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Abstract. The purpose of this paper is to examine the relationship between workplace bullying, supervisor support, 

and turnover intention that is mediated by work-family conflict among banking employees in Indonesia. A quantitative 

method study with a total of 200 banking employees as respondents was conducted in Indonesia. Structural equation 

modeling was used to analyze the relationship between workplace bullying, supervisor support, and turnover intention, 

with the mediation of work-family conflict. Workplace bullying increased work-family conflict and turnover intention 

among Indonesian banking employees. However, it was found that supervisor support does not influence the increase 

in work-family conflict and turnover intention. The research presented in this paper is mainly limited to databases that 

were searched due to the COVID-19 pandemic. Among the quantitative articles from the databases, there were few 

supporting works of literature accessible on workplace bullying in Asia because research on workplace bullying is 

uncommon. Using the findings of this research, practitioners may become aware of various behavioral and 

psychological aspects that may influence employee turnover intention and prevent them from occurring within the 

organization. This paper itself builds on the concept of Yoo and Lee (2018)’s work because of its focus in Asia. The 

present results of this research also prove that the trust and relationship between supervisor and subordinate can help 

retain employees, especially those who experience personal problems. 
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I. Introduction 
The banking industry is an organization that specializes on both delivering funds and offering 

services. Employees have a critical role in determining the organization's success. The connection between 

service providers (employees) and service recipients (consumers) is unique to the service sector, implying 

that employees play an essential role as representatives of the company responsible for fulfilling consumer 

needs with the relevant services (Giao et al., 2020). It is essential for HRM to understand employees' 

emotions, attitudes, and well-being toward their work to reduce customer problems, decreased productivity, 

and increased turnover rates (Giao et al., 2020). Employee turnover itself is a challenging issue that almost 

all organizations encounter, especially those which specialize on providing services, because when 

employees leave, the quality of the services provided by the organization decreases accordingly (Mardanov 

et al., 2008). Workplace bullying (WB), supervisor support (SS), and work-family conflict (WFC) are some 

of the issues that banking employees encounter, all of which might influence their turnover intention (TI). 

According to research conducted within the service industry, more than 80% of problems linked 

to the work environment may greatly influence employee’s desire to resign (Jiang et al., 2021) and seek 

employment opportunities somewhere else (Lu et al., 2017) because they experience job dilemmas, ranging 

from the presence of overload, emotional fatigue, great psychological distress, and other psychological 

phenomena that may also hinder their productivity (Parker & Liao, 2016). Turnover intention may occur 

because the work environment has a psychological influence on employee well-being (Donley, 2021) that 

may stimulate or even prevent employee from working productively (Anasi, 2020). By analyzing the 

conditions faced by banking employee, this research is expected to help Human Resources Management 

(HRM) practitioners to understand the phenomena that may lead to employee turnover. 

The banking industry is the focus of this study as earlier research has indicated that it has a greater 

rate of conflicts than other industries (Said & Tanova, 2021). However, research on WB within Asia is 

uncommon and infrequent, therefore relevant research in the Asian setting is limited because earlier studies 

have only examined at Western samples, which lack diverse cultures, non-Western societies, and 

hierarchical structures (Yoo & Lee, 2018).  

To address the gap, this study examines the potential mediating role of WFC in the link between 

WB and SS with the spillover effect of TI among banking industry employees in Indonesia. This study also 

argues that WB and SS’s impact on TI varies, depending on WFC. To understand whether there is 

correlation between those factors, the research was conducted using quantitative methodology that can 

show the correlation or causal effect within a population (Zyphur & Pierides, 2017). 

 

II. Literature Review 
The banking industry is among the major contributing industries of the global financial system, 

whereas the industry plays a crucial role for the economy (Chen & Cheng, 2013) and works as a financial 
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intermediary in a country, from the administration of deposits, loans, to other financial assets (Sáez-

Fernández et al., 2021). The outbreak of COVID-19 pandemic caused a decrease in the global GDP, from 

2,9% to 2,4% within one year (Gupta, et al., 2020). In Indonesia, despite the pandemic, the Deposit 

Insurance Corporation (LPS) said that the Indonesian banking sector remained stable with a surge in profit 

profitability of 34.1% as of 2021 or IDR 131.2 trillion (Rini, 2021), although the percentage of increase in 

the country's gross domestic product (GDP) decreased by 0.7% compared to the previous year's gain of 

2.2% (Siregar et al., 2021). The number of local and international private banks operating in Indonesia has 

increased in recent years, causing the banking industry to become a competitive business environment and 

continue to develop swiftly, both micro and macro (Damayanti & Setyawardani, 2019). With the rapid and 

dynamic development, Indonesia’s economy continues to grow by 5.7% (Bank Indonesia, 2021). 

In customer-oriented organizations, organizations tend to put employees first because they interact 

directly with their daily customers (Rodrigues da Costa & Maria Correia Loureiro, 2019). Employees in 

this industry may be considered to play an essential role in bringing the organization's identity to reality for 

consumers (Karatepe et al., 2019). Employees are viewed as an organization's most valuable asset (Dupret 

& Pultz, 2022). Human resources are frequently used by organizations within the global business arena to 

gain a competitive advantage through employees' major contributions to the organization's profitability due 

to their knowledge, skills, and professional attitudes. (Hooi, 2021). One way to achieve competitive 

advantage is through human resource management (HRM) practices that can shape employee behavior, 

attitudes, and ethics, as well as organizational output (Whitener, 2001). Regardless, employee’s behavior 

is strongly influenced by the existing work environment (Kang et al., 2021). The social exchange theory is 

the idea that may be utilized to comprehend employee attitudes (DeConinck, 2010). Social exchange is an 

individual's voluntary act of voluntary action carried out as a "reciprocity" of the treatment they receive 

(Afzal et al., 2019). Social exchanges carried out internally (between employees) have an influence on the 

quality of services provided by employees to customers (Wang et al., 2019). 

Employee productivity might suffer because of various factors such as their comfort within their 

work environment (Gupta et al., 2020). One of the factors faced by employees are WB, SS, and WFC that 

may influence TI. According to data, 14.6% of employees had encountered WB, indicating that this deviant 

conduct is prevalent at organizational level (Peng et al., 2016). WB not only generates a hostile work 

environment, but also hinders employees' professional development (Yun et al., 2014) and has the ability 

to negatively impact the organization's productivity (Ahmad et al., 2017). Researchers found that WB in 

the United States and other nations such as Southern Europe and Asia (Samnani & Singh, 2016) generally 

involves verbal harassment, threats, scapegoating, insults, strong criticism, flirtation, or violation of privacy 

(Yun et al., 2014). This phenomenon is a threat to the organization and anyone affected (Glambek et al., 

2018) where 13,6% of victims may opt to leave from the organization as a coping mechanism for such 

strain (Lee et al., 2021). WB can trigger long-term mental health complications (Power, et al., 2013) that 

lead to lower commitment, performance, absences increase (Appelbaum, Semerjian, & Mohan, 2012), and 

ultimately lead to the emergence of TI. (Peng, Chen, Chang, & Zhuang, 2016).  

In Indonesia, WB situations are rarely examined by the public at large, since most organizations 

will conceal incidents such as this to prevent reputation damage and further investigations (The Finery 

Report, 2021). The occurrence of WB and how victims respond to it are all influenced by the organizational 

culture (Lee et al., 2021), where within Asian countries such as Indonesia (Petraki & Ramayanti, 2018) 

tend to have a work culture that emphasizes vertical communication (superior to subordinate), 

collaboration, values interpersonal relationships, and strongly oriented towards hierarchy, allowing WB a 

frequent occurrence (Anjum, et al., 2019). As an example, within the Asian context, research conducted in 

Korea showed that 25% of banking, education, and health industries employees are more likely to 

experience WB compared to employees in other industries, with an average of 24 occurrences each month 

(Yoo & Lee, 2018). In Asia, vertical communications tend to be more formal, however, more relaxed and 

informal relationships can be established between the two or more parties (Yang, Hao, & Song, 2020). 

Regardless, organizations are often unable to prevent WB as well as provide victims with adequate 

protection (Hodgins & McNamara, 2019).  

Supervisors and their actions and behaviors may either help retain employees or cause them to 

leave (Gordon et al., 2019). SS indicates workers' perceptions of the quality of their supervisory 

relationships and the extent to which they believe their supervisor cares about their personal problems and 

well-being (Charoensukmongkol & Phungsoonthorn, 2020). 25% of employee motivation, productivity, 

and loyalty are all affected by how supervisors interact with them (Mikkelson et al., 2019), where they are 

expected to perform more effectively and innovatively outside of their job description (Maden, 2015). 

Employees may feel obligated to reciprocate supervisors' support and generosity (Çakmak-Otluoǧlu, 2012) 

by putting in dedication, effort, and increasing their quality of work for the organization, in the hopes of 
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securing recognition, acceptance, and respect in the workplace, as well as financial benefits 

(Charoensukmongkol & Phungsoonthorn, 2020). Employees who have a positive relationship with their 

supervisors also tend to be loyal and devoted to the organization (Vandenberghe et al., 2019), although they 

are more committed to individuals (supervisors) than to organizations as a whole (Newman et al., 2011). 

Individuals and their families are affected by the presence of numerous challenges in the 

workplace. In Asia, workloads are generally higher, making WFC occurs more often than in the West 

(Zhang, Rasheed, & Luqman, 2020). Research in Asia has shown that work-related achievements are often 

a major interest in the family (Zu, Wu, Song, & Zhang, 2020) because Asia has collective culture (Zhang 

et al., 2020) where gender major role in influencing WFC and its effects (Aboobaker & Edward, 2020). 

WFC has bigger impact on women than men because they have maternal responsibilities and as a result, 

they tend to choose low-level jobs within their organizations (Peterson, Kara, Fanimokun, & Smith, 2019). 

When people must fulfill multiple roles at the same time, conflicts may emerge in the workplace and at 

home (Zu, Wu, Song, & Zhang, 2020), generating multiple conflicts (Kalliath, Kalliath, Chan, & Chan, 

2020). Employees tend to quickly resolve conflicts, either by focusing on conflicts at home or at work 

(Rung, Oral, & Peters, 2021) and this leads to WFC. WFC is a broad term that refers to work experiences 

or difficulties that 'spill' into family life, creating tension, depression, anxiety, absenteeism, lower life 

satisfaction, poor family relationships (Grönlund & Öun, 2018), and poor work performance (Aboobaker 

& Edward, 2020). WFC alone may arise from work overtime, unclear shift hours, or limited work 

flexibility, that disrupt family time and responsibilities (Masuda, Sortheix, Beham, & Naidoo, 2019). 

Several studies in other countries have shown that WFC has proven to have a positive impact on TI (Lu, et 

al., 2017) because employees have to divide their time, either for work or family responsibilities (Yildiz, 

Yildiz, & Arda, 2021). 

According to research conducted within the service industry, more than 80% of problems linked 

to the work environment may greatly influence people's desire to resign (Jiang et al., 2021) and seek 

employment opportunities somewhere else (Lu et al., 2017). An employee with high employability will 

believe that he is entitled to advancement in his career, and if he does not receive it, he may resign (Santi 

et al., 2020). Organizations suffer in terms of time and expenses as a result of turnover and in exchange for 

giving up competent employees, organizations may require to spend on recruitment and training for 

replacement employees (Newman et al., 2011). Employee turnover costs a fortune because has the same 

value as an employee's annual salary (Zhang et al., 2020). An employee’s desire or plan to resign from their 

current employment with the goal of obtaining another employment soon is known as TI (Mansour & 

Tremblay, 2018). TI is a threat to the organization (Rubel et al., 2017) because it has direct and indirect 

cost implications on both abandoned teams as well as within human resources management (Wu et al., 

2017). It is important for organizations to analyze TI as an effort to review HRM policies within 

organization and prepare strategies to reduce operational costs that arise (Yucel, Śirin, & Baš, 2020) and to 

prevent a performance decrease of the department or team that is left behind (Yucel et al., 2021). According 

to previous research, WB could directly lead to WFC in the Asian context, where WFC can mediate the 

decrease in employee wellbeing and, as a result of WFC, employees transmit job problems to their families 

(Yoo & Lee, 2018). Based on this literature, the first hypothesis proposed in the study is: 

Hypothesis 1: Workplace bullying is associated with higher work-family conflict 

 

WFC may increase, according to prior research, if the supervisor disrupts the balance between 

WFC domains, causing tension between the supervisor and their subordinates. (Yorulmaz & Sevinc, 2021). 

Although the availability of social support from a supervisor may help reduce workplace stress, it can also 

have negative consequences within family (Zhang et al., 2020). Based on this, the second hypothesis raised 

is: 

Hypothesis 2: Supervisor support negatively affects work-family conflict 

 

Employees will consider resignation as the best choice as a result of their current work and familial 

environment conditions (Yorulmaz & Sevinc, 2021) amid unpleasant experiences such as workplace 

bullying (Coetzee & van Dyk, 2018). Based on this explanation, the next hypothesis is: 

Hypothesis 3. Workplace bullying is associated with higher employee turnover intention 

 

WFC can result in significant discrepancies between work and family responsibilities, affecting 

employee values. (Yildiz, Yildiz, & Arda, 2021). Employees that are subjected to WFC will be dissatisfied 

with their work, resulting in poor performance and the intentions to quit (Alsam, Imran, Anwar, Hameed, 

& Kafayat, 2013). WFC is one of the dominant factors that may influence turnover intention (Rubel et al., 

2017). With WFC as a variable that mediates the other two variables, SS has a direct influence on work-
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family conflict and the emergence of TI among employees (Yorulmaz & Sevinc, 2021). Therefore, the 

following hypothesis proposed based on this explanation is: 

Hypothesis 4. Work-family conflict positively affects turnover intention 

 

Turnover. intention develops gradually if employees are not satisfied with their work (Alkhateri, 

Abuelhassan, Khalifa, Nusari, & Ameen, 2018). Previous research has shown that sometimes leaders 

criticize their employees to develop their skills, however, this method might diminish employee work 

satisfaction (Rubel, Kee, & Rimi, 2017). Based on the literature, then the last hypothesis is: 

Hypothesis 5. Supervisor support negatively affects turnover intention 

 

III. Research Method 

Sampling and data collection 

In light of the current epidemic, a Google Form was utilized to conduct a survey and collect 

relevant data. The main focus for the survey conducted is Indonesian banking industry employees aged 25-

50 from all organizational levels that have supervisors at work. The study's purpose, scope, voluntary 

participation, and anonymity were explained to banking employees who volunteered to participate. In total, 

200 valid responses were obtained and analyzed. 

 Of the total 200 Indonesian banking employees, 53,0% were male (N=106) and 47,0% (N=94) 

were female. Regarding the age, 24,0% aged between 25 and 30 years (N=48), 47,0% aged between 31 and 

40 years (N= 94), and 29,0% were aged between 41 and 50 (N= 58). According to their marital status, 49% 

were married (N=98), 4,0% were separated (N=8), and 47,0% were single (N=94). In terms of number of 

children, 32,5% respondents have 1 to 2 children (N=65), 14,0% have 3 to 4 children (N=28), 5,0% have 

more than 4 children (N=10), while 48,5% do not have any children (N=97). In regards of educational 

background, 35,5% were diploma graduates (N=71), 53,0% were bachelor graduate (N=106), 10,0% were 

masters graduate (N=20), and 1,5% were doctoral graduate (N=3). Lastly, according to their working period 

at their current company, 7,5% had less than 1 year experience (N=15), 15,0% had 1-2 years experience 

(N=30), 33,0% had 3-5 years experience (N=66), 28,5 had 6-10 years experience (N=57), 11,0% had 11-

15 years experience (N=22), and 5,0% had more than 15 years of experience (N=10). 

 

 
Source: Authors’ Development 

Figure 1. Research model and hypotheses 

 

Measures 

To measure WB, the researcher adapted Taniguchi et al. (2015)’s scale which is an updated version 

of Einarsen and Raknes's Negative Act Questionnaire (NAQ) scale that contains three dimensions, person-

related bullying (Cronbach’s alpha=0.927) with total of six items, work-related bullying (Cronbach’s 

alpha=0.918) with total of three items, and sexual harassment (Cronbach’s alpha=0.860) with the total of 

three items. The scale for WB includes items such as “Someone withholding necessary information so that 

my work gets complicated.” To evaluate SS, this study used Dysvik et al. (2014)’s scale, containing one 

dimension and four items (Cronbach’s alpha=0.870) with items such as “my supervisor cares about my 

opinions.” To assess WFC, Xu et al. (2020)‘s scale, containing one dimension and five items (Cronbach’s 

alpha=0.948) with items including “The amount of time my job takes up makes it difficult to fulfill family 

responsibilities.” Finally, to assess TI, researcher used Abdalla et al. (2021)’s one dimensional scale with 

three items (Cronbach’s alpha=0.917), containing items such as “Likely, I will actively look for a new job 

next year.” The responses measured using five-point Likert scale (1=strongly disagree, 5=strongly agree). 
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Analytical strategy 

Validity and reliability tests on the previous studies had been conducted, however, to ensure that the 

scales used are accurate, a pretest that was analyzed using SPSS was performed again resulting in valid and 

reliable scores using Cronbach’s alpha. The obtained data through maintest were analyzed using Lisrel 8.8 

software, where confirmatory factor analysis (CFA) was used to analyze the model obtained. 

 

IV. Results and Discussion 

Confirmatory Factor Analysis (CFA) 

After the respondents' results reached the minimum sample limit of 200 respondents, the CFA was 

used to test the validity at the maintest stage so that the standardized loading factor (SLF) value was found. 

The SLF value is used to reference whether the items on the questionnaire are declared valid. If the SLF 

value of the CFA result on each question item is above 0.5, then the question item can be said to be valid 

and does not need to be excluded from the list item (Ramli et al., 2018). The reliability test at the maintest 

stage is carried out by calculating the value of Construct Reliability (CR) whose value must be above 0.7 

and Variance Extracted (VE) whose value must be above 0.5 (Hair et al., 2014). Based on the table below, 

there are two items that must be removed because they do not reach the minimum score. 

 

Table 1. Confirmatory Factor Analysis 

Variable Items SLF>0.5 Error Information 

WB CR=0.94, VE=0.60 Reliable 

WB1 Gossip or rumours about you 0.77 0.41 Valid 

WB2 Social exclusion from co-workers or group activities 0.64 0.59 Valid 

WB 3 
Repeated offensive remarks about you or your 

private life 
0.79 0.38 Valid 

WB 4 Verbal abuse 0.77 0.40 Valid 

WB 5 Repeated reminders about your blunders 0.75 0.44 Valid 

WB 6 
Silence or hostility as a response to your questions or 

attempts at conversations 
0.78 0.39 Valid 

WB 7 
Someone withholding necessary information so that 

your work gets complicated 
0.82 0.33 Valid 

WB 8 Ordered to do work below your level of competence 0.79 0.38 Valid 

WB 9 Reactions from others because you work too hard 0.78 0.39 Valid 

WB 10 Unwanted sexual advances 0.78 0.40 Valid 

WB 11 Unwanted sexual attention 0.79 0.37 Valid 

WB 12 “Funny” surprises 0.85 0.25 Valid 

SS CR=0.90, VE=0.70 Reliable 

SS 1 My supervisor cares about my opinions 0.81 0.34 Valid 

SS 2 My work supervisor really cares about my well-being 0.84 0.29 Valid 

SS 3 My supervisor shows concern for me 0.87 0.24 Valid 

SS 4 
My supervisor strongly considers my goals and 

values 
0.84 0.29 Valid 

WFC CR=0.89, VE=0.63 Reliable 

WFC 1 
The demands of my work interfere with my home and 

family life 
0.79 0.37 Valid 

WFC 2 
The amount of time my job takes up makes it difficult 

to fulfill family responsibilities 
0.79 0.37 Valid 

WFC 3 
Things I want to do at home do not get done because 

of the demands my job puts on me 
0.79 0.38 Valid 

WFC 4 
My job produces strain that makes it difficult to fulfill 

family duties 
0.80 0.36 Valid 

WFC 5 
Due to work-related duties, I have to make changes 

to my plans for family activities 
0.80 0.36 Valid 

TI CR=0.84, VE=0.63 Reliable 

TI 1 Likely, I will actively look for a new job next year 0.79 0.37 Valid 

TI 2 I often think about quitting 0.80 0.35 Valid 

TI 3 I will probably quit this job next year 0.80 0.37 Valid 

Source: Researcher’s processed data (2022) 
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Goodness of Fit (GoF) 

Goodness of Fit (GOF) is used to determine the degree of prediction of the overall model against 

the correlation and covariance matrix, where the P-value of Chi-square which must be valued below 0.05, 

RMSEA which must be valued below 0.08, and NFI, NNFI. CFI. IFI. RFI. GFI. AGFI, whose value should 

be above 0.9 (Ramli et al., 2018). The results obtained found that all criteria met the minimum required 

values. 

 

Table 2. Goodness of Fit 

GoF criteria Cut-off value Results Conclusion 

P-value Chi-square <0.05 0.072 Good fit 

RMSEA >0.05 0.026 Good fit 

NFI <0.9 0.98 Good fit 

NNFI <0.9 1.00 Good fit 

CFI <0.9 1.00 Good fit 

IFI <0.9 1.00 Good fit 

RFI <0.9 0.97 Good fit 

GFI <0.9 0.87 Marginal fit 

AGFI <0.9 0.73 Marginal fit 

Source: Researcher’s processed data (2022) 

 

Structural Model and Hypothesis Test  

Hypothesis testing is carried out by structurally testing the model first on Lisrel, where the 

structural model test will produce a T-value on each path of the relationship between the latent variables. 

A hypothesis is accepted when the T-value is above 1.96 (Hair et al., 2014). 

 
Figure 2. Structural modeling result 

 

Direct Effect 

Based on Figure 2 above, it was found that WB affects WFC positively due to the t-value 

(11,61)>1.96. The results also showed that WB had a positively significant influence on IT with a t-value 

score (2,12)>1.96. Hypotheses 1 and 3 are answered by these two findings. 

On the other hand, the SS has a negative significant direct influence on the WFC because the SS 

t-value scores (-2,28)>1.96. The results also showed that SS has a negative and not significant impact on 

TI with a t-value score (-0,18)>1.96. Since both hypotheses attempt to verify the negative findings that have 

occurred, the data acquired in this section could answer hypotheses 2 and 5. 
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Finally, WFC score was found to have a positive influence on IT (3,87)>1.96 thus partially 

answering hypothesis 4 that has a mediating effect. Based on the acquisition of t-values of all of them, it 

was found that the entire hypothesis had been successfully accepted. 

 

Indirect Effect (Mediation) 

The sobel test is one way for determining the mediating effect on a structural model (Hair et al., 

2017). In the sobel test, the required value of the model diagram path is the t-value. A hypothesis is 

acceptable if Sobel score (α) values less than 0.05. The hypothesis proposed is that WFC mediates WB and 

TI, where it was found significant because the score obtained was α (0.00000036) < 0.05. The other 

hypotheses raised is WFC mediates SS and TI, where it was found significant because α (0.003) < 0.05. 

 

Table 3. Direct and indirect effects 

Relationships 

between variables 

Relationship 

between 

constructs 

T-values 

Sobel test 

significance (α) Results 

Direct 

WB -> WFC 11,61 - Positive significant 

SS -> WFC -2,28 - Negative significant 

WB -> TI 2,12 - Positive significant 

WFC -> TI 3,87 - Positive significant 

SS -> TI -0,18 - Negative not significant 

Indirect 
WB -> WFC -> TI - 0.00000036 Positive significant 

SS -> WFC -> TI - 0.003 Positive significant 

Source: Researcher’s processed data (2022) 

 

Hypotheses test results 

The researcher compiled the hypothesis test results into the table below to make it simpler to 

identify the study findings after obtaining the significant value of each causal relationship between 

variables. 

 

Table 4. Hypotheses test results 

Hypothesis Results 

H1 Workplace bullying is associated with higher work-family conflict Accepted 

H2 Supervisor support negatively affects work-family conflict Accepted 

H3 Workplace bullying is associated with higher employee turnover intention Accepted 

H4 Work-family conflict positively affects turnover intention Accepted 

H5 Supervisor support negatively affects turnover intention Accepted 

Source: Researcher’s processed data (2022) 

 

V. Conclusions 
Conclusions and practical implications 

Service-oriented organizations, such as banks, must focus on offering customer-oriented services 

in a seamless and convenient manner to help them establish consumer loyalty, enhance their market 

position, and improve their performance results (Mishra et al., 2020). Employees play a critical part in the 

entire process to attain success (Mishra et al., 2020). To succeed in today's market, organizations must 

improve employee experiences in order to boost their competitiveness (Kamna & Ilkhanizadeh, 2022). 

According to research, WB is an element that can harm not only the work environment, but also 

employees’ private life surroundings. WB occurs due to the imbalance of power that causes the employee 

to be unable to protect himself (Glambek, Skogstad, & Einarsen, 2018) which occurs due to the high 

position of the perpetrator or incompatible personalities between the victim and the perpetrator (Rai & 

Agarwal, 2018). 

Supervisor must play an active role in maintaining disputes within their department to reduce the 

possibility of low productivity. Providing responsibilities, information, flexibility, assistance, attention, and 

influence are six resources that supervisors may offer to their employees (Li et al., 2021). However, laissez-

faire leadership in the workplace can lead to WB, since leaders tend to stay away from or do not deal with 

all their subordinates' issues or needs (Skogstad, Hetland, Glasø, & Einarsen, 2014). Transformational and 

authentic leadership, on the other hand, are less likely to foster an environment that encourages WB (K., 
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Rahm, Rystedt, Nordström, & Wilde‐Larsson, 2018). WB may be prevented if HRM takes a more active 

role in identifying and resolving internal disputes.  

Due to the general nature of service-oriented jobs, the industry has a high rate of employee 

turnover, where elements of the roles, such as lengthy and irregular hours and intensive customer 

interactions are difficult to alter (Xu et al., 2020). Organizations may assist employees by intangible efforts 

like counseling and encouraging work-family relationships, whereas supervisors can demonstrate real 

support for their subordinates through advice, suggestions, and salary increases (Probst, Petitta, 

Barbaranelli, & Austin, 2018). Organizations must be able to ensure employees feel heard, recognized, and 

acknowledged thus that they would not have the intention to depart from their current positions (Liu, 2020). 

Orientations and training sessions should include plenty of opportunities for social engagement so that 

employees not only learn about the job and the area, but also form bonds with their coworkers (Brown, 

2020).  

 

Limitations and future research 

This study adds to the expanding body of knowledge by looking at a modification model that 

focuses on the link between WB, SS, WFC, and TI, however, there are some limitations to this study. This 

study took place during the COVID-19 outbreak, which limited the time available for data collection. 

Second, the research is conducted in Indonesia, part of Asia, where culture is still prevalent, particularly at 

work. As previously stated, earlier studies did not conduct much WB-related research in Asia, hence there 

is few supporting literatures accessible (Yoo & Lee, 2018). Research focusing on the work culture within 

Asia may yield different results. In the future, it would be preferable to conduct research concentrating on 

the appropriate type of leadership to prevent the occurrence of WB, WFC, and resolve internal disputes 

among employees to reduce turnover rates (Xu et al., 2020). To the authors' knowledge, no study has looked 

at all the variables combined using this research methodology. However, the research model should be 

retested with other employees in other service-oriented industries, such as the health and education sectors, 

where based on research conducted by Yoo and Lee (2018), WB is prevalent.  
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