention so that I can complete this research.

3. Mr. Yanuar, as the first examiner lecturer who also provided input and

direction to the author for the completion of this research.



4. My family who always pray, provide encouragement and support in

completing this research.

6. My friends in arms, Sandra, Gabriel, Farel, Moudy, Edwin and Imelda
who have encouraged me in the college life that I went through while studying at
Pelita Harapan University, Surabaya Campus, especially those who have helped

and provided support in this research.

7. Other parties that cannot be named one by one who have helped the author

in preparing this research.

Only the author can pray that God Almighty will repay all the kindness and
support from Father, Mother, Brother, and friends at once. Hopefully this research
can be useful, especially for the author and parties with an interest in the same topic.
All criticisms and suggestions for this research will certainly be very useful for

further improvement

Surabaya, 10 September 2020

it

(Victor Abraham)



TABLE OF CONTENT

FINAL PAPER. ... ititiieeeeeeeeeeeeessesssesssssssessssasssssssases Error! Bookmark not defined.
IDENTITY EXAMINER TEAM.......cccoeevemmmneeeenenee Error! Bookmark not defined.
AUTHENTICITY STATEMENT ....cuuveeueeeeeceeeenenes Error! Bookmark not defined.

AGREEMENT OF MENTORING GUIDANCE FOR FINAL PAPER ..Error!
Bookmark not defined.

FINAL PROJECT EXAMINATION TEAM APPROVAL SHEET ........ Error!
Bookmark not defined.
XU Y B V- 000000080000008000005 860000000000 S00ER000EB0000 0000k NPT Er
ror! Bookmark not defined.
X0 08 B 2@ [ o 000000000000000 RS TUUURURRRRRRRRRRRRRIE | . -, b oo 000000 NEST TR Er
ror! Bookmark not defined.
| 4 29 3 IV/AN(C] Dt 0 0000000000000000. [RTTODPPPOIINRNINE o000 ooooctooosbaoiRoaoos TP 1
TABLE OF CONTENT .......ccoeettttreenmeesecccessessssssssssssssssssssssssssssssssssssssssssssssssssssss 3
LIST OF IMAGES . ..oieeeerereeneneescseessesessssssssssosssssssssssssssssssssssssssssssssssssssssssssss 6
S T O A B L S - s5seseeseoooos HUTNNNNUN SUNMMMMNNNE. o coooeosossseaibonnbsiivsaesoiasees 7
LIST OF APPENDICES......ccouttcreceeereeeessesssscssssessessssssssssssssssssssssssssssessassesses 9
CHAPTER I INTRODUCTION.......cccoeeeeerrrerrrrsrnnes Error! Bookmark not defined.
1.1  Background of the study Error! Bookmark not defined.
1.2 Research Problems Error! Bookmark not defined.
1.3  Research Objective Error! Bookmark not defined.
1.4 Research Benefits Error! Bookmark not defined.
1.4.1 Theoretical Benefits.......ccocvvvvvivevvvcnnnieennnnn. Error! Bookmark not defined.
1.4.2 Empirical Benefits..........ccccccovvververiennnnnen. Error! Bookmark not defined.
1.5 Research Limitations Error! Bookmark not defined.
1.6 Research Outline Error! Bookmark not defined.
CHAPTERII LITERATURE REVIEW AND DEVELOPMENT OF
HYPOTHESES . ... ottittiteeeeereereeeesssessesesssssssssssssssssssses Error! Bookmark not defined.
2.1 Theoretical Basis Error! Bookmark not defined.
2.1.1 Intention to Remain........cccccvvvvvvvvvvnnnneennn. Error! Bookmark not defined.
2.1.2 Volunteer Satisfaction...........ccccooeeevvveeeennn. Error! Bookmark not defined.
2.1.3 Schedule Flexibility .........ccccovvevveriieniennenns Error! Bookmark not defined.
2.1.4 Orientation & Training..........cccccvevvvereernenns Error! Bookmark not defined.
2.1.5 Empowerment ..........ccceevvveniieniieniienenn Error! Bookmark not defined.
2.1.6 Social Interaction ..........ceeeeeeevvevvveeeeeerieennns Error! Bookmark not defined.
2.1.7 Reflection.....ccoovveueveieeiiiicieeee e Error! Bookmark not defined.
2.1.8 Rewards & Recognition.........cccceevveeennnen. Error! Bookmark not defined.

2.2 Prior Research Error! Bookmark not defined.




23 Hypothesis Development Error! Bookmark not defined.
231 Effect of Schedule Flexibility on Volunteer SatisfactionError! Bookmark

not defined.
232 Effect of Orientation and Training on Volunteer Satisfaction.......... Error!
Bookmark not defined.
2.3.3 Effect of Empowerment on Volunteer Satisfaction. Error! Bookmark not
defined.
234 Effect of Social Interaction on Volunteer Satisfaction ... Error! Bookmark
not defined.
235 Effect of Reflection on Volunteer Satisfaction........ Error! Bookmark not
defined.
2.3.6 Reward and Recognition has significant effect with Volunteer Satisfaction
Error! Bookmark not defined.
2.3.7 Volunteer Satisfaction has significant effect with Intention to Remain
Error! Bookmark not defined.
2.4  Research Model Error! Bookmark not defined.
2.5  Operational Framework Error! Bookmark not defined.
CHAPTER III RESEARCH METHODS.............. Error! Bookmark not defined.
3.1  Research Design Error! Bookmark not defined.
3.2  Type of Research Error! Bookmark not defined.
3.3  Population and Samples Error! Bookmark not defined.
3.3.1 Population ..........ccoecvevieviiniiecieeieeieeeeen, Error! Bookmark not defined.
3.3 D8 SaAMPIES ..eovvverierieieeieee e Error! Bookmark not defined.
3.4  Operational Variable Definition .............c.c....... Error! Bookmark not defined.
3.5  Data Analysis Method Error! Bookmark not defined.
CHAPTER IV DATA ANALYSIS AND DISCUSSION....Error! Bookmark not
defined.
4.2  Data Analysis Error! Bookmark not defined.
4.2.1.  Descriptive Statistic Error! Bookmark not defined.
4.2.1.1 Characteristic of Respondents.................... Error! Bookmark not defined.
4.2.1.2 Overview of Respondent by Age............... Error! Bookmark not defined.
4.2.1.3 Overview of Respondent by Gender.......... Error! Bookmark not defined.
4.2.1.4 Respondent’s Response.........cccceevrrveennnnne. Error! Bookmark not defined.
4.2.2 Descriptive Variable Analysis ........cceeeereiunrene Error! Bookmark not defined.

4.2.2.1 Respondent’s response toward Schedule Flexibility Error! Bookmark not
defined.

4.2.2.2 Respondent’s response toward Orientation and TrainingError! Bookmark
not defined.

4.2.2.3 Respondent’s response toward Empowerment ........ Error! Bookmark not
defined.

4.2.2.4 Respondent’s response toward Reflection.Error! Bookmark not defined.
4.2.2.5 Respondent’s response toward Social Interaction ... Error! Bookmark not
defined.

4.2.2.6 Respondent’s response toward Reward and RecognitionError! Bookmark
not defined.

4.2.2.7 Respondent’s response toward Volunteer Satisfaction... Error! Bookmark
not defined.



4.2.2.8 Respondent’s response toward Intention to Remain Error! Bookmark not
defined.

4.2.3.  Results of Data Quality Testing .........cccoeveuee. Error! Bookmark not defined.
4.2.3.2 Evaluation of Outliers...........ccccevvveeveeennen.. Error! Bookmark not defined.
4.2.3.2.1 Univariate Outliers.......c..ccoceeevveeeererecreeennen. Error! Bookmark not defined.
4.2.3.2.2 Multivariate Outliers..........ccccoeeevvreereeennenn. Error! Bookmark not defined.

4.2.3.3 Evaluation of Multicollinearity and Singularity ...... Error! Bookmark not
defined.
4.2.3.4 Confirmatory Factor Analysis.................... Error! Bookmark not defined.
4.2.3.4.1 Confirmatory Analysis of Exogenous Variables ...... Error! Bookmark not
defined.
4.2.3.4.2 Confirmatory Analysis of Endogenous Variables Error! Bookmark not
defined.
4.2.3.5 Analysis of Full Structural Equation Modeling........ Error! Bookmark not
defined.

4.2.3.6 Reliability Test........cceeevervvrrrerrerrrrreenennes Error! Bookmark not defined.
4.2.4 Result of Hypothesis Testing.........cceeeeeeueennes Error! Bookmark not defined.
4.2.4.1 Hypothesis Testing 1 (H1) .....cccccoerenennee Error! Bookmark not defined.
4.2.42 Hypothesis Testing 2 (H2) .....cccceeerereennee Error! Bookmark not defined.
4.2.4.3 Hypothesis Testing 3 (H3) ......c.cccvvvveennnnne. Error! Bookmark not defined.
4.2.44 Hypothesis Testing 4 (H4) ......c.ccvvvvennnnne. Error! Bookmark not defined.
4.2.4.5 Hypothesis Testing 5 (HS) .....cceeevvvvennnnne. Error! Bookmark not defined.
4.2.4.6 Hypothesis Testing 6 (H6) ..........ccccuvenne.... Error! Bookmark not defined.
4.2.4.7 Hypothesis Testing 7 (H7) .....cceeevvvrveennnne. Error! Bookmark not defined.

4.3 Discussion Error! Bookmark not defined.
4.3.1 Analysis of The Overall Model.................. Error! Bookmark not defined.
CHAPTER V CONCLUSION ......cccevereruressarssnnesans Error! Bookmark not defined.
5.1. Conclusion Error! Bookmark not defined.
5.1.1. Conclusion for Hypotheses.........cccccvevverieencnne Error! Bookmark not defined.
5.1.1.1. The Effect of Schedule Flexibility on Volunteer Satisfaction.............. Error!

Bookmark not defined.
5.1.1.2. The Effect of Training and Orientation on Volunteer Satisfaction....... Error!
Bookmark not defined.
5.1.1.3. The Effect of Empowerment on Volunteer Satisfaction.... Error! Bookmark

not defined.

5.1.1.4. The Effect of Reflection on Volunteer Satisfaction.... Error! Bookmark not

defined.

5.1.1.5. The Effect of Social Interaction on Volunteer SatisfactionError! Bookmark

not defined.

5.1.1.6 The Effect of Reward and Recognition on Volunteer Satisfaction........ Error!

Bookmark not defined.

5.1.1.7 The Effect of Volunteer Satisfaction on Intention to Remain ............... Error!

Bookmark not defined.

5.1.2. Conclusion for Research Problem.................... Error! Bookmark not defined.
5.2. Implication Error! Bookmark not defined.

5.2.1. Theoretical Implication...........cccceverveerreerieenenns Error! Bookmark not defined.

5.2.2. Managerial Implication..........ccoceeeeevenencennene. Error! Bookmark not defined.



Table 5.3. Managerial Implications...........ccccceueeue.. Error! Bookmark not defined.

5.3. Recommendation Error! Bookmark not defined.
REFERENCES.....uiiiitiiiiiiiiiiietiietiietosstcsasssssosascssscssssosssssnsssnass Err
or! Bookmark not defined.

QUESTIONNAIRE......cocceerrerensnressnsessansessassosassoses Error! Bookmark not defined.
APPENDIX B: DATA QUESTIONAIRE TABULATION. A-Error! Bookmark
not defined.

APPENDIX C : Descriptive Statistical Test Results...... A-Error! Bookmark not
defined.

APPENDIX D: STRUCTURAL EQUATION MODEL TEST RESULT ..... A-

Error! Bookmark not defined.



LIST OF IMAGES/FIGURE

Image 1.1 Global Leadership Summit attended by ICA volunteer. Surabaya,
January 17-18, 2020

Image 1.2 One And Many Event got cancelled because of corona virus.
Surabaya, March 25, 2020.......ccccceiiiiiiiiiiiiiiee e 23

Image 1.3 Youth Appreciation that held every year at the end of youth

SEIMIESTET. . .. et et et et tee een eet et it et et e tee een een ettt et e 24
Image 1.4 Birthday card for vOIUNtEErs.........coeevviriiriiniiierieeeeeeeen 26
Image 2.1 (The “‘service volunteer — loyalty chain’’ conceptual model.) (P.S.

WisliEh clalT2 005955 Fil Ba S-S, SN ... 46
Image 2.2 Research Model...........coiiuiiiiiiiiii e, 53
Image 2.3 Operational Framework Model.................oooiiiiiiiiii i, 54
Image 3.1 Flowchart of Theoretical Thinking Framework............................ 66
Image 4.1 Diagram of Respondents by Age........ccoviiiiiiiiiiiiiiiiiiiiin... 76
Image 4.2 Diagram of Respondents by Gender..................cooiiiiiiiiinn... 77
Image 4.3 Confirmatory Analysis of Exogenouus Variables........................ 106
Image 4.4 Confirmatory Analysis of Endogenous Variables........................ 108
Image 4.5 Full Structural Model..............oooiiiiiii e, 109

Image 4.6 Full Structural Model..............ooooiiiiii e, 137



LIST OF TABLES

Table 3.1 Main Design QUestioNNaires. .......o.vvuierientenieaneeeeiieeeeneeneeneens 59
Table 3.2 Definitions of
Variable. ..o 61

Table 3.3 Descriptions of Constructive Relationships................cooooiiiin. 66
Table 3.4 Results of Conversion into Equations...............c.ccooeviiiiiiiiiniin. 67
Table 3.5 Criteria for Goodness of Fit IndeX.............ooooiiiiiiiiiin, 71
Table 4.1 Respondents by A@e.......c.ooeuieniiiiiiiiii i 75
Table 4.2 Respondents by Gender.............cooeiiiiiiiiiiiiiiiiiiiiiiiiiiee e 76
Table 4.3 Degree of Assessment of Each Variable.......................................78
Table 4.4 Respondent’s Response toward Schedule Flexibility..................... 78
Table 4.5 Respondent’s Response toward Orientation and Training................ 80
Table 4.6 Respondent’s Response toward Empowerment.............................. 81
Table 4.7 Respondent’s Response toward Reflection......................cooiinet. 82
Table 4.8 Respondent’s Response toward Social Interaction.......................... 84
Table 4.9 Respondent’s Response toward Reward and Recognition................. 85
Table 4.10 Respondent’s Response toward Volunteer Satisfaction.................. 87
Table 4.11 Respondent’s Response toward Intention to Remain..................... 88
Table 4.12 Respondent’s distribution answer toward Schedule Flexibility......... 89

Table 4.13 Respondent’s distribution answer toward Orientation and Training...91

Table 4.14 Respondent’s distribution answer toward Empowerment ............... 92
Table 4.15 Respondent’s distribution answer toward Reflection..................... 93
Table 4.16 Respondent’s distribution answer toward Social Interaction............ 94

Table 4.17 Respondent’s distribution answer toward Reward and Recognition...96

Table 4.18 Respondent’s distribution answer toward Volunteer Satisfaction...... 99
Table 4.19 Respondent’s distribution answer toward Intention to Remain........ 100
Table 4.20 Goodness of Fit IndexX............coooviiiiiiiiiii 103
Table 4.21 Test Result of Data Normality..................ccooviiiniiiiienieeieenn. 103
Table 4.22 Descriptive Statistics 0f Z-SCOre..........covvviviiiiiiiiiiiniien.. 105

Table 4.23 Mahalanobis DIStance.........covveeieiiieeeeeeeeeeeeeeeeeeeeeeeeerenenennn. 100



Table 4.24 Test of Weight Factor and Factor Loading Value of Exogenous

VaTIADIES . ..ot 108
Table 4.25 Test of Weight Factor and Factor Loading Value of Endogenous
Variables. ..o 109
Table 4.26 Feasibility Testing IndeX...........coooviiiiiiiiiiiiiii 110
Table 4.27 Regression Weights Full Structural Equation Model.....................110
Table 4.28 Reliability Test.......o.otiniitiiii e 112
Table 4.29 Hypothesis Test Result ..., 113
Table 4.30 Schedule Flexibility Indicators.............ccoovviiiiiiiiiiiiiiiin, 124
Table 4.31 Training and Orientation Indicators..............oceoeviiiiiiiiiinn. 125
Table 4.32 Empowerment Indicators..............coooiiiiiiiiiiiiiiiiieen, 127
Table 4.33 Reflection Indicators...........o.oouiiiiiiiiiiii e 128
Table 4.34 Social Interaction Indicators............cooeieiiiiiiiiiiiiiiiii i 130
Table 4.35 Reward and Recognition Indicators................ccoviiiiiiiiian.... 131

Table 4.36 Volunteer Satisfaction Indicators.................covvvniiiininienienenn 135
Table 4.37 Intention to Remain Indicators...............ccooviiiiiiiiiiiiiiian... 137
Table 5.1 Hypothesis Test Result..............cccoiiiiiiiiiiiiieiieeecieeeee.nn 141
Table 5.2 Theoretical Implication...............oviiiiiiiii i 151
Table 5.3 Managerial Implications ..............cooeiiiiiiiiiiiiiiiii e, 155



LIST OF APPENDICES

APPENDIX A QUESTIONNAIRE. ... ..ot A-1

APPENDIX B: DATA QUESTIONAIRE TABULATION ...A-Error! Bookmark
not defined.

APPENDIX C : Descriptive Statistical Test Results ....... A-Error! Bookmark not
defined.

APPENDIX D: STRUCTURAL EQUATION MODEL TEST RESULT A-Error!
Bookmark not defined.



