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ABSTRACT 

Goal: The main objective is to identify the factors that influence the retention of social volunteers in 
the health area, supported by a comparison between a systematic literature review and the 
perception of a focus group of volunteers. 
Design / Methodology / Approach: Word maps have been developed to compare data obtained 
from the literature review and the perceptions acquired in a focus group. 
Results: the main findings of the research indicate that the factors that influence the retention of 
social volunteers in the health area need a more comprehensive and systematic investigation, 
avoiding that any subject or dimension of analysis is not addressed when trying to evaluate the 
reasons that influence the permanence in volunteer programs. It was also possible to detect some 
subjective contexts that may influence the volunteers' behavior and decisions. 
Limitations of the investigation: The main limitation of the study is the difficulty in generalizing the 
findings, considering the use of the focus group, which, because it represents a small number of 
individuals, may not reproduce common sense. 
Practical implications: This study seeks to collaborate with future research using a methodology 
that allows us to evaluate whether what has been questioned in research instruments is close to the 
reality presented by the context. 
Originality / Value: The novelty concerns in the use of world maps to compare the perceptions of 
the literature findings with the results of a focus group analysis. This paper seeks to contribute to a 
new look on the qualitative treatment approach of data obtained in research in this area. 
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INTRODUCTION 
This article represents a section of a study that proposed the elaboration of a thematic 

management instrument to assist the systemic evaluation research on the factors that may 
influence the retention of social volunteers in the health area (Braz, 2019). 

The complexity that volunteer work has shown in recent years (Topp et al., 2015; Grube 
and Piliavin, 2000) is reflected in the multidimensionality, represented by the numerous 
motivations and contexts related to the participation of volunteers, and becomes a target of 
study in the attempt to understand the issues that interfere with their involvement in 
volunteer programs (Matsuba et al., 2007). According to Ferreira (2012), the analysis of these 
variables favors the continuity in the provision of voluntary services. 
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The behavior of individuals who propose to develop voluntary activities is heterogeneous 
(Grube and Piliavin, 2000; Topp et al., 2015) and this complexity is presented in the numerous 
questions pointed out as the reasons that lead individuals to volunteer work (Kasteng et al., 
2016). In the context of these justifications, the belief arises that some individuals are 
motivated by the very voluntary nature of work, while others seek inspiration from intrinsic 
interests (Wilson, 2000). 

This means that there are individuals who want to engage in volunteering, regardless of 
the situation, just for the feeling of developing activity aimed at helping others, fulfilling their 
role as socially responsible citizens. In another context, there is the rational volunteer figure 
who, besides the feeling of helping others, seeks the opportunity of return in the form of self-
benefit, such as, for example, enriching their curriculum with experiences in the voluntary 
work area (Rovers et al., 2016). 

Therefore, some authors argue that factors related to the motivations of volunteers 
should be studied considering the context in which it occurs and the characteristics that 
involve volunteering programs (Grube and Piliavin, 2000; Rovers et al., 2016). The contexts 
represent the spheres of the environment in which volunteering occurs, and may represent 
residences, workplaces and regions (cities, countries). The effects of these factors still receive 
little attention and the impact of organizational, community and regional characteristics on 
individual decisions still portray a narrow field of knowledge in need of more space for analysis 
(Wilson, 2000). 

The literature, in its many studies, sometimes attaches more importance to certain 
motivations or scenarios, depending on the focus of the investigation. The proposal to develop 
an instrument to assist research in this area goes through the intention of systematizing the 
evaluation process and making it impartial. Therefore, it becomes relevant to analyze if the 
importance attributed to the variables in the literature approaches the perception of value 
acquired by the volunteers. 

Understanding if what has been questioned by research meets what is important in 
practice can make the elaboration of future questionnaires aimed at assessing the factors that 
may influence the retention of volunteers more efficient. For the present study, this analysis 
will be performed by comparing the word maps that express the results of these two strands. 

Besides this introduction, this article presents the following structure: in Section 2, a brief 
review of the contexts (dimensions of analysis) and the factors that may influence the 
permanence of social volunteers in volunteer programs in the health area was elaborated; in 
Section 3, the proposed methodology was presented; in Section 4, the visual explanation 
allowed the analysis of the results through the comparison of the word maps, being finished 
by the conclusion of the developed research. 

LITERATURE REVIEW 

The dimensions of analysis of volunteering 
What is observed is that some theories try to explain volunteering according to individual 

characteristics that, in most cases, are divided into reasons related to self-understanding or 
rational decisions, according to the cost-benefit ratio. On the other hand, others incorporate, 
in a complementary way, factors related to social issues and organizational activity as levels 
of analysis (Wilson, 2000). 

The functional perspective points to the existence of a wide range of personal and social 
motivations that interfere with behavior, assuming an interactionist position by recognizing 
the importance of both individual motivational characteristics and the opportunities offered 
by the environment (Clary et al., 1998). The analysis proposal of the Volunteering Process 
Model, by Snyder and Omoto (2008), adopts a methodology developed in four levels: 
individual, interpersonal/social group, agency/organizational and social/cultural context. 

In another approach, Akintola and Chikoko (2016), based on Herzberg's two-factor theory 
(1987), conducted a study with supervisors of community health programs seeking to 
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understand the motivation/satisfaction and demotivation/dissatisfaction factors that guided 
the accomplishment of their work. The analysis was conducted at three levels: community, 
organizational (program), political (donor and government agencies). 

The model proposed by Ferreira (2012), to evaluate the intention of keeping volunteers 
in the hospital context, analyzed the variables related to motivations, satisfaction and 
management factors. The conclusion of this study showed that as many intrinsic factors 
(individual values) as extrinsic factors (management factors such as recruitment, selection, 
training, recognition and reward) are important in the satisfaction of volunteers. And that this 
satisfaction generated plays an essential role in the intention to remain in the practice of 
volunteering. 

Due to the numerous types of approach, Clary et al. (1998) mentioned the concern of 
some authors with the way the studies on motivation are being conducted regarding the 
applied concepts and methodologies. Ten years after the statement by Clary et al. (1998), 
Snyder and Omoto (2008) noted that most empirical work, using the Voluntary Process Model, 
employs more psychological or traditional analysis issues, focusing on individual-level 
variables. 

It turns out that research on volunteering often ignores the fact that it happens in an 
organizational context and that its characteristics must be considered, as well as the 
complexity of volunteer behavior that, in many surveys, is focused on the individual (Grube 
and Piliavin, 2000). In the same way, Wilson (2000) pointed out that although many volunteer 
works are organized through family relationships and occur around this structure, the family 
rarely sets up a dimension of analysis, which can be considered a mistake, given its 
importance. 

The prominent role of the family during the volunteering process was noted by Omoto 
and Snyder (1995) in finding results in which volunteers gave maximum grade to the 
agreement that people important to them, including family members, supported their work 
as a volunteer. Alam et al. (2012) found another family-related element in identifying a 
significant effect of household responsibilities on retention of volunteers. 

At the individual level, some feelings were related to the motivation for volunteer work. 
Cabot (2016) argued that situations of socioeconomic crises may influence society's 
participation in volunteering, as they are closely linked to the growth of the feeling of solidarity. 
Vision also shared by participants of studies conducted by Moyon et al. (2015), in the health 
area, in which 97% of respondents expressed that the feeling of solidarity towards people in 
pain was the main reason for their motivation to participate in the program. 

The self-esteem level presented by each individual also represents a stimulating factor 
for voluntary work. According to Veerasamy et al. (2013), individuals with the highest level of 
self-esteem are more frequent in volunteering and spend more hours per month on this type 
of activity. 

Identifying the individual with the activity or organization can also interfere with their 
decision making. Soares (2017), when analyzing the commitment of the employees of a 
hospital institution, verified the existence of volunteers who had already belonged to the 
hospital staff before retiring. According to him, this attitude was the result of the affective 
commitment that these individuals had with the institution. 

Another issue related to the individual level is the search for paid work, which has been 
cited in recent studies on motivation in the area of volunteering. Although voluntary work is 
not intended to compensate for the service provided, the pursuit of paid work can also serve 
as a motivator for pursuing this type of activity. Arinze-Onyia et al. (2015) concluded that 
individuals who are unemployed tend to join volunteer programs more easily with the 
expectation that through them they will get paid employment in the future, while individuals 
who are already employed are willing to volunteer simply for the volunteering fact of helping 
the needy. 

Motivation often comes from a sense of commitment to the community and a willingness 
to feel useful to society (Pourtau et al., 2016) or even as a way to make friends or develop 
social bonds (Omoto and Snyder, 1995). Penner (2002) argues that some individuals may 
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volunteer due to the existence of social pressure, which occurs when they start from a 
subjective assessment of the expectations of others. 

Organizations also play a prominent role in the volunteerism scenario, given that, 
generally, voluntary practices occur in this context (Penner, 2002). With the transposition of 
volunteer work from a systematic based on sporadic actions to a frequently provided service 
and rule making, there was a need to organize and manage volunteers. This new 
configuration, characterized by the professionalization of volunteering, seeks to organize itself 
according to the precepts of effective management, since its absence can impact the retention 
of the volunteer (Ramos and Domingues, 2016). Thus, it is necessary to analyze the 
organizational variables in the behavior of volunteers (Penner, 2002). 

The institutional environment is one of the major influencers on motivational issues, 
interfering with the intrinsic motivation of volunteers by meeting their basic psychological 
needs. Since it is a constantly changing scenario, motivation levels also vary over time 
according to the organization's ability to meet the needs of volunteers (Bidee et al., 2017). 
Consequently, the feeling of satisfaction with the organization, according to Omoto and 
Snyder (1995), may influence the retention of these individuals. 

Some organizational components as, for example, interpersonal relationships, including 
team relationships, constitute a positive point for the volunteer's engagement with the program. 
This is because there is a feeling that each individual has the ability to interfere with the other's 
involvement, creating ties between the participants and favoring the establishment of networks, 
and may encourage the permanence for a longer period (Sarti et al., 2017). The construction of 
these social networks is positive because it causes the feeling of inclusion, which generates a sense 
of belonging and makes them feel identified as peers and recognized for their contributions, thus 
causing greater satisfaction (Bidee et al., 2017). 

They can also influence the sustainability of programs through the recruitment of future 
volunteers, as they facilitate the dissemination of the process through word-of-mouth 
communication between individuals with similar profiles and tend to be more credible, 
generating a more positive response than communication through formal dissemination 
means (Sarti et al., 2017). Considering that volunteers' intention to stay may increase as the 
organization's ability to meet its motivations (Jiménez et al., 2010), recruitment and selection 
play a key role in the volunteering process, as by knowing the profile and motivations of 
volunteers, marketing actions can be directed to attract and select the most appropriate 
individuals (Ferreira, 2012; Penner, 2002). 

Marketing actions are also important during the period of the volunteers stay in the 
program, since they have a strategic participation in the process of disclosing the 
organizational objectives, information about the activities and defining the role of the 
individuals involved in the volunteering process. (Ferreira, 2012). And since this process 
develops within organizational structures, it is necessary to identify the volunteer with the 
organization, so that it can continue performing this type of activity for a longer period (Grube 
and Piliavin, 2000). 

Recognition and reward were also identified as management factors that influence the 
practice of volunteering (Ferreira, 2012). The acquisition of new skills is essential for the 
continuity of activities and to maintain the commitment of volunteers, especially in health 
related areas. When surviving volunteers and sick patients are involved, for example, there is 
a need for them to understand the challenges surrounding this relationship and how they 
should use their experience with the disease in a useful way for the treatment being developed 
(Pourtau et al., 2016). Moreover, the importance of being prepared to develop their activities 
and the action of organizations to promote their training makes them feel more valued and, 
consequently, increase their degree of satisfaction (Ferreira, 2012). 

A counterpoint in the discussion about the motivation and satisfaction of volunteers 
manifests itself from the debate about the existence of stressors caused by the nature of 
volunteer activities, which can lead to stress and burnout. (Crippa et al., 2014; Moniz and 
Araújo, 2006). Burnout is characterized by the total exhaustion resulting from the activities 
developed, but there is no “closed” concept about its nature. The factors that cause their 



Factors that influence the retention of social volunteers in the health area: a comparison between the literature and the perception of volunteers 

 

Brazilian Journal of Operations & Production Management, Vol. 17, No. 2, e2020918, 2020 5/14 

condition inhabit a subjective sphere (Vieira, 2010), which may involve determinants related 
to the volunteer's physical or mental health (Moniz and Araújo, 2006). 

Moniz and Araújo (2006) conducted a study on the perception of volunteers in cancer 
patients institutions and support institutions for HIV carriers, their performance and the 
degree of stress and burnout presented and concluded about the value of this type of 
evaluation. They also pointed to another management issue of volunteer programs, which is 
the need to support the activities developed, even in order to prevent disease situations. 
Snyder and Omoto (2008) believe that working with volunteer activities that are involved in 
health issues can generate more stress for volunteers. 

Configuring yet another component of the institutional environment, the institution's 
organizational culture is responsible for the success of the work as it promotes the connection 
of all demands involving volunteers, serving as the basis for the well-being of those involved. 
Reciprocity in this environment is one of the factors responsible for the personal satisfaction 
of volunteers and, added to emotional and cognitive issues, represents one of the main causes 
of engagement and interest in volunteer work (Sarti et al., 2017). 

Turning to the political sphere, this is justified given the numerous examples of 
community-based volunteer programs that are carried out with NGOs (Topp et al., 2015; 
Olang'o et al., 2010), and which usually work in partnership with governments. Akintola and 
Chikoko (2016) identified that problems related to the scarcity of government resources and 
financing may impact the functioning of these organizations at the organizational level and, 
consequently, the provision of services. Concerning the supervisors of these organizations, 
this issue resulted in factors that provided dissatisfaction, which were also noted in relation to 
the challenges of partnerships with government agencies. 

For the present study, the idea of context defined by Wilson (2000) assumes the role of 
influence dimension in the behavior of volunteers. The importance of the influence of contexts 
or dimensions on the behavior of volunteers is pointed out in numerous studies (Grube and 
Piliavin, 2000; Wilson, 2000; Rovers et al., 2016), but often the approach adopted does not 
cover all possibilities. This is because research on volunteering does not always promote 
categorization explicitly and in a structured way, as there is no proposed standard. Few studies 
seek to explicitly define the dimensions studied as did Alam et al. (2012) who, in their studies, 
considered issues related to the individual, family, community and organizational contexts. 

Each dimension of analysis has numerous subdivisions that represent several subjects 
that reflect their characteristics. In the next item, some of these subjects and their variables 
that may influence the volunteering process will be explained. 

The influencing factors of volunteering 
The literature sometimes adopts the word “factors” to characterize the reasons that may 

influence the volunteer's decision to remain in volunteer programs, but the use of the word 
“variables” is also observed. In this study, the term “factors” was adopted predominantly, but 
also allowing the use of the term “variables” with respect to the approach of some authors, 
provided that there is no change in the proposed semantic value. 

The variables that influence the behavior of volunteers and consequently their intention 
to remain volunteers arouse great interest and have been studied for some time (Penner, 
2002; Jiménez et al., 2010). According to Ferreira (2012), they may be divergent or change over 
time, thus fitting an investigation on these data in order to assist mainly in the recruitment of 
new volunteers. Similar reflection led some authors to analyze volunteering as a process that 
occurs along a timeline, dividing it into stages (Chacón et al., 2007; Omoto and Snyder, 1995; 
Penner, 2002). 

Chacón et al. (2007) proposed a model of investigation of the intention to remain in 
voluntary service, which divides the analysis into periods of six months, one year and two years 
- Three-Stage Model of Volunteers' Duration. Jiménez et al. (2010) applied this model by 
addressing variables related to sociodemographic characteristics (age, gender, educational 
level, work situations), volunteer satisfaction (motivations, job satisfaction, and satisfaction 
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with management). organizational commitment, identity of the volunteer's role, emotional 
fatigue, intention to remain in service, and how many days and hours per week were spent on 
volunteer activities and how long it took to get to the organization. 

Snyder and Omoto (2008) also presented a volunteer analysis model based on three 
temporal stages (antecedents, experience and consequences) that present variables at each 
level of analysis (individual, interpersonal/social group, agency/organizational and 
social/cultural context). At the individual level were identified the characteristics of personality, 
motivational, circumstances of the individual's life, satisfaction, stigma, organizational 
integration, change of knowledge and attitude and health. At the interpersonal/social group 
level, the characteristics of group association, rules, help relationship, collective esteem, social 
network composition and relationship development were explored. 

The agency/organization level involved questions about recruitment, training, organizational 
culture, volunteer assignments, volunteer retention and job evaluation. The social/cultural context 
dealt with ideologies, programs and institutions of services, service provision, program 
development and social capital. 

In the model suggested by Penner (2002), situational factors and voluntary social 
pressure are outlined, as well as sociodemographic, organizational variables (attributes, 
practices and relationship with the organization), personal beliefs and values, prosocial 
personality and motives related to volunteering. Ferreira (2012) also proposed an investigation 
on the intention of the volunteers to stay and, after searching the literature, chose to use 
variables related to their motivations, satisfaction and management factors. Motivations and 
satisfaction were measured at the level of the individual's sphere and management factors 
represented the intrinsic issues of the organization. 

Successive surveys involving satisfaction issues to measure volunteers' intention to 
remain are understandable, as previous studies have indicated a greater likelihood of 
continuing volunteering when the volunteer is satisfied (Cnaan and Goldberg-Glen, 1991; 
Omoto and Snyder, 1995). But in order to understand what influences the volunteering 
process and, consequently, the behavior of volunteers, we must consider the complexity of 
the scenario and the variables surrounding the situation. 

As Penner (2002) argues, an interactionist perspective should be addressed, given that 
none of the variables alone can provide a complete explanation of the motives involved. This 
study does not claim to exhaust all possible variables, given the complexity of human 
behavior, but seeks to gather as many variables as can influence the process studied, serving 
as an incentive for the development of future research. The actions to be developed by this 
investigation will now be structured. 

METHODOLOGY 
To analyze the factors that influence the retention of volunteers, a literature review was 

initially performed based on the adaptation of the PRISMA recommendation - Main Items to 
Report Systematic Reviews and Meta-analyzes (Moher et al., 2015), seeking greater efficiency 
in obtaining the studies to be used as theoretical support for the present work (Braz and Lima, 
2019). At the end of this process, 13 articles were selected, which allowed the mapping of 
influence factors and the identification of the dimensions of analysis that are usually 
addressed in research on retention of volunteers in the health area. Obtaining these data 
substantiated the elaboration of a research instrument that was subsequently applied to a 
focus group composed of six specialists from the social volunteering field in the health area. 
The following figure represents the systematic used. 
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Figure 1. Structure of the methodology used. Source: Own elaboration 

As shown in Figure 1, the results of the two phases were compared in order to find out if 
there was any kind of convergence between them, given that the same factors were used in 
both stages. For the elaboration of the word map referring to the systematic review, we 
considered the number of times that the same factor was questioned among the 13 articles 
analyzed. 

Regarding the focus group, a form was applied to measure the degree of importance of 
the factors, considering the perception of the participants. For the elaboration of the word 
map, the weight given to each factor resulted from the application of the mode to the results 
obtained by using a Likert scale. This scale was structured with five evaluation points (1 - No 
importance, 2 - Little importance, 3 - Reasonably important, 4 - Important, 5 - Extremely 
important). 

RESULTS ANALYSIS AND DISCUSSION 
The analysis and discussion of the results sought to build a dialogue between the 

literature and the focus group. The mapping of the factors present in retention surveys 
allowed the identification of the issues that have been addressed when intending to evaluate 
the reasons that influence the permanence in volunteer programs. It was also possible to 
detect the contexts that may influence the behavior and decisions of volunteers. 

The data provided by the systematic review phase allowed the identification of five 
dimensions of the analysis: individual, family, social, organizational and political. From these 
dimensions, factors were mapped that resulted in the following word map, using the 
wordclouds tool. The map shows the importance of each mapped factor by giving weight to 
the approach rates. That is, the greater the citation of a given subject, in the studies analyzed, 
the greater its representation on the map. 
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Figure 2. Word map of systematic review factors. Source: Tool Usage wordclouds 

Considering Figure 2, we observe that factors related to individual characteristics 
(individual), such as name, age and gender, are frequently questioned in research on the 
retention of social volunteers in the health area, as well as questions about the academic 
background of volunteers (academic), both belonging to the individual dimension. With a 
similar approach to the latter, factors related to social recognition, from the social dimension, 
and incentives, belonging to the organizational dimension, stand out. 

Then, issues related to social support and family characteristics are strongly present, and 
later the factors related to organizational monitoring and training. With a lower approach, but 
still expressive, the factors related to the infrastructure of the volunteer organizations, the 
values and expectations of the volunteers and the location where the volunteer actions are 
carried out or where the volunteers' home is located appear. 

These results show that the factors referring to the individual and organizational 
dimensions were the ones that were most present in the mapped articles. Less frequently, 
words related to the social and family dimensions are found. The political dimension, however, 
was not expressive in the word map of the systematic review. 

The wordclouds tool was also used to generate the word map to organize the subjects 
according to the level of importance given to each factor by the focus group. The data used 
resulted from the application of questionnaires of importance, representing the quantitative 
findings. The result is in the following figure. 
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Figure 3. Word map of focus group factors. Source: Tool usage wordclouds 

As seen in Figure 3, a significant number of factors had their importance considered 
during the development of the focus group. For professionals, with extensive experience in 
the area of volunteering, who participated in such practice, the factors that stood out as 
influencing the volunteer's permanence in the volunteer programs are described below, 
according to their respective dimension of analysis: 

a) individual dimension: personal improvement (Enhancement/Self-steem), understanding, 
individual values, academic characteristics of the volunteer, their employment situation 
(Job), previous experience with the disease, volunteer health and conflicts; 

b) family dimension: family support; 
c) social dimension: desire to socialize and feelings linked to the figure of agent of change 

and social commitment; 
d) organizational dimension: organizational support, relationships between voluntary 

organizations and the community, infrastructure for volunteer programs, interpersonal 
relationships, training, organizational communication, services and activities, workload, 
selection of volunteers, management of human resources, stressors resulting from the 
practice of volunteering, autonomy and organizational monitoring; 

e) political dimension: relationship between volunteering institutions (Institutions) and 
government support (Government). 

The result of the word map of the focus group showed that a greater number of factors 
belonging to the organizational dimension were addressed, being followed by the individual 
and social dimensions, respectively. The family dimension showed little representativeness. 
The political dimension highlighted the two factors given to it in the systematic review phase 
as important. 

The interaction of word maps of the two phases of this research, systematic review and 
focus group, illustrates the comparison of the obtained data and explains the difference of 
approaches observed in these two moments. The result is detailed in Figure 4. 
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Figure 4. Relationship between search word maps. Source: Own elaboration 

When comparing the two word maps, the first inference to be understood is the 
difference in the approach of the factors in each phase. On the literature map, a small number 
of words have a noticeably larger size in relation to the others. This shows that the literature 
seems to present an analysis behavior centered on the approach of some specific subjects 
more frequently. In the focus group map, the attenuated difference in size between the words 
shows a possible more comprehensive questioning and a more balanced approach on the 
issues that can interfere in the retention of the volunteers. 

Another issue to be observed is whether the factors that stood out the most in each map 
coincide, according to the importance given to them. In this regard, we notice that, in contrast 
to the results of the focus group, the literature provides more space for factors related to 
individual characteristics, organizational incentives, recognition and social support. 
In contrast, the focus group addresses issues such as volunteer autonomy, the selection 
process and the feeling of an agent of social change that have an irrelevant approach in the 
literature. On the other hand, topics such as workload, training and infrastructure were 
present in an expressive way in the two word maps. 

Analyzing the word map resulting from the interaction of the systematic review vision 
map and the focal group vision map, there is an empowerment of individual and academic 
words, coinciding with the trend of the literature review map. Organizational monitoring, 
training and social recognition were also highlighted. The first two had a significant approach 
on the two maps individually, while social recognition was more expressive on the map of the 
systematic review. 
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The systematic review map provides individual issues with greater emphasis than other 
subjects, while the focus group map focuses more on the organizational context. However, 
when providing the condensation of these two results, the valuation of individual, 
organizational and social factors is observed in a more approximate way, reaching a systemic 
analysis of the factors that can influence the issue of retention, considering the maximum of 
contexts involved in the volunteering process. 

The results show that in some points there is convergence in the approach provided to 
certain subjects, but it is also observed that the approach of some subjects is more noticed 
either in the literature or in the practice experienced by the focus group. This data comparison 
shows that, although one factor was more expressively addressed in only one of the research 
phases, the sum of the results of the two phases brings its importance to the debate. And it 
justifies the systematic used by this study, in order to allow gathering factors present in 
different approaches, as long as their importance has been verified. 

Therefore, it is observed that the results obtained in the present study converge with 
what the literature recommends, regarding the spheres and the factors to be analyzed. 
Factors related to individual issues were significantly present in the two phases of the 
research, showing its importance for the discussion of the subject (Ferreira, 2012; Snyder and 
Omoto, 2008; Clary et al., 1998). The space occupied by the figure of the family structure and 
the relationships that involve this dimension, pointed out by Wilson (2000), was also observed. 

The social sphere, representing the community, also revealed its relevance in being 
addressed (Akintola and Chikoko, 2016; Snyder and Omoto, 2008). As well as the 
organizational factors, already mentioned by Ferreira (2012), which showed that issues related 
to the management of volunteer programs revealed a strong tendency in the individual's 
decision to remain as a volunteer. Therefore, it is essential to address these factors in research 
focused on retaining this workforce (Akintola and Chikoko, 2016; Snyder and Omoto, 2008; 
Wilson, 2000). 

STUDY LIMITATIONS 
In the context of the chosen methodology, considering that one of its phases consists of 

a systematic review of the literature, carried out through bibliographic research, the sources 
are limited to the consultation bases selected by the researcher, which may interfere in the 
quality of data and work developed. It is also worth noting the difficulty in generalizing the 
empirical results (Bunchaft and Gondim, 2004), since the second part of the investigation had 
as a source of data the development of a focus group with six participants. Even if composed 
of specialists in the area under discussion, the results may not represent common sense. 

CONCLUSION 
This article sought to contribute to the analysis of the approach of factors that may 

interfere in the retention of social volunteers in the health area, performed, at first, by the 
literature, and later by the focus group. The methodology was structured through visual 
explanation, based on the elaboration of word maps in order to facilitate the perception of 
the importance given to the factors related in each phase. 

The analysis of the word maps in the literature, the focus group and the relationship 
between them helped to understand, among the factors and dimensions addressed, which 
are more relevant to the debate of the subject at each moment. The word map in the literature 
showed a tendency to investigate more focused on issues of individual and social dimensions. 
The focus group word map also addressed factors of the individual, family, social and political 
dimensions, presenting an apparent harmony concerning the approach of the factors in a 
more systemic way. However, at the same time, it stated that, in practice, organizational issues 
can directly affect the volunteer's decision to remain in the volunteer programs and, perhaps, 
this is the reason for a greater approach to these factors. 

It was possible to conclude that there is a need to promote a balance in the attribution of 
importance to the factors that will be used when preparing the research form in order to 



Factors that influence the retention of social volunteers in the health area: a comparison between the literature and the perception of volunteers 

 

Brazilian Journal of Operations & Production Management, Vol. 17, No. 2, e2020918, 2020 12/14 

prepare a more comprehensive and systematic investigation, without any subject or 
dimension being left out. Despite the elaboration of the word map from the combination of 
the two maps, the literature and the focus group, the one that came closest to a more balanced 
structure configured the layout on the map of the focus group. 

Given that the study did not seek to exhaust all factors that may influence the retention 
of social volunteers in the health area and considering the heterogeneous characteristics 
presented by each volunteer program, even those belonging to different areas of the study, 
we suggest new investigations into the factors that show some importance to the volunteer's 
decision to remain linked to this type of activity. 
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