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ABSTRACT 

The purpose of this study is to investigate the potential influence of servant 
leadership on the intention of high performing workers in Malaysia in the retail 
industry to leave their work. Existing literatures indicate that there is a lack of 
research on the effect of leadership style on the intention to leave among high 
performers in this industry. Servant leadership is proposed as a direct predictor of 
high performers’ intention to leave while organizational citizenship behaviour is 
proposed as a mediator of this relationship. The possible moderating effect of caring 
ethical climate on the relationship between servant leadership and organizational 
citizenship behaviour is also examined. Purposive non-probability sampling is used 
to collect the data in this study. Data from 131 high performing employees from the 
Malaysian retail industry were collected. Multivariate analysis with Partial Least 
Square Structural Equation Modeling (PLS-SEM) found support for four hypotheses 
including the support for organizational citizenship behaviour as a mediator for the 
relationship between servant leadership and high performers’ intention to leave. But 
there was no evidence to indicate that caring ethical climate moderated the 
relationship between servant leadership and organizational citizenship behaviour. 
From a practical standpoint, this study provides additional knowledge in the area of 
employee turnover which will enable HR practitioners to have a better understanding 
on how to reduce the intention to leave among high performers in the retail industry 
and ultimately reduce the rate of turnover among this group of employees in this 
industry. Whilst at the same time, this study also contributes to the existing number 
of valuable researches that provide the much-needed knowledge in understanding the 
employee turnover phenomenon. 

 

Keywords: Servant leadership, organizational citizenship behaviour, caring ethical 
climate, intention to leave, high performers 
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ABSTRAK 

Tujuan kajian ini adalah untuk menyelidik potensi pengaruh kepemimpinan servant 
terhadap niat kakitangan berprestasi tinggi di Malaysia dalam industri runcit untuk 
meninggalkan pekerjaan mereka. Kajian literatur sedia ada menunjukkan bahawa 
terdapat kekurangan kajian mengenai kesan gaya kepimpinan ke atas niat untuk 
berhenti dalam kalangan kakitangan berprestasi tinggi dalam industri ini. 
Kepemimpinan servant dicadangkan sebagai peramal langsung niat untuk berhenti 
dalam kalangan kakitangan berprestasi tinggi sementara tingkah laku 
kewarganegaraan organisasi dicadangkan sebagai pengantara untuk perhubungan ini. 
Kemungkinan kesan penyederhanaan daripada iklim etika keprihatinan kepada 
perhubungan di antara kepimpinan servant dan tingkah laku kewarganegaraan 
organisasi juga dikaji. Persampelan tujuan tidak kebarangkalian digunakan untuk 
mengumpul data dalam kajian ini. Data daripada 131 kakitangan berprestasi tinggi 
dari industri runcit di Malaysia telah dikumpulkan. Analisis multivariat dengan 
Pemodelan Persamaan Kuasa Dua Terkecil Separa Berstruktur (PLS-SEM) didapati 
menyokong empat hipotesis termasuk sokongan terhadap tingkah laku 
kewarganegaraan organisasi sebagai faktor pengantara dalam perhubungan di antara 
kepimpinan servant dan niat untuk berhenti dalam kalangan kakitangan berprestasi 
tinggi. Namun, tiada bukti menunjukkan bahawa iklim etika keprihatinan 
menyederhanakan hubungan di antara kepimpinan servant dan tingkah laku 
kewarganegaraan organisasi. Dari sudut praktiknya, kajian ini memberikan 
pengetahuan tambahan tentang pusing ganti kakitangan yang akan membolehkan 
pengamal sumber manusia lebih faham cara untuk mengurangkan niat untuk berhenti 
dalam kalangan kakitangan berprestasi tinggi industri runcit dan akhirnya 
mengurangkan kadar pusing ganti di kalangan kumpulan kakitangan ini dalam 
industri ini. Pada masa yang sama, kajian ini juga memberi sumbangan yang bernilai 
kepada penyelidikan sedia ada, seterusnya menyediakan pengetahuan yang amat 
diperlukan dalam memahami fenomena pusing ganti kakitangan. 

 

Kata kunci:  Kepimpinan servant, tingah laku kewarganegaraan organisasi, iklim 
etika keprihatinan, niat untuk berhenti, kakitangan yang berprestasi tinggi. 
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CHAPTER 1 

INTRODUCTION  

 

1.1 Background of Study 

In today’s highly competitive business world, for an organization to remain relevant 

and successful, it needs to focus on developing core competencies and create 

competitive advantage leveraging on their employees’ skill-sets and knowledge. 

Most importantly, organizations need to recognize the contribution of high 

performing employees that help the organizations to achieve their corporate goals. 

According to Ramlal (2004), and Kashyap and Rangnekar (2016), high performing 

employees are the backbone to organization’s success. Hence, to maintain high 

performance, organizations need to identify high performers and employ strategies to 

retain these talents.  

 

However, organizations will not be able to devise strategies to retain their talents 

without addressing the opposite pole of retention which is employee turnover 

(Chang, Wang, & Huang, 2013; Smith & Macko, 2014; Cho, Rutherford, Friend, 

Hamwi & Park, 2017). Therefore, it is essential for managers to focus on reducing 

the level of intention to leave among high performers to minimize the rate of 

employee turnover among this group of employees in order to maintain and to 

improve the performance of organizations. Sun & Wang (2017) provided empirical 

evidence that higher level of intention to leave leads to higher actual turnover rate 

which emphasise the importance of reducing the level of intention to leave as this is 

the final stage in the decision making of employees before they make the final step in 

the employee turnover process which is leaving the organization.
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Grotto, Hyland, Caputo and Semedo (2017) found that the cost of employee turnover 

is high for organizations. Various studies on employee turnover phenomenon 

provided support to this conclusion as their findings indicated that employee turnover 

had negative impact on organization’s performance such as the loss of intangible 

knowledge and skills (Nyberg & Ployhart, 2013), operational effectiveness decreases 

(Ton & Huckman, 2008) and customer service and quality suffer (Hancock, Allen, 

Bosco, McDaniel & Pierce, 2011). But it must be noted that turnover of certain group 

of employees affect an organization at a greater cost. Call, Nyberg and Polyhart 

(2015) suggested that the turnover of high performing employees cost as much as 

45% more to an organization compared to the turnover of mediocre or average 

employees. In this context, high performing employee is defined as employee that is 

consistently perform well and is critical to the success of the organization. Further, in 

a worst-case scenario, when these critical employees leave the organization and join 

a competitor, it will increase the competitor’s core competencies and affect the 

former organization’s performance and market share (Kashyap & Rangnekar, 2016). 

As such, organizations need to focus on reducing intention to leave among their high 

performing employees to maintain and to increase their overall performance and also 

their market share. 

 

As the cost of employee turnover is high, organizations are determined to find the 

environment factors that affect the level of intention to leave among employees. 

Various factors were discovered and one the most important variable is the 

managers’ leadership style. Current existing studies provided empirical evidences 

that when leaders behave in supportive, responsive and inspiring ways, they are more 

likely to engage their employees, increase their job satisfaction and reduce intention 
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to leave (Lim, Loo & Lee, 2017; Siew, 2017). Servant leadership which emphasises 

on putting the subordinates first and ensuring the professional growth of subordinates 

fits the requirements of an effective leadership style that reduces the intention to 

leave among employees. Multiple findings support this conclusion as studies 

conducted by Brohi, Jantan, Qureshi, Jaffar, Ali, Hamid (2018), DeConinck, Moss, 

and Deconinck, (2018), and Achen, Dodd, Lumpkin and Plunkett (2019) showed that 

servant leadership had a negative relationship with intention to leave among 

employees.  

 

Servant leadership is defined as leadership approach by which leaders set aside their 

self-interest and altruistically work for the benefit of their followers, and enhancing 

the well-being of the communities in which they operate (Eva, Robin, Sendjaya, van 

Dierendonck & Liden, 2019; Parris & Peachey 2013). Servant leaders invest in the 

development of their followers by acting as role models who provide support, 

involve followers in decision-making, ensure the growth of subordinates, display 

appropriate ethical behavior, and stress the importance of serving the wider 

community in which they are embedded (Spear, 1998; Jaramillo, Grisaffe, Chonko 

and Robert, 2009a). Therefore, the presence of servant leaders will increase the 

employees’ job satisfaction and decrease intention to leave (Parris & Peachey, 2013). 

 

Organizational citizenship behavior (OCB) which is an employee’s extra-role 

behavior and beyond the formal requirement behavior had shown that it has strong 

relationship with employees’ intention to leave and servant leadership. Hunter, 

Neubert, Perry, Witt, Penney and Weinberger (2013), and Nandedkar and Brown 

(2017), found that OCB was negatively related to intention to leave as when the level 
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of OCB engagement is high in the workplace, the intention to leave among 

employees is lower. Meanwhile, servant leadership was found to be an influential 

antecedent of OCB. Bobbio, Van Dierendonck and Manganelli (2012), and Newman, 

Schwarz, Cooper, and Sendjaya (2015) provided empirical support that servant 

leadership enhanced the level of OCB in the workplace. Based on the above findings, 

it is a valid argument that OCB may play a mediating role in the relationship between 

servant leadership and employees’ intention to leave.     

 

Ethical climate is one of the work climates that is predominate in the working 

environment. According to the definition by Victor and Cullen (1988), ethical 

climate is the prevailing perceptions of typical organizational practises and 

procedures that have ethical contents. Meanwhile, Martin and Cullen (2006) 

discovered that caring ethical climate is the most preferred climate among the 

workforce to work in. Schwepker, Jr. and Schultz (2015) found the link between 

caring ethical climate and servant leadership as their study showed that caring ethical 

climate moderated the relationship between servant leadership and salesperson’s 

value enhancing sales performance in which high level perception of caring ethical 

climate increased the positive relationship between these two variables. In a more 

recent development, Wei (2018), and Younis and Elsaid (2019) found that caring 

ethical climate is positively related to the citizenship behaviors which indicated that 

in a working environment where the prevailing climate is caring ethical climate, 

employees increase their level of OCB engagement. As such, it is expected that 

caring ethical climate will strengthen the positive relationship between servant 

leadership and OCB.     
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Retail industry is one of the main contributors to the Malaysia’s gross domestic 

product (GDP) and thus, providing employment opportunities for its citizenship. 

According to the Department of Statistics Malaysia (2019c), the wholesale and retail 

trade reported a total revenue of RM1,321.7 billion in 2018 as compared to RM893.2 

billion in 2013 with an annual growth rate of 8.2 %. This indicated that retail 

industry is important to the Malaysia economy. Further, retail industry is not only of 

the main industries in driving domestic consumption in Malaysia but it also plays a 

vital role in inflow of foreign currency into Malaysia. This is due to the fact that 

retail industry is one of the main pillars in the tourism industry. According to 

Tourism Malaysia (2019), shopping was the main component of the tourism product 

as it contributed 33.4% (which was RM 28.1 billion) of the total revenue generated 

by the tourism industry. The retail industry’s performance for the past few years 

reinforced the argument that this economic sector is important to the Malaysian 

economic well-being. Another important indicator of the importance of retail 

industry to Malaysian economy well-being is that total workforce in this sector in 

2013 was 988,741 persons which showed that this economic sector gave vast 

opportunity for Malaysians to find employment (Department of Statistics Malaysia, 

2019b). This is the most current data available as the next census will be in 2019.  

This reinforced the argument that retail industry plays an important role in Malaysia 

society and in driving Malaysian economy. 

 

Yet one of the most pressing problem that is faced by this industry which is the high 

employee turnover that impeded the growth of this industry was not been given the 

due attention (Nair, Salleh & Nair, 2014). According to Nair, Salleh and Nair (2014), 

the rate of employee turnover was as high as 14 % in the retail industry in 2012. 
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Meanwhile, according to Hashim and Nor (2018), the retail industry in 2016 reported 

an average yearly employee turnover rate of 13% which showed that the rate of 

employee turnover remained consistently high throughout the years in this industry. 

This phenomenon affected the retailing organizations as both tangible and intangible 

cost associated with employee turnover is high (Grotto et al., 2017). 

 

1.1.1 An Overview of Retail Industry in Malaysia 

Retailing is one of the most important industries in Malaysia from the perspective of 

both social and economic. From the social perspective, spending leisure time at the 

shopping mall is one of the favorite activities among families and friends. Every 

weekend and public holiday, the shopping malls around Malaysia were full of 

families and groups of friend spending time together. This has become an important 

part of life among the Malaysians of all walks of life. 

   

According to Said (1989), in the 70’s, manufacturing replaced wholesale and retail as 

the second largest contributor to Malaysia’s GDP which was led by the agricultural 

industry. In the mid of the 80’s, wholesale and retail industry maintained its position 

of third highest contributor with a 12.7% (valued at RM 7,551 million) contribution 

to the Malaysia’s GDP. By the 2012, whole sale and the retail industry was the 

second highest contributor of Malaysia GDP with a 14.41% (valued at RM 102,864 

million), contribution to the GDP. Recently, Department of Statistics of Malaysia 

(2019c) released the latest data on the performance of distributive trade sector for 

Year 2018, highlighted that wholesale and retail trade’s total generated revenue was 

RM 1,321.7 billion as compared to RM893.2 billion in 2013 with an annual growth 
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rate of 8.2 per cent. This reinforced the argument that retail industry is one of the 

main drivers of Malaysian economic well-being.  

 

According to Terano, Yahya, Mohamed and Saimin (2014), the current retail 

landscape had shifted from the wet market and traditional grocery shop to modern 

retail formats. Shopping complexes with modern retail formats became the main 

choice of shopping for the local population especially in major towns and cities that 

are found in West Malaysia states such as Selangor, Kuala Lumpur, Penang, Perak 

and Johore. But in rural areas and small town, the traditional grocery shop maintains 

its dominance as there is a lack of expansion of modern retailing concept in these 

areas. 

 

Current modern retail formats can be grouped into different categories based on their 

characteristics (Levy & Weitz, 2012; Terano et al., 2014). Hypermarket is the largest 

retail format with a buildup between 100,00 and 300,000 square feet. Its main 

characteristic is that it is a self-service retail store and its merchandises consist of 

both food products which form 60-70 % of the total offered products and general 

merchandise. Another important feature of this retail format is that it offers in-house 

brands which mostly focus on food and household products and are sold at a lower 

price compared to other brands. Well-known brand in this category are Tesco, Giant, 

Aeon, and Mydin (Malaysia Retailers Association, 2016). Another large retail format 

is supermarket which is a self-sustaining retail store with a minimum buildup of 

20,000 square feet. This retail format offers mainly food products and smaller range 

of health and beauty aids as well as general products. Examples are Aeon 

Supermarket, Jaya Grocer and SAM’s Groceria. Department store forms the last of 
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retail formats which are large in size. This retail format is different from others as it 

offers broad variety of products (usually does not carry food products) and full 

customers’ services. Department store’s design is based on creating distinct 

department that display variety of merchandises. Examples are Aeon, Parkson, and 

Metrojaya (Malaysia Retailers Association, 2016). 

 

Smaller scale modern retail formats are convenience store and specialty store. 

Convenience store is characterized by its operational hours which is a 24 hours’ retail 

store and its small buildup which usually not more than 5,000 square feet. It is a 

standalone store and is located in housing and business areas. The merchandise is 

very limited with the focus on food and beverage products, toiletries and other fast-

moving consumer products with higher pricing strategy (Levy & Weitz, 2012; 

Terano et al., 2014). The most well-known brand of this format is 7-Eleven Store 

which monopolized the local market and be found in every towns and cities while 

other similar format retails are more localized brand such as KK Supermart. 

Specialty store is characterized by its merchandises which focuses on limited number 

of complementary merchandise categories and its customer services which is known 

for its high degree of personalized services. Examples are Guardian Pharmacy, MPH 

Bookstores, SENQ, and Body Shop (Malaysia Retailers Association, 2016). Table 

1.1 summarized the various modern retail formats that exist in the local retail 

industry. 
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Table 1.1 Characteristics of Modern Retail Formats 
Format Definition 
Hypermarket This is a large self-service retail store with a buildup of 100,000 

to 300,000 square feet with products range of a combination of 
food (60 – 70 %) and general merchandise (40 – 30%). 
Examples are Tesco, Giant, Aeon Big and Mydin 

Supermarket This is a large self-sustaining retail store with a buildup of a 
minimum 20,000 square feet which offers groceries, meat and 
produce as well as health and beauty aids and general 
merchandise. Examples are Aeon Supermarket, Jaya Grocer 
and SAM’s Groceria 

Department store This type of retailer offers a broad variety of products, full 
customer services, and organizes their store into distinct 
departments for displaying merchandise. Examples are Aeon, 
Parkson, and Metrojaya.  

Convenience store This is a 24 hours’ retail store with buildup less than 5,000 
square feet with limited products range of food and beverage, 
toiletries, and other consumable products with higher pricing 
strategy. Examples are 7-eleven and KK Supermart.  

Specialty store  This type of retailer focuses on limited number of 
complementary merchandise categories with a high degree of 
personalized customer services. Examples are Guardian, MPH, 
SENQ, and Body Shop.  

(Source: Levy & Weitz, 2012; Terano et al., 2014) 

 

1.1.1.1 Stigma and Practical Issues in Malaysian Retail Industry 

One of the main issues faces by the retail industry in Malaysia is the negative 

impression of the parents and the future workforce regarding the working 

environment in this industry. According to Levy and Weitz (2012), there are a few 

myths regarding retailing. 

 

Firstly,  the assumption that sales clerk is the entry level in retailing. Students and 

their parents have the belief that retailing is a low-skilled professional (Levy & 

Weitz, 2012). And usually most of the people start their career at the sales clerks or 

associates due to the reason that both the students and parents only interact with 

these employees and not the store’s supervisory or management team. Hence, they 

are not interested to consider retailing as a career as they do not wish to start from the 
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bottom. This is especially hold true for students that have good results in their 

academic study. They are not aware that for those with the relevant academic 

qualifications can start as management trainee. Management trainees in the retail 

industry are given the opportunity to hold more responsibilities compare to their 

counterpart in other industries. This will enrich their working experience and 

prepared them for higher post in the organization. 

 

Secondly, the belief that the retail jobs are low paying (Levy & Weitz, 2012). This is 

another common belief among the future workforce. They believe that the 

compensation system including salaries and bonuses in the retail industry are low 

compared to other industries. This is a wrong assumption as starting salary at retail 

industry is on par with other industries with similar employment requirements. 

Further, the compensation package for employees in the retail industry includes sales 

performance incentives and non-standard working hour’s incentives. These 

incentives will ensure that retail employees will enjoy total income that is highly 

competitive to other industries’ employment market. 

 

Last but not the least; it is believed that retailing is a low-growth industry with little 

opportunity career advancement (Levy & Weitz, 2012). This is another low opinion 

of the overall retail industry. Future workforce such as students holds the belief that 

working in the retail industry is for short-term employment until they found a better 

prospect in other industry. The retail industry is a stop-gap employment strategy for 

these students such as working part-time to earn extra pocket money or until they 

find a better employment. This is another misconception among the workforce in 

Malaysia. They do not realize the growth rate in term of career-wise in retail industry 
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is parallels to other industries due to the reason that sheer size of the retail industry. 

The expansion rate in retail industry is very high and there are many opportunities 

for the retail workforce to enjoy good career advancement. Further, there is also 

career opportunities in other departments that support the retail business unit in an 

organization such as merchandising, marketing, and business development section.  

 

Morgenstein and Strongin (1992), and Pandey, Singh and Pathak (2019) identified 

one of the main limitations of working in a retail outlet was that the nonstandard 

working hours such as the need to work on weekends and public holidays. The 

difficulty faced by the industry to recruit or retain talented and high-performance 

workforce can be attributed to this difficult working environment. Employees with 

families are the most affected by this working condition as weekends and public 

holidays are the time where families spend time together as during weekdays, the 

spouse will be working and the children will be schooling. Hence, this working 

hours’ requirement put a stress to their personal life and most of them decide to find 

alternative employment in other industries that practice office hours. While the 

younger generation workforce found this odd-working hour affects their social life as 

they are not able to spend time with their friends whom work on office hours during 

weekend. Further, parents are reluctant to allow their children especially daughters to 

work in retail industries due to the requirement of working in the night shift as they 

fear for the safety of their children when they are rostered to work the night shift. 

 

The above factors which consisted of the negative perception of the public on the 

working conditions in the retail industry and the limitations that the retail workforce 

endures contributed to the most significant problem that by the retailers which is the 
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high turnover of employees. According to Nair, Salleh, and Nair (2014), the retail 

industry experienced a turnover rate per annum of 18% from July 2010 to June 2011 

while Hashim and Nor (2018) reported that the retail industry in 2016 had an average 

yearly employee turnover rate of 13%.  As such retailers across the industry face 

shortage of employees and this affected not only the daily operation of the 

organization but also their expansion plan. 

 

The discussion above highlighted the negative perception among the Malaysians of 

the working conditions in the retail environment and the limitation of working in this 

industry. It also identified one of the main problems that retailers face which is high 

rate of employee turnover that had become a major issue that can be highly 

disruptive in nature to the organizations in this competitive business landscape. 

       

1.2 Statement of the Problem 

This study focused on high performing employees’ intention to leave in the retail 

industry. The rational to focus in this area of interest in the retail industry can be best 

explain based on the findings of Nair, Salleh and Nair (2014). In their conceptual 

paper, the authors argued that given the importance of the retail industry to the 

Malaysian economy, there is a lack study conducted in this segment of economic 

activities to provide the necessary knowledge to assist the industry stakeholders in 

facing the industry’s main challenge of high employee turnover. However, the 

industry is plagued with high employee turnover impeding the growth of the 

industry. This caused retailers across the industry to face shortage of employees and 

this affected not only the daily operation of the organization but also its expansion 

plan. Further, as the cost of losing high performing employees is greater to 
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organizations compared to the exit of poor performers (Call, Nyberg, & Polyhart, 

2015), the magnitude of the problem of high turnover faced by the players in this 

industry will be compounded by the turnover of high performers. Therefore, it is 

important for retail organizations to focus on reducing turnover rate of high 

performers to minimize the negative impact due to employee turnover phenomenon. 

Juhdi, Pa’wan, and Hansaram (2015) stated that in Malaysian context, the immediate 

supervisor’ yearly performance appraisal is the most common method in identifying 

employees with high potential. Thus, retail immediate supervisors such as managers 

are the best person to identify high performers in their own retail outlets and to 

implement strategies to reduce this group of employees’ intentions to leave. 

According to Nair, Salleh, and Nair (2014), the retail industry experienced a turnover 

rate per annum of 18% from July 2010 to June 2011. Meanwhile, Hashim and Nor 

(2018) stated that the retail industry in 2016 reported an average yearly employee 

turnover rate of 13% which highlighted the fact that the rate of turnover among 

employees remained consistently high in the retail industry throughout the years. 

 

Mobley, Horner, and Hollingsworth (1978) conducted a research with multivariate 

turnover model and discovered that among all the variables that predicted actual 

employee turnover, intention to leave was the only variable that was related to actual 

employee turnover. Fugate, Prussia and Kinichi (2012) found that employees’ 

intention to leave was able to predict the voluntary turnover among employees while 

in a more recent development, Sun and Wang (2017) provided empirical evidence 

that higher level of intention to leave leads to higher actual turnover rate Therefore, 

employee’s intention to leave is a valid proxy of actual turnover behaviour. 
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Grotto, Hyland, Caputo and Semedo (2017) commented that employees do not leave 

jobs, they leave managers. This is because existing studies provided empirical 

evidences that when managers behave in supportive, responsive and inspiring ways, 

they are more likely to engage their employees, increase their job satisfaction and 

reduce turnover (Maertz, 2012; Han & Jekel, 2011; McClean, Burris & Detert, 2013; 

Tse, Huang & Lam, 2013). This indicated that managers can directly impact turnover 

decisions among their subordinates.  Further, Reina, Rogers, Peterson, Byron, and 

Hom (2018) found that employees commonly cite their managers’ behavior as the 

primary reason for quitting their jobs. Therefore, managers play the most important 

role in reducing intention to leave among employees.  

 

Leadership plays a crucial role in increasing organizations and individual’s 

performance including reducing employee turnover because they are the one who 

provide the followers what is needed to keep them productive and proceed toward 

the shared vision (Gul, Ahmad, Rehman, Shabir, & Razzaq, 2012). This conclusion 

was supported by recent finding by Alzubi (2018) which demonstrated that leaders’ 

behavior is negative related to turnover intention. In a similar vein, Lim, Loo, and 

Lee (2017) concluded that from their finding, the right type of leadership is vital to 

create and sustain a stable and effective workforce. Meanwhile, Mekraz and Gundala 

(2016) found that in the retail industry, store managers’ leadership style plays an 

important role in reducing employee turnover rate. Therefore, this finding provided 

empirical support to the argument that in the retail industry, immediate supervisors’ 

leadership style is an important component in reducing employee turnover.   
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In this current and tough business environment and tainted with major financial 

scandals in US such as Enron and Lehman Brothers scandals, it is observed that there 

is a shift of thought of what type of leaders are best for an organizational. There is a 

growing demand for leaders that behave ethically, and people-oriented. Servant 

leadership can fulfill this need of having leaders that are concern of the employees’ 

well-being and have the tendencies to behave ethically (Bobbio, van Dierendonck & 

Manganelli, 2012). Jaramilo, Grisaffe, Chonko and Robert (2009a) stated that SL 

represented the highest level of commitment of management to the workers which 

made this type of leadership as one of the most employee-oriented leadership style. 

Meanwhile, Searle and Barbuto (2011) stated that servant leadership emphasized that 

leaders must consistently display ethical and moral behavior both in the workplace 

and outside the workplace.  

 

One of the most important relationship between servant leadership and positive 

organization’s outcomes is the lower level of employees’ intention to leave. 

Jaramillo et al. (2009a) in their empirical study found that servant leadership reduced 

the level of intention to leave among the employees. Babakus, Yavas and Ashill 

(2010), and Hunter, Neubert, Perry, Witt, Penney and Weinberger (2013) provided 

similar findings in their study of the employee turnover in the workplace. In recent 

years, there are increasing evidences that servant leadership is one of the most 

prominent predictors of employee’s intention to leave. DeConinck, Moss and 

Deconinck (2018), Jang and Kandampully (2018) and Achen, Dodd, Lumpkin and 

Plunkett (2019) concluded that servant leadership reduced employee’s intention to 

leave while Le Ng, Choi and Soehod (2016) revealed a finding that there is a 

negative relationship between servant leadership and employee’s intention to leave in 
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a Malaysian setting. These past and current findings supported the argument that 

servant leadership is an important and significant variable in reducing the level of 

intention to leave among employees. 

 

The relationship between servant leadership and intention to leave might not be as 

straight forward as expected. In this current literature on the turnover phenomenon, 

there is an emerging idea that OCB may plays an important role as an intermediate 

variable on the relationship between predictor and intention to leave. The existing 

research shows that OCB is effective as a mediator variable in the relationship 

between a predictor variable and intention to leave (e.g. Pare & Treamblay, 2007; 

Lau, McLean, Lien & Hsu, 2016). As servant leadership had been shown to have a 

positive relationship with OCB as demonstrated by Newman, Schwarz, Cooper and 

Sendjaya (2015), and with evidences that OCB had acted as a mediator variable in 

the study of turnover phenomenon from the perspective of predictor variable and 

employee’s intention to leave, it is proposed in this study that OCB will mediate the 

relationship between servant leadership and intention to leave.   

 

OCB has been found to have influence on the phenomenon of employee turnover in 

the workplace (e.g. McClean, Burris, & Detert, 2013; Paille, 2013; Nandedkar & 

Brown. 2017).  This is because that one of the earliest indications that an employee 

has the intention to leave is the reducing level of the employee’s OCB (Paille & 

Grima, 2011). Meanwhile, servant leadership has also shown to have influence in 

increasing employees’ OCB as shown by the findings of Newman, Schwarz, Cooper, 

and Sendjaya (2015), and Harwiki (2016). As such, the strong relationship between 

OCB with servant leadership and employees’ intention to leave established OCB as a 
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relevant mediator variable that mediates the relationship between servant leadership 

and employees’ intention to leave (Baron & Kenny, 1986). This provided further 

support to the proposal of this study that OCB mediates the relationship between 

servant leadership and intention to leave. 

 

In the current business environment, where ethical transgressions which included 

adjusting accounting system to hide losses and to report profit instead and 

embezzlement became a recurring and frequent event, ethical aspects of business 

became an interest subject among both the academic researchers and practitioners. 

This development sparks an interest among the stakeholders to have a better 

understanding of ethical work climate in an organization in which ethical and 

unethical activities occur (Arnaud, 2010). Ethical climate had shown the abilities to 

influence organization outcomes. Filipova (2011) demonstrated that ethical climate 

had a negative relationship with intention to leave among the nursing community in 

United States. Whereby, in 2010, Fournier, Tanner, Chonko and Manolis found that 

ethical climate played an important role in minimizing the intention to leave among 

high-performance salesperson. Ethical climate had proven to increase the level of 

engagement of OCB among the workforce by these two studies of Huang, You, and 

Tsai (2012), and Hung, and Tsai (2016). 

 

But one of the most significant relationship of ethical climate is with the construct of 

servant leadership. Both constructs are ethical base, and from theoretical standpoint, 

they should have shown the characteristic of relatedness to each other. Research 

studies did demonstrate that this is what happening in the workplace. Burton, 

Peachey and Wells (2017) found that servant leadership had a positive relationship 
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with ethical climate while Jaramillo, Bande and Varela (2015) empirically proven 

that the ethical work climate partially mediated the relationship between servant 

leadership and salesperson performance. Schwepker and Schultz (2015) discovered 

that caring ethical climate enhanced the degree of relationship between servant 

leadership and sales performance. In recent development, Wei (2018), and Younis 

and Elsaid (2019) found that caring ethical climate enhanced the level of OCB 

engagement in the workplace which showed the link between caring ethical climate 

and OCB. Based on the findings above, it is a valid argument that caring ethical 

climate will enhance the quality of the relationship between servant leadership and 

OCB.   

 

The relationship among the variables in this research construct can be explained from 

the perspective of social exchange theory (SET). The foundation of SET is built on 

the premise of reciprocal between two parties. When a person received a service or 

assistance, which was rendered by another person, it is expected that the receiver of 

service will reciprocate in kind to the provider of that service when the occasion 

arises that offers him the opportunity to do so (Blau, 1967). In an organization or a 

business unit, when a leader practices people-oriented form of leadership (servant 

leadership in this case) which will create a conducive working environment, the 

followers will feel indebted to the leader. This will lead to the followers to 

reciprocate with high level of engagement in organizational citizenship behavior 

(OCB) which will result in lower intention to leave (Settoon, Bennett & Liden, 

1996). Huang, You and Tsai (2012) concluded that in a working environment in 

which caring ethical climate is presence, employees are more likely to engage in 

OCB. The reason is that these employees will reciprocate with positive behavior as 
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they enjoy a favorable workplace. As servant leadership is an ethical and caring 

based leadership, and thus, a caring ethical climate will enhance the effectiveness of 

a servant leader on influencing desirable behavior such as OCB among his followers.  

 

1.3 Research Question 

In this research, the researcher aims to find the answer to the following questions: 

1) What is the level of servant leadership, organizational citizenship behavior, caring 

ethical climate, and intention to leave among the employees in a retail industry in 

Malaysia? 

2) Does servant leadership influence turnover intention of high-performance 

employees in the retail industry in Malaysia?  

3) Does servant leadership have any significant relationship with organizational 

citizenship behavior of high-performance employees in the retail industry in 

Malaysia?  

4) Does organizational citizenship behavior predict the intention to leave among the 

high-performance employees in the retail setting in Malaysia? 

5) Does organizational citizenship behavior mediate the relationship between servant 

leadership and high-performance employees’ intention to leave? 

6) Does perception of caring ethical climate in the working environment moderate 

the relationship between servant leadership and organizational citizenship behavior?  
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1.4 Research Objectives 

The objectives of this research are as follow: 

1) To examine the level of servant leadership, organizational citizenship behavior, 

caring ethical climate, and intention to leave among the high-performance employees 

in a retail setting in Malaysia. 

2) To examine whether servant leadership has any influence on the high-performance 

employees’ intention to leave in the retail industry in Malaysia. 

3) To examine the relationship between servant leadership and organizational 

citizenship behavior of high-performance employees in the retail industry in 

Malaysia. 

4) To examine whether organizational citizenship behavior predicts intention to leave 

among the high-performance employees in the retail industry in Malaysia.  

5) To examine whether organizational citizenship behavior mediates the relationship 

between servant leadership and high-performance employees’ intention to leave. 

6) To examine whether the perception of caring ethical climate in the working 

environment moderates the relationship between servant leadership, and 

organizational citizenship behavior. 

 

1.5 Scope of Study  

This study is conducted in the retail industry in Malaysia. It examined the influence 

of servant leadership on the intention to leave among high-performing employees 

with OCB as mediator variable and caring ethical climate as moderator variable. 

Specifically, this study covered two of the main categories in the retail industry 

which are the hypermarket and the specialty store format. Retail industry is important 

to the Malaysia economy as it is one of the highest contributors to the country’s GDP 
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and also the largest source of foreign currencies for the country (Tourism Malaysia, 

2019). This study which focused on various factors that influence on high 

performers’ intention to leave will provide the much-needed information for the 

stakeholders on the means to reduce employee turnover in the retail industry as 

various findings concluded that turnover intention can be used as a precursor of 

actual turnover of an employee. Another focus of this study was to examine the 

effect of leadership style on subordinate positive attitude and behavior which is an 

important area of interest for retail organizations in this current highly competitive 

business landscape. In this study, it is also expected that OCB will mediate the 

relationship between servant leadership and high performers’ intention to leave while 

caring ethical climate will moderate the relationship between servant leadership and 

OCB.  

 

In this study, the unit of analysis is the high-performing employees in the retail 

stores. Retail area managers and outlets managers will identify the respondents of 

this study whom are high performing employees. This list will form the sampling 

frame of the study. Retail outlets’ employees from all level of staffs including 

management level are selected as the population of this study is because these 

employees play the most important role in maintaining and improving the retail 

outlets’ performance and to achieve financial growth. 

 

During the data collection process, one of the most pressing problems was to attract 

organizations in the retail industry to take part in the study. This is not a unique 

situation as Ramayah, Cheah, Chuah, Ting, and Menon (2018) noted in their 

published work, organizational studies will face the problem of having low numbers 
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of respondents.  In the end, there were three organizations agreed to take part in this 

study. A total of 250 survey forms was delivered to these organizations’ human 

resource department and in some cases, to the area managers for distributing these 

questionnaires to the shortlisted high performing respondents. After a four months’ 

period, a total of 131 completed survey forms were collected back. The return rate of 

this exercise was 52.3%. All the returned completed survey forms were with 

complete information and were deemed to be usable data. The respondents were 

mainly derived from the states of Kedah, Penang, Perak, Selangor and Kuala 

Lumpur.  

 

1.6 Significance of the Study 

The significance of this study will be twofold. It has both the theoretical and practical 

significance which will be discussed in this section. 

 

First and foremost, employee turnover had been one of the most researched areas of 

study in the scholarship of research and yet, there is a gap in knowledge in this 

research field. Mobley (1982b) first raised the lack of employee turnover literatures 

that study the turnover phenomenon from the perspective of performance. Thirty 

years later, Heavey et al. (2013) made a similar call as their review of turnover 

literature concluded that there were very little published academic papers that 

focused on the high-performance employees. As a matter of fact, only about two 

percent of the total literatures review that focused among these group of employees. 

Further, Hom, Lee, Shaw and Hausknecht (2017) did a review on the last hundred 

years of turnover phenomenon publications and their review paper only cited eleven 

studies that were from the performance-turnover perspective. The latest cited 
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publication in this review was in 2015. This indicated that there is a lack of 

awareness of the importance of studying employee turnover with the specific focus 

on the high performers even though existing findings showed that it is necessary to 

do so as different type of employee turnover has different level of impact on 

organizations. Call et al. (2015) concluded that the turnover of higher performers 

cost an organization as much as 45% more in term of financial cost compared to the 

cost caused by the exit of lower performers. Gardner (2005) proposed that over 20% 

of organizations incurred losses due to the act of raiding of high performers among 

organizations in the war for talent. Apart from financial cost, there are also non-

financial cost that accrued by organizations when the high performers ended the 

employment contract. Nyberg (2010) argued that losing high performers also cost 

organization in term of knowledge management as knowledge and skillset leave with 

these employees and organizations are also looking at the prospect of losing current 

and potential leaders. Hence, the effort to have a better understanding of turnover 

among high performers has become an urgent and essential undertaking in the 

scholarship research. 

 

Another important contribution of this study towards knowledge development is that 

the specific purpose of this study is to explore leadership behaviors of immediate 

supervisors who practice servant leadership and their abilities to influence the 

employees’ intention to leave an organization. This is essential because as recent as 

2013, Parris and Peachey concluded that majority of the research on servant 

leadership focused in developing theoretical framework and establishing the tools of 

measurement for this leadership style. There is a lack of empirical study to examine 

the servant leadership theory in organization setting which highlighted the need for 
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researchers to investigate servant leadership construct in various organization 

context. Van Dierendonck (2011) made a similar observation as he found that 

majority of the published academic papers on servant leadership were merely 

prescriptive as they focused on how servant leadership should be ideally be. There 

was limited servant leadership published paper that is descriptive which will provide 

information on what is happening in practice. Eva, Robin, Sendjaya, van 

Dierendonck, and Liden (2019) in their systematic review of servant leadership 

literatures, concluded that there is an increase of empirical studies published but still 

lacking of cross-cultural studies as most of the studies were conducted in United 

States. As the dominant culture in United States is low power distance orientation, 

there is a need to conduct more studies in countries where the power distance 

orientation is high to have a better understanding of servant leadership  Therefore, 

this study which explores the construct of servant leadership in the relation with 

organization variables in a workplace setting in Malaysia where the predominate 

culture is high power distance orientation (Kabasakal & Bodur, 2004) will play a role 

in expanding the knowledge in the field of leadership. 

 

Another aim of this study is to advance body of knowledge by determine whether 

servant leadership enhances the level of OCB engagement among the followers and 

in turn, whether OCB will mediate the relationship between servant leadership and 

intention to leave. There are limited studies that examined the mediating effect of 

OCB on the relationship among various predictors and intention to leave (e.g. Pare & 

Treamblay, 2007; Lau et al., 2016), but none is from the perspective of leadership 

style such as servant leadership (Eva et al. 2019). Further, these earlier studies 

focused on the general population of employees’ level of intention to leave and did 
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not take into consideration of performance-turnover perspective. It was also noted 

that these researches’ samples were derived from various sources such as university’s 

students, information technology industry, and general industries but there was none 

that was focus specifically on retail industry. This study will not only able to provide 

the evidence to strengthen the conclusion of earlier research findings that indicated 

OCB play an important role as a mediating variable in the study of employee 

intention to leave but may provide a better understanding of performance- turnover 

phenomenon in a retail industry.  

 

Further, though, in recent years, OCB has been linked to servant leadership as a 

component of its desirable organizational outcomes but majority of these studies 

(Neubert, Kacmar, Carlson, Chonko & Roberts 2008; Jaramillo, Grisaffe, Chonko, & 

Robert, 2009b; Newman, Schwarz, Cooper & Sendjaya, 2015)) focused the construct 

of OCB as a criterion (van Dierendonck, 2011; Eva et al., 2019). There was a lack of 

research that studied how OCB as a mediator variable influences the relationship 

between servant leadership and organizational outcomes which in this case was the 

high-performing employees’ intention to leave. As recent studies concluded that 

OCB has significant relationship with both servant leadership and employee’ 

intention to leave, it is expected that OCB will influence the relationship between 

servant leadership and employee’s intention to leave (Baron & Kenny, 1986). Hence, 

in this study, not only it has the academic support to apply OCB as a mediator 

variable but in doing so, will provide finding that can fill the gap of knowledge in the 

study of turnover, leadership and positive behavior in the workplace.  
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Finally, considering the important of ethical climate in ethical based studies, this 

thesis will provide a better understanding of how caring ethical climate influences or 

enhances the effectiveness of servant leadership and outcomes. Though there were 

studies that empirical demonstrated the moderating effect of ethical climate on 

servant leadership’s relationship with organizational outcomes such as Jaramillo et 

al. (2015), and Schwepker and Schultz (2015), these two studies can be viewed as 

anomalies among other servant leadership studies (Eva et al., 2019). Majority of the 

SL studies did not consider ethical climate as a variable that moderate the 

relationship between SL and organizational outcomes. This is despite the fact that 

servant leadership as an ethical and moral based leadership which will prosper in a 

working environment that has high level of ethical element. In this research 

framework, caring ethical climate is hypothesized to moderate the relationship 

between servant leadership and OCB. Hence, this study will assist in establishing the 

moderating effect of caring ethical climate on the relationship servant leadership and 

intention to leave among high performing employees and enhances the knowledge of 

this leadership construct.  

 

From the practical significant standpoint, as the retail industry plays an important 

role in Malaysian economy, this study in the retail setting is timely. According to 

Tourism Malaysia (2019), shopping was the main contributor to tourism sector’s 

revenue with a total contribution of RM 28.1 billion which was 33.4% of the total 

revenue in 2018. Further, in the same report, it was also reported that 98.5% of the 

visitors cited shopping as their main activities when they were holidaying in 

Malaysia. Therefore, retail is the main driver in attracting visitors to Malaysia. 

Recently, Dr Mahathir launched the logo for Visit Malaysia 2020 campaign at the 
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Kuala Lumpur International Airport (Anis & Kaos Jr, 2019). According to Dr 

Mahathir, this campaign targeted the arrival of 30 million international tourists to 

Malaysia. As retail industry is the main player in tourism sector based on 

contribution of revenue, the success of Visit Malaysia 2020 depends heavily to the 

readiness of this industry in attracting tourists from the target high yield market such 

as Asean, China, India, United Kingdom and Germany. This emphasise the 

importance of retail industry in helping Malaysia to achieve high-income status in 

Shared Prosperity Vision 2030 (Koya, 2019). 

 

Currently in the retail industry, most retail companies face a major problem, the high 

turnover of staffs. This problem if not solve, will be detrimental to achieve the 

projected growth of this industry. Hence, it is important to conduct more researches 

to understand this phenomenon as retail had been proven as one of the most active 

sub-sectors in Malaysian economy. Yet, there is very little attention given in the 

effort to have a better understanding of this very challenging issue which is faced by 

this industry in Malaysia (Nair, Salleh, & Nair, 2014).  Thus, this research with the 

main focus of studying the intention to leave among the high-performance employees 

in a retail setting will prove to be valuable in the body of knowledge at this critical 

point of time. 

 

From a practical perspective, it is important for manager to identify employees with 

the intention to leave than actual turnover as at this stage, it will be too late to do 

anything to prevent the employee to exit from the company. In Mobley, Griffeth, 

Hand and Meglino (1979) model of the turnover process, the final act of the 

withdrawn process is the employee exit from the organization. Just before the final 
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step which is to quit, the employee will need to make the final decision whether to 

leave or stay (this step is known as intention to leave). This is an important step in 

the turnover process for manager (if the manager has the desire to retain the 

concerned employee) to try to influence the employee to stay. Once the employee 

has taken the final step in this process, there is little chance that he will change his 

decision to leave. Hence, it is important that manager find ways to identify whether 

an employee has the intention to leave. The finding of this research which focuses on 

intention to leave among the high-performance employee will provide the necessary 

information to assist managers to have a better understanding of employee turnover. 

This will help them to reduce the turnover of employees that they prefer to retain. 

 

Another main practical contribution of this study is that the finding of this study will 

provide the necessary information to assist human resource department to re-

strategize its employee development and training policies, remuneration and reward 

system, and allocation of resources in facing new challenges in human resource. For 

example, instead of allocate resources to reduce all type of turnover, it will be more 

efficient use of resources to focus on high-performers as the cost associate with their 

turnover is much higher compared to the exit of mediocre or low performers. Further, 

the aim of this study is to change the mindset of organization of considering human 

resource department as a cost center. Organizations should consider human resource 

department as a profit center. If HR department is given the opportunities and 

resources, it can play an important role in enhancing the profitability of an 

organization. 
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The final practical contribution of this study can be look at from the individual 

perspective. The finding of this study may offer information to job seekers and their 

parents that there is a promising career in the retail industry. They may realize that 

there is ample opportunity for professional growth in this industry as retail 

organizations provide leaders that prioritize employees’ welfare and developing 

employees whom have the potential to succeed. This may dispel some of the stigma 

that attached with this industry such as lack of opportunity for a person to realize his 

full potential. In sum, this study will provide job seekers with a better understanding 

of the retail industry and offers them another option for career consideration.      

 

1.7 Definition of the Key Terms 

Here are important and critical terms that are used in this study: 

▪ Employee Turnover. This defines as the cessation of membership in an 

organization by an individual who received monetary compensation from the 

organization (Mobley, 1982b).   

▪ Dysfunctional Turnover. This defines as voluntary separation of 

employees whom the organization prefers to retain (Dalton et al, 1982)  

▪ Intention to Leave. This defines as individual’s own estimation of the 

possibility that they are exiting from the organization permanently at some 

point of time in the near future (Vandenberg & Nelson, 1999). 

▪ Servant Leadership. This defines as the leaders’ characteristic that put the 

subordinates’ needs ahead of their own needs and focus on assisting their 

subordinates to grow to reach their full potential and achieving success in 

their professional life (Liden et al., 2008).  
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▪ Organizational Citizenship Behavior. This defines as individual behavior 

that is discretionary, not directly or explicitly recognized by the formal 

reward system, and that in the aggregate promotes the effective functioning 

of the organization (Organ, 1998). 

▪ Affiliative OCB (AOCB). This defines as OCB dimension that is 

interpersonal and co-operative in nature and promotes the act of 

strengthening maintaining relationship in the workplace (Van Dyne, 

Cummings and Parks, 1995). 

▪ Challenging OCB (COCB). This defines as OCB dimension that challenges 

status quo in the workplace by offering constructive suggestion in the effort 

to promote change which will lead to improve the performance of the 

business unit or organization level (Van Dyne, Cummings and Parks, 1995). 

▪ Ethical Working Climate. This defines as prevailing perceptions of typical 

practices and procedures of an organization that contains ethical element 

(Victor & Cullen, 1988).  

▪ Caring Ethical Climate. This defines as prevailing perceptions of typical 

practices and procedures of an organization that contains ethical element in 

which any decision taken must be based on the premise that it will be good 

for the welfare of every one (Victor and Cullen, 1988). 

▪ High performing employee. This defines as employee that is consistently 

perform well and is critical to the success of the organization.  
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1.8 Organization of the Chapters  

There are five chapters in this study. In Chapter 1, the background and the problem 

statement of this study is presented as a component of the preview of the study. It 

continues with the research objectives and the significant of this study. It also 

provides the questions of this research as well as brief discussion on the literature 

review and the research method. Chapter 2 reviews the related literatures on 

employees’ intention to leave current job and the organization, organization 

citizenship behavior, definition of critical and talented employees, leadership 

theories, servant leadership and caring ethical climate. It also discussed the gap of 

knowledge in the related fields of study. This chapter continues with the presentation 

of the research theoretical framework and the development of hypotheses of this 

study. Lastly, it also discusses the underpinning theory that explains the proposed 

relationship among all the variables of this study and the research philosophy that 

formed the foundation of the study. This is follows by Chapter 3 which provides the 

research strategy, research instrumental tools and the implementation process of the 

research methodology in collecting data.  Chapter 4 covers extensively the processes 

and the procedures of analyzing the data that were collected. This data analysis 

strategy is designed to provide the answer for the study’s research questions and to 

achieve the research’s objectives. It will also determine whether the research’s 

hypotheses are proven and discuss the result of the study.  Chapter 5 discuss the 

findings of the research and continues with the presentation of the research’s 

theoretical, practical and methodological implications. It also discusses the 

limitations and recommendations for future research undertaking. Lastly, it provides 

the conclusion of the study.   
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CHAPTER TWO 

LITERATURE REVIEW 

 

2.1  Introduction 

In this chapter, related literature on employee turnover, servant leadership, 

organization citizenship behavior, and caring ethical climate will be reviewed. 

Theories and models related to the main constructs of the study also reviewed 

accordingly. 

 

2.2 Employee Turnover  

Employee turnover is one of the utmost pressing problem faced by organization in 

the global stage. It is not difficult to understand this situation as employee turnover 

has been link to various negative consequences to an organization in term of 

financial cost and organizational effectiveness (Mobley, 1982b). Hence, this area of 

research has gained the attention of scholars since the emerging of scientific study on 

the art of management in the early of 20th century (Grotto, Hyland, Caputo, & 

Semedo, 2017). Researchers had conducted various studies from developing 

employee turnover models to finding the antecedents and the consequences of 

employee turnover in an effort to have a better understanding of this phenomenon.    

 

Mobley, Griffeth, Hand, and Meglino (1979) acknowledged the importance of 

defining turnover in a more accurate manner as there was conflict of what actually 

turnover meant. Hence, it is essential to define employee turnover correctly in order 

to avoid ambiguity element which will affect the result of the research. In this 

research, the definition of employee turnover is adopted from Mobley’s (1982b) 



33 
 

definition which is the cessation of membership in an organization by an individual 

who received monetary compensation from the organization during the tenure with 

the organization. Hom and Griffeth (1995) adopted similar definition in their 

published work on the subject of employee turnover.  

   

From this definition, certain ambiguities of the meaning of employee turnover are 

removed. The focus of this study is on the employees that exit from the organization 

while internal mobility such as transfer or promotion which required transfer is not 

include in this definition. Further, it is noted that employees refer in this context are 

paid in commensurate to their work and those who has a non-employee relationship 

with the organization such as volunteers are not part of this definition. Lastly but not 

the least, this definition is applicable to all type of industries in which an 

organization belongs to. 

 

As this is a general definition of employee turnover, various type of turnovers can be 

differential and the most popular is the dichotomy grouping of voluntary and 

involuntary turnover. According to Mobley (1982b), voluntary employee turnover is 

referring to employee that initiate the exit while involuntary turnover is defines as 

organization that initiate the employee’s exit from the firm.  

   

Mobley, Griffeth, Hand, and Meglino (1979) highlighted the importance of stating 

the type of turnover in the study of employee turnover. This is due to the reason that 

existing studies had demonstrated that the predictors of voluntary and involuntary 

employee turnover are markedly different (Shaw, Dineen, Fang & Vellella, 2009). 

Heavey et al. (2013) further reinforced the soundness of the above advice as their 
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meta-analytic review of turnover literatures concluded that the correlation between 

voluntary and involuntary turnover was very weak. This showed that these two 

variables are distinct from each other and it is not advisable to combines these two 

rates as a single variable. Thus, it is important to state that this research focuses on 

voluntary employee turnover. The term of employee turnover in this study only 

encompasses employee self-initiated exit from an organization. 

 

Dalton, Todor, and Krackhardt (1982) acknowledged the necessity to categorized the 

employee turnover into two groups which are voluntary turnover and involuntary 

turnover. But they argued that this distinction was not sufficient to accurately 

examine the employee turnover in an organization. To have a more refined model, 

they proposed an expanded construct to accommodate the variables in understanding 

the external mobility of employees of an organization. Figure 2.1 showed the 

traditional construct of turnover while figure 2.2 showed the expanded version. 
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Referring to figure 2.2, in the cell a, which is in the top half of the table, represented 

the situation in which both the organization and the employee are positively 

predisposed to each other. In this scenario, both the organization and the employee 

have no intention to break the employment relationship. 

 

In the cell b, even though the employee is willing to maintain the working 

relationship, the organization has a negative predisposed against this employee. This 

will lead to the process of termination of this employee. 

   

In the cell c, which is located at the bottom of the table, represented the situation in 

which the employee for whatever reason, had decided to severe the employment 

relationship with the organization. It is important to note that this is a voluntary 

turnover. 

 

   

              

 

 

 

                                                                      
           Figure 2.2 Expanded Taxonomy of Employee Turnover. 

    (Adapted from Dalton, Todor & Krackhardt, 1982) 
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the expanded taxonomy showed 2 different cells which were labeled as cell c and 

cell d. The total numbers of employees that voluntarily turnover is the same for both 

construct which in this case is represented by cell c in the traditional taxonomy and 

by cell c and d in the expanded version. 

   

The main difference of these two turnover models is that the traditional model does 

not differentiate the impact of the employee turnover on the organization. While the 

expanded model shows the difference impact of two group of employee turnover on 

the organization. For cell c and d, the impact of these two situations on the 

organization is not only different but also in term of relationship, there isn’t any. In 

cell c, the employee is opting for disengagement in form of resignation from the 

organization but the firm has a positive evaluation on the employee such as has the 

necessary skill-set, high performance and talented personnel. In this case, the 

employee leaving the organization will leave a negative impact on the firm such as 

losing the bank of knowledge and delaying of project. This is known as 

dysfunctional turnover in which the organization would has preferred that the 

employee remained with the firm as this employee made contribution to the 

organization’s effectiveness. 

   

In the case of cell d of the expanded model, the employee voluntarily discontinued 

the employment relationship with the firm when the organization thinks poorly of 

this employee. In this situation, the employee leaving the organization can be 

beneficial to the firm. As this marginal or in a worse case, a poor-performance 

worker leaves, the firm has the opportunity to recruit new employee with better 

working attitude or with talent or skillset that is important to the firm. This type of 



37 
 

turnover is labeled as functional turnover. Since the turnover of this kind of 

employee brings benefit to the firm, then the question arise of why this employee is 

not terminated earlier. According to Dalton et al. (1982), this could be due to the 

institutionalization of employment security such as labor union or labor law that 

make it difficult to terminate this group of employees. 

   

Further, to enhance the effectiveness of the expanded model of employee turnover in 

understanding this phenomenon, Dalton et al. (1982) included another dimension 

which is whether the cause of turnover is under the control or purview of the 

organization. For example, improvement such as a better working environment or an 

improved task process is implementable by the organization but variables such as 

family commitment (following spouse to new living place due to transfer) and health 

issues are not under the control of the firm. These variables are labeled as 

controllable factor and unavoidable factor. This is important from practical 

perspectives as even though a firm might wish to retain a valuable employee but due 

to unavoidable factor, there is nothing that the organization can do to stop the 

employee from resigning.  

   

The above literatures form the foundation of this study which is to focus on a single 

group of talented and high-performing employees. Dalton, Krackhardt and Porter 

(1981), Johnson, Griffeth and Griffin (2010), and Shaw (2015) provided the support 

and evidence that it is not only possible but also essential to separate the workforce 

in a business unit of an organization into two main group based on the employees’ 

performance and contribution to the effectiveness of the firm.  
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2.2.1 The Need to Focus on High-Performing Employees 

According to Nyberg (2010), though there were high number of academic papers 

published with the focus on employee turnover, there was as significant lack of 

researches conducted on determining the conditions that influence the high-

performing employees leaving the organization. This oversight needs to be addressed 

as Dalton et al. (1982) had demonstrated that not all type of turnover had the same 

impact on the organizational. This was due to the reason that employees had different 

skill set, knowledge, abilities and work attitude that will contribute differently in 

term of quality of output on the overall organizational performance.  

   

Call et al. (2015) empirically demonstrated the differences of direct economic cost 

lost incurred by organizations when high-performing employees leave, and when 

average-performance employees leave. In their study with the population derived 

from a major U.S retail chain’s stores, Call and his colleagues determined that the 

cost that an organization need to endure when a high-performance employee leaves 

is 45% much higher comparative to the cost incurred when an average employee 

leaves. 

   

Nyberg (2010), based on his study on the relationship between performance and 

voluntary turnover in insurance industry setting, argued that high performing 

employees will not stay in an organization if they perceived that they been treated the 

same in term of rewards with the average or marginal employees. Call et al. (2015) 

agreed with this argument in conjunction with their finding and reinforced the need 

for an organization to pay extra attention in the effort to retain high performing 

employees. They proposed that an organization to re-strategize its employees’ 
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remunerations and reward system that favorable to high-performing employees as an 

incentive for these employees to stay. 

  

This raised an interesting question. Does the management practice of favoritism of a 

specific group of employees has a place in the today workplace? To answer this 

question, one’s has to answer whom one to retain. For example, if managers are 

given a choice whether to retain a high performing staff who consistent perform well 

and contribute to the improve performance of the business unit or an average staff 

who carries out normal job function just to maintain the daily operation of the unit, 

most if not all managers will choose to retain the high-performing employee. As 

stated by Campbell and Im (2016), not all employees contribute equally to the 

performance of their organizations, and the highest performers may have a 

disproportionate impact on organizational success. Hence, favoritism in the 

workplace might not be a bad idea. Buckingham and Coffman (2000) shared the 

same idea in their bestselling book, “First, break all the rules’. But it must be noted 

that the act of favoritism is a double-edged sword. It must be done for all the right 

reason. If it is misuse, the working environment will become toxic and will result in 

high turnover which will include high-performance employees leaving the 

organization. 

 

The above arguments reinforce the importance of focusing on high-performing 

employees in a turnover-research based study. It highlighted the relevant factors and 

conditions from two perspectives of both academic and practical. 
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2.2.2 Employee Turnover Model  

In the last thirty years, academic scholars spent huge amount of attention in 

developing models that predict employee turnover in the effort to have a better 

understanding of this phenomenon (Tett & Meyer, 1993).  The earliest and the most 

detailed turnover model was proposed by Mobley, Griffeth, Hand, and Meglino 

(1997). Figure 2.3 showed this model which offers an explanation on the turnover 

process pathway. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



41 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Figure 2.3 An Expanded Model of the Employee Turnover Process. 
Adapted from Mobley et al. (1979) 
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This model is built on the premise that there are four primary determinants of 

employees’ intention to leave and subsequently the actual act of turnover which are 

job satisfaction, expected utility of present job, expected utility of alternative and 

nonwork values and roles. Job satisfaction is defined as how much the job is 

perceived as providing what an employee highly valued. For example, if an 

employee valued job rotation, less overtime and friendly co-workers as part of the 

job aspect, and if the employee perceived that the job can offer these conditions, his 

job satisfaction will be enhanced. It must be recognized that each employee has his 

own value and is different from each other. Hence, it is important for manager to 

realize this fact and act according. A homogenous strategy will not effective in 

enhancing the job satisfaction among employees in a workplace. 

 

Another determinant of the turnover phenomenon is the expected utility of present 

job. When an employee might be dissatisfied with his current job, he may not have 

the intention to leave. He may expect that the condition of current job will improve 

or in the future, he may be offered a more satisfying role in the organization. This is 

one of the reasons that job satisfaction is not strong predictor of turnover.  

  

The third main antecedent of turnover is the expected utility of alternative. This 

factor refers to the employee’s level of expectation of finding an external job 

alternative to his current organization. An employee with low level of job satisfaction 

may not consider to quit the current job if he perceived that currently, there is not 

better alternative in the employment market. It must be noted that even a satisfied 

employee may choose to exit from an employment if he perceived that there is a 

better job alternative in another organization compared to his current job.  
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The final antecedent of this turnover model is the nonwork values and roles. 

Nonwork values and such as social values, cultural, religions, family orientation, and 

preferred location to work play a role in influencing an individual’s turnover 

intention. For example, an employee who value spending quality time with family 

may consider quitting the current job if he felt that he is spending too long hours 

working and has less time for his family. Similarly, with work values, it must be 

recognized the individual differences in this context.  

 

As shown in the model, organization’s elements such as organization’s goals and 

policies, practices and rewards system are the precursor of the employee turnover 

determinants of expected utility of present job, and job satisfaction. Individual 

differences of values of personal and occupational variables influence the level of job 

satisfaction among the employees. The elements in the economic-labor market such 

as employment rate and the awareness of job opportunity are the precursor of the 

turnover determinant of expected utility of alternative. 

 

There was a weakness in Mobley et al. (1979) employee turnover process. In this 

model, job commitment was not considered as a primary predictor of employee 

turnover. It was suggested in this model that job commitment was under the purview 

of job satisfaction. 

 

Meanwhile, Hom and Griffeth (1995), developed an integrative predictive turnover 

model based on their review of the available turnover literatures during that period of 

study. The strength of this model was that it encompassed both the determinants of 

job satisfaction and organization commitment as the predictor of employee turnover. 
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Gaertner (1999) provided empirical evidence that this model structure was generally 

supported as his study showed that different factors affect differently on job 

satisfaction and commitment. In further reinforcing the robustness of this model, an 

earlier meta-analysis of turnover academic studies by Tett and Meyer (1993) 

concluded that the constructs of job satisfaction and organizational commitment were 

individually able to predict turnover even though both determinates were moderately 

related. In a more recent development, Priya and Sundaram (2016) found that job 

satisfaction and commitment had a negative relationship with intention to leave with 

job satisfaction with a higher level of influence. Thus, there are empirical evidences 

that support Hom and Griffeth’s (1995) model which is depicts in figure 2.4. that 

includes job satisfaction and organizational commitment as employee turnover’s 

predictor.      
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Similar with most turnover constructs, Hom and Griffeth (2005) model is also based 
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influence employees to quit are job satisfaction, organization commitment and labor 

market. 

 

When the employee perceived that the working climate was no longer matching with 

his values or belief, his degree of job satisfaction will be lower (Mobley, 1982b). If 

the situation continued without any improvement, he will take the first step in the 

turnover process in which he might consider the idea of leaving the firm. Similarly, if 

an employee perceived that the organization’s values and belief no longer match with 

his, the level of organizational commitment of this employee will decrease and when 

it reached a certain degree of low level, he will consider other employment option 

(Siew, 2017). 

 

Another determinant that is important in this employee turnover model is the labor 

market. There are various factors in the element of labor market such as 

unemployment rate, information accessibility on the availability of vacant job and 

relocation cost which shape an employee’s attitude and behavior on turnover. Hom 

and Griffeth (1995) model showed a direct pathway between labor market and both 

the elements of turnover of expected utility of withdrawal and job search which will 

lead to actual turnover.  Even though, this employee might consider himself satisfied 

in his current workplace, and does not think of quitting the organization but when 

another firm offered unsolicited job offer with better prospects, this will trigger this 

employee to evaluate the pros and cons of this offer that affect his personal and 

professional life. If he decided that the offer is too good to pass on, he will quit his 

current job for another job which he perceived to be a better option. This showed that 

an employee might be experienced high level of job satisfaction and organizational 
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commitment in the current job, but labor market condition might activate his desire 

to leave the firm. Further, in this era of social media including professional ones such 

as Linkedin, employees now have unlimited and easy access to job vacant 

information in the employment market which made the above scenario become a 

norm. 

 

In this model, there is also a pathway between labor market and job satisfaction. This 

show that labor market might influence the construct of job satisfaction that affect an 

employee decision to stay or leave an organization. According to Mobley et al. 

(1979), the relationship between job satisfaction and employee turnover were well 

established but job satisfaction only accounted for less than 16% of the variance in 

turnover. One of the explanations can be contributed to the labor market’s influences. 

Even if the employee was very unsatisfied in this current job, he might not leave the 

firm if he is not able to find a better alternative. If the employment rate was high and 

there were not many jobs available during that period, this employee might not 

consider quitting. But in this case, he might engage in deviant behavior in the 

workplace such as absenteeism and non-compliance rules and regulations. This 

suggested that with a moderator factor such as labor climate, the predictor strength of 

job satisfaction on turnover will be higher.   

 

The elements of withdrawn cognitions in this model are behavioral based construct 

such as the thinking of leaving the organizational, and searching for new 

employment opportunity, and intention to leave. There are two pathways that link 

withdrawal cognitions and employee turnover in this model. 
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In commonly held viewpoints pathway, withdrawn cognitions will trigger an 

employee to participate in the process of employee turnover such as evaluate his 

current state and the employment opportunities in the market price, then proceed to 

job search, and then, the next stage of comparing alternatives and lastly, the decision 

to leave. In this model’s process flow, an employee will only start to search and 

compare alternatives after he develops withdrawn cognitions such as intention to 

leave.  

 

2.2.3 Intention to Leave and Actual Employee Turnover 

Mobley, Horner, and Hollingsworth (1978) conducted a research with multivariate 

turnover model. Using variables such as satisfaction, intention to leave, demographic 

and personal factors (age and tenure) as a predictor of actual employee turnover, they 

had concluded that all these variables individually was correlated with turnover. But 

when they aggregated all these variables together, the result showed that intention to 

leave was the only variable that was related to actual employee turnover. The 

conclusion that can be derived from this result was that intention to leave 

encompassed all the effects of other variables on turnover. Hence, turnover intention 

was the best predictor of individual turnover. This was supported by Mobley (1982b) 

who reported that one of the best predictors of employee turnover was an individual 

statement of intention to leave.   

 

Griffeth, Hom, and Gaertner (2000) in their meta-analysis and review of employee 

turnover literatures concluded that intention to leave is the best predictor of actual 

turnover compared to other cognitions and behavior. Allen and Griffeth (2001) in 

their study, determined that intention to leave was the strongest correlation with 
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turnover among others predictor with a correlation coefficient value of positive 0.46. 

Hom, Mitchell, Lee and Griffeth (2012) in their review or turnover literatures found 

that there were a high number of studies that focused on employee intention to leave 

as a criterion variable in the effort to have a better understanding in reducing 

valuable employees’ turnover and enhancing organization effectiveness. This showed 

that intention to leave is an acceptable surrogate variable for turnover.  

 

Another study that empirically demonstrated the direct linkage of between intention 

to leave and turnover was the published work of Fugate, Prussia and Kinichi (2012). 

These authors found that threat appraisal had a positive relationship with employee 

intention to leave and subsequently predicted the voluntary turnover among the 

employees. This finding was validated by more recent study which was conducted by 

Sun and Wang (2017) which concluded that higher level of intention to leave among 

employees led to higher rate of employee turnover.  Therefore, intention to leave is a 

valid proxy to actual turnover behavior. 

   

Due to the argument above, and that this research is a cross-sectional based, it was 

decided that intention to leave among high performers will be surrogate to the actual 

employee turnover behavior. Recent researchers that adopted this stand in their 

cross-sectional based studies such as Mai, Ellis, Christian, and Porter (2016), 

Babalola, Stouten and Euwena (2016), and Lee, and Ha-Brookshire (2017) provided 

support for the direction of this research. 
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2.2.4 Prior Empirical Studies   

The employee turnover phenomenon had attracted much interest among human 

resource practitioners and academic scholars. This can be contributed to facts that 

turnover is detrimental to the well-being of an organization and this phenomenon had 

existed since the emerging of full-time employment by the society at large. Both the 

outcomes and antecedents of employee turnover were given much attention in order 

to have a better understanding of this phenomenon.  

 

Most of the researches on turnover outcomes that were available linked turnover with 

negative outcomes but in recent years, another school of thought emerged (Hom & 

Griffeth, 1995). Dalton et al. (1982) proposed a new revision to this belief. They 

proposed that not all types of turnover are bad for the organization and there are 

some turnovers which benefit the organization. Recent findings also supported this 

proposal (Call et al, 2015).     

 

One of the negative consequences is without doubt is the financial cost that caused 

by employee turnover. Financial cost can be derived from a few categories which are 

separation cost, recruiting and attracting cost, selection cost, hiring cost which 

include the cost of training new employees and lost productivity cost. Watlington, 

Shockley, Guglielmino and Felsher (2010), suggested that the cost occurred due to a 

teacher turnover in a district school can be as much as USD 26,000. In a more recent 

finding, Alatawi (2017) stated that expenses identified with employee turnover were 

evaluated to run from 25% to 500% of the annual compensation of a worker, with an 

average of USD 3,996 per worker. These studies showed the enormous financial cost 

incurred by organizations due to employee turnover. 
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The second negative outcome is from the perspective of organizational performance. 

Shaw, Gupta, and Delery (2005), and van der Vegt, Bunderson and Kuipers (2010) 

concluded that voluntary employee turnover had a negative relationship with firm’s 

overall performance and this phenomenon also affected the firms’ financial 

performance. The third adverse consequence is the lower productivity. Employee 

turnover also caused firms to face the consequences of lower labor productivity. 

Guthrie (2001) and a more recent study in year 2009, by Siebert and Zubanov 

empirically demonstrated that voluntary employee turnover had a negative 

relationship with labor productivity. The fourth negative outcome to be considered is 

the quality of service. Hauseknecht, Trevor and Howard (2009) concluded that the 

rate of voluntary employee turnover at organization’s unit level had a negative effect 

on the customers’ perception of services’ quality. Lynn (2002), Batt and Colvin 

(2011), and Mohr, Young and Burgess (2012), supported this finding as their studies 

concluded that employee turnover affected the service quality.   

 

As discussed earlier, there are positive outcomes due to employee turnover. First and 

the foremost is the exit of poor performers. This is one of the major positive effects 

for an organization when a poor performer chooses to leave an organization.  This in 

fact will increase the effectiveness of the business unit as the resignation of this 

employee will remove a disruption from the workplace such as other employees do 

not need to carry the burden of supporting this employee in term of performance 

Mobley (1982b). 

 

Another positive outcome can be related from the perspective of knowledge and 

skill-set. Replacements of underperforming employees can bring in new idea and 
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they may possess skill-set that can enhance the effectiveness of the business unit. 

Further, new employees also provide a pipeline to discover and train the next 

generation of leaders (Nyberg, 2010). Lastly, other positive ramification is the 

reduction of labor cost. Low performance staffs are not able to carry their own 

weight and fellow colleagues need to cover for them in the daily running of the 

operation activities in the workplace. In the event, these low performers leaving the 

firm, their previous positions might not need to be filled as their responsibilities in a 

matter of speaking, had been distributed among other employees even during their 

tenure in the business unit. This will proof to be a saving of labor cost for the 

concerned organization (Mobley, 1982b).  

 

The antecedents of employee turnover can be study from three perspectives which 

are organizational factors, individual dispositional factor and contextual factors. One 

of the organizational factors that affects employee turnover is the compensation 

policies. Shaw, Delery, Jenkins and Gupta (1998) found that firm’s human resource 

compensation policies such as pay and benefits had a negative relationship with the 

employee turnover with the sample derived from trucking organization in US. 

Meanwhile, Nyberg (2010) in his study on retaining high performers in the insurance 

industry concluded that pay growth was one of the factors that influence employee 

intention to leave. He also postulated that the element of pay growth affected the 

high performers in a higher degree compared to marginal performers. This is because 

that high performing employees may receive unsolicited job offers and may 

considered leaving the current organization if they perceive that their pay growth is 

low. In a recent finding, Chin (2018) concluded that intrinsic job satisfaction had a 
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negative relationship intention to leave and career development was the factor that 

contributed the most to employee intention to leave. 

   

Work-related stressor is another organizational factor that influences employees’ 

intention to leave. Podsakoff, LePine, and LePine (2007) in their meta-analysis study 

of work stress related outcomes concluded that work stress did influence turnover 

which was mediated by job satisfaction. Meanwhile, Cavanaugh, Boswell, Roehling, 

and Boudreau (2000) reported that hindrance-related stressors which was caused by 

the ambiguity of the job itself, office politics and the job security concerns will lead 

to employees thought of leaving the organization. On the other hand, challenge-

related stressor which was caused by high degree of workload, time sensitive tasks 

and responsibilities which employees deemed as an important stressor that will 

enhance their professional growth and accomplishment will increase employees’ 

work-related satisfaction and reduce intention to leave among the workforce. This 

finding was supported by another study conducted by Katsikea, Theodosiou, and 

Morgan (2015) which finding concluded that hindrance-related role stressors of role 

ambiguity and role conflict reduced the level of employees’ job satisfaction which 

led to higher intention to leave among these employees. Hence, it is important to 

differentiate the type of stress that employees face in a workplace as different types 

of stress element will have different impact on job satisfaction and ultimately 

different level of intention to leave among employees. 

 

Another important organizational factor that influences employee decision to exit 

from an organizational is the quality of relationship between leader and the 

followers. Graen, Hoel and Liden (1982) found that in a high-quality leader-member 
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exchange workplace, the employees’ level of intention to leave was lower compared 

to a working environment with low quality of leader-member exchange. Meanwhile, 

Li, Liang, and Zhang (2016) study revealed that humble leader behaviour (humble 

leaders lay emphasis on followers’ and themselves’ growth and development, and 

allow followers’ psychological freedom) had a positive impact on the relationship 

between leader and subordinates which led to lower intention to leave among 

subordinates. This is due to reason that in a high-quality relationship workplace, 

leader cared about employees’ personal and professional life by taking the time to 

talk to them regarding their performance or asking how they are doing, helping them 

to improve in term of job performance, and aiding if needed when the employees are 

facing difficult assignment. Meanwhile, in a low-quality relationship working 

environment, the leaders’ behaviors in a totally opposite direction such as their 

leaders did not spend time talking to them regarding their performance and the 

employees perceived that their leader did not even attempt to assist them when they 

faced difficulties in trying to complete a difficult assignment. 

   

From the perspective of individual dispositional, job investment is one of the factors 

that influence employee turnover. Hom and his colleague (1995) recognized job 

investment played an important role in influencing one’s organization commitment 

and ultimately retention. The elements in the employee’s job investment included 

non-transferable benefits such as pension, job-specific training, and seniority perks 

and career advancement. One of the reasons that an employee might decides to stay 

in an organization is that he is afraid of losing the investment that he invested in the 

job. In another work, it is too costly for this employee to separate from the current 

position. Hence, the longer the employee worked in an organization, the less likely 
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that he will leave. Rusbult and Farrell (1983) conducted a longitudinal study on the 

relationship between job investment, commitment, and employee turnover provided 

the empirical support for Hom and his colleague’s recognition of the important role 

of job investment in influencing employee turnover. 

 

Another individual dispositional factor that influences the employee turnover is 

employment security. Cheng and Chan (2008) found that the relationship between 

job insecurity and intention to leave. In their review of 133 studies, Chen and Chan 

concluded that there was a positive relationship between job insecurity and intention 

to leave, with the younger and shorter tenure employees showed the strongest degree 

of relationship. This result could be due to this group of employees were more 

willingly to exhibit withdrawn cognitions if they perceived that the job did not offer 

employment security as their job investment was low and hence, they had not much 

to lose if they leave the current job. Meanwhile older and longer tenured employees 

might be reluctant to display any withdrawn cognitions even if they perceived the 

current position did not offer job security as they have much to lose due to the reason 

that their job investment was high. Laine, van der Heijden, Wickstrom, Hasselhorn 

and Tackenberg (2009), and Kinnunen, Makikangas, Mauno, De Cuyper and De 

Witter (2014) finding supported the conclusion that intention to leave was related to 

job insecurity in a positive direction. 

   

One of the contextual factors that influence employee turnover in a workplace is 

group cohesion. George and Bettenhausen (1990) discovered that group cohesiveness 

had a negative relationship with employee turnover. Group cohesiveness in a 

workplace encourages the members to be friendly and co-operate among each other, 
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and instills positive feeling in completing the group task. Due to these positive 

characteristics of this type of working environment, its members value the 

membership in the team and have a sense of belongings in this working team. 

Buckingham and Coffman (2000) concluded that one of the factors that determined 

the strength of a workplace is whether an employee had a best friend at work. Hence, 

the closeness among the employees create a situation where the members of a 

working team are willing to stay and refrain from exiting from this workplace as this 

means losing good friends. 

   

From this discussion, a pattern was detected. Most of the studies were conducted 

with research’s sample of all type of employees. There was a lack of studies focused 

from the perspective of high-performing employees. In 2013, Heavey et al. reported 

that there were very limited published academic papers that study turnover 

phenomenon from the perspective of employee performance after they conducted a 

meta-analysis of employee turnover literatures. Recently, in their review of the 

literatures on turnover phenomenon that were published during the period of one 

hundred years, Hom, Lee, Shaw and Hausknecht (2017) cited only eleven studies 

that focused on performance-turnover even though theoretical and empirical research 

on voluntary employee turnover generated over two thousand articles (Lee, Hom, 

Eberly, Junchao & Mitchell, 2017). The above findings indicated there are a lack of 

studies that focused on performance-turnover. Siebert and Zubanov (2009) 

mentioned that the Big Four accountancy firms planned to maintain a turnover rate of 

10% to 12% in the effort to continue to enjoy good performance. This showed that 

organizations realized the importance of differentiating the type of employee 

turnover as not all turnover is bad for the organization. The above discussion 
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supports the direction of this study which is to focus on high performing employees’ 

intention to leave in a workplace and the finding of this research will fill the gap of 

knowledge in the field of employee turnover.   

 

2.3 Leadership   

Since the dawn of management as a scientific process era, leadership has been one of 

the most discussed and examined area of interest among the scholars as this term is 

very subjective and there are many definitions been proposed. According to DuBrin, 

Dalglish and Miller (2001), some of the definitions are: 

• Interpersonal influence, directed through communication toward goal 

attainment; 

• The influential increment over and above mechanical compliance with 

directions, and orders; and 

• An act that causes other to act or respond in a shared direction. 

 

But John Maxwell (1993) sums it up the best: Leadership is influence. This is true as 

leadership is an art of getting followers and the ability to influence them toward a 

shared worthwhile goal. It is not only important to stimulate the followers to achieve 

goals but it is also essential to be able to influence the followers to embrace change if 

needed for a common good. 

 

Change is one subject that consistently emerges when there is a discussion on 

leadership. DuBrin (2016) define a good leader as someone that can facilitate 

changes while Daft (2011) defines an important part of leadership is to influence the 

followers to bring change to a desirable outcome. Maxwell (1993) declares that the 
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ultimate test of a leader is to create positive change. If leaders resist to change, they 

are no longer leading. 

 

There is a misconception that management and leadership are two different entities 

that work interdependence of each other. Branson (2015) commented that there are 

two types of bosses: Managers or Leaders. This means that either you are manager or 

leader. But there are arguments that manager need to have the ability to lead as well 

as manage to ensure that organizations do not face extinction (Kotter, 1990; Daft, 

1999; Mekraz & Gundala, 2016). Hence, in this literature review, the stand taken on 

this issue is that it is essential that managers or even supervisors who have 

subordinates working under them, need to develop leadership skills as well as 

management skills to ensure that the organization goals are achieved. This is view is 

also share by Maxwell (1993) who suggests that there is leader in every level of 

management and immediate supervisors can learn to be an effective leader.       

 

Leadership is one of the most research areas in the management subjects. There are 

considerable numbers of research carried out on leadership and from these 

researches, several theories on leadership have been propounded. However, there is a 

need to integrate and synthesize them to have a better view of the main issues. The 

great man theory was the earliest leadership theory proposed. It is believed that 

leaders were born with certain leadership’s traits and natural abilities that made them 

to be able to influence and exert power over their followers (Daft, 2008). As the early 

scholars spent a considered amount of time and effort to focus on discovering the 

traits that make an individual to be a leader, a new theory is born which is known as 

the trait approach theory. In this theory, it is proposed that there are individuals that 
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are born with traits that will make them a natural leader. Traits are defined as 

distinguished personal characteristics such as intelligence, values, self-confidence 

and appearance and successful leaders possess all or some of these traits (Daft, 

1999).  

 
 

As the trait theories losing its interest among the scholars due to the main reason of 

the difficulties to identity a universal set of traits, academic researchers turn to the 

approach of looking at the leaders’ behaviour rather than their trait. In this approach, 

it is believed that an individual can be a good leader by adopting the appropriate 

behaviour. Unlike the trait approach, behaviour approach preaches that leadership 

behaviour can be learned and, hence it is accessible to everyone (Daft, 1999). There 

are two major researches that studied the dimensions of leader behaviour which are 

conducted by Ohio State University and University of Michigan. As behaviour 

theories no longer able to explain all the phenomena in the leadership issues, in next 

generation of research, the scholars turn to another area of interest which is based on 

the situational variables that influence a leader’s behaviours. This is known as 

contingency theories. In this approach, it is believed that a leader will tailor his 

leadership styles to suit the situation to improve the effectiveness of his leadership. 

The situational variables include followers’ characteristics, working environments’ 

characteristic and the external environment. Contingency theories are also known as 

situational theories in some of the literatures available (Daft, 2008).  

 

The next important development in the area of leadership is the influence theories. In 

this approach, the focus point is the influence processes between the leaders and the 

followers. One of the main subjects of the influence theories is the charismatic 
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leadership. This refers to the influence of leader which is not based on formal 

authority but on the leader’s qualities and his/her charismatic personality (Daft, 

2008).  The current area of focus in the study of leadership is the relational theories. 

In this approach, the main component is how leaders and followers interact and 

influence each other. Rather than looking at how a leader influence the followers; 

this approach focuses on the relational process that allows a meaningful engagement 

among all the participants in the workplace settings and everyone contributes to 

achieve the desirable organization outcome or vision. Three of the related areas of 

study in relational theories are the transformation leadership, transactional 

leadership, and servant leadership (Daft, 2008).  

 

Transactional leadership is defined as an exchange process between the leader and 

the follower (Daft, 2008). The transactional leader identifies the needs and wants of 

his/her follower and then clarifies how to satisfice these needs and wants in exchange 

of the employees’ meeting the desirable outcome of their tasks and responsibility. 

While Lo, Ramayah and DeRun (2010), define transactional leaders as those who 

motive their follower by appealing to the self-interest of the followers.  

 

According to McCleskey (2014), for the past 30 years, transformation leadership has 

been “the single most studied and debated idea in the leadership area”. Bass (1990) 

proposes that one of the better ways to achieve superior leadership performance is by 

embracing the transformation leadership as a way of life in an organization. Daft 

(2011) and McCleskey (2014) concluded that the transformational leaders are able to 

achieve performance outcomes by influencing their followers to put the 

organization’s need ahead of their own need while elevate the followers’ level of 
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needs from the lower level of physical needs to the higher level of psychology needs 

based on Maslow Hierarchy of Needs theory.  

 

The above discussion gave an insight on the leadership development since the 

inception of scientific study in this area of interest from the earliest leadership theory 

to the current theory which is the relational theory. Another important relational 

theory which is servant leadership will be discuss in depth as it is one of the main 

constructs in this study.  

 

2.3.1 Servant Leadership 

A poem composed by Loa-tzu, 1,300 years ago (Manz & Sims, 1991), described the 

characteristic of a good leader. According to the poem, a good leader is willingly to 

stand back, stay out of the limelight and empowered its followers. This will create a 

working environment where employees are given the authority and the responsibility 

to perform and thus when the task is completed successfully, the credit goes to the 

employees. The culture of task ownership among the workforce will prevail in this 

working condition. Employees will claim ownership of their tasks and will have the 

belief of doing a great job. Servant leadership embraces this characteristic as it is an 

important component of its existence. Though, servant leadership (SL) was only 

conceptualised in the 1970s but the foundation was laid thousand years ago. 

 

Robert Greenleaf was the pioneer in describing and promoting servant leadership 

philosophy. In the effort to enhance the understanding of the SL philosophy, 

Greenleaf and his colleagues published various publications on this subject 

(Greenleaf & Spears, 1995:1998; Greenleaf, Spears & Frick, 1996). The foundation 
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of this leadership was a person’s natural need to serve. Then conscious choice brings 

one to lead. The most important component of this theory is that a leader put the 

interest of his followers and then the organization ahead of his own interest. It is a 

leadership upside down (Daft, 2011). It is a model based on the theory of follower-

oriented leadership (Sendjaya, Sarros, & Santora, 2008; Yan & Xiao, 2016). SL 

leaders make it their priority and mission to help their followers to grow and realize 

their maximum potential. Further, SL leaders also focus to assist their followers to 

achieve optimal success in both personal and professional life (Le Ng, Choi & 

Soehod, 2016; Achen, Dodd, Lumpkin & Plunkett, 2019;). 

 

Another important element of SL is that it places an emphasis on the moral and 

ethical behaviour of a leader (Jaramillo, Grisaffe, Chonko & Roberts, 2009a; Liden, 

Wayne, Liao & Meuser, 2014). Ehrhart (2004), and Dutta and Khatri (2017), asserted 

that one of the fundamental elements of SL is the leader’s ethical behaviour. As SL 

leaders are governed by high standard of ethical, this positive behavior will be able to 

guide an organization towards a higher level of ethical.             

 

DuBrin, Dalgish and Miller (2001) commented that servant leadership is considered 

a quite new concept in the leadership’s literature. Though, research on this leadership 

paradigm has proven to be a successful undertaking. Irving and Longbotham (2007) 

empirically demonstrated that servant leadership enhances an organization’s 

effectiveness. While Jones (2012) found that servant leadership improve the 

profitability of an organization by minimize staff turnover as well as improve 

employees’ satisfaction which lead to higher level of morale and commitment in the 

workplace.  
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But it is undeniable that researches with the SL theme are still at the infancy stage. 

Though, it is estimated that 20% of Fortune top 100 companies are instilling SL 

culture in their organization. Heavyweight organizations such as Southwest Airlines, 

Starbucks, Vanguard Investment Group and ID industries are some of companies that 

embrace the value and belief of SL culture (Parris & Peachy, 2013). This situation 

can be contributed to excessive misuses of power for personal gain of top 

management in recent years such as Enron scandal. Organizations realized that this 

kind of behavior can destroyed not only the organization but also the reputation of 

the employees of that organization. Hence, top companies are turning towards to 

ethical leadership in the effort to ensure that their organizations remain relevant in 

their industry. They are turning to SL culture as it is one of the leadership styles that 

emphasis on ethical behaviour and the focus on the importance of stewardship. 

Further, Collins (2001) stated that in this current volatile business environment, the 

most suitable leadership style to build great companies was a combination of strength 

and humility. And one of the most distinct characteristics of a SL leader is his 

humility in serving others.  

 

Thus, even though SL research-based empirical studies are still limited but its 

popularity among the top organization indicated that it is a tenable and relevant 

leadership theory. Liden, Wayne, Zhao and Henderson (2008) in their empirical 

based SL measurement development paper, concluded that SL provides a framework 

in search of better understanding of how leaders influence the followers’ attitudes 

and behaviors.   
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2.3.1.1 Servant leadership dimensions 

A servant leader is a leader that serves his/her followers by ensuring that the 

followers can achieve their goals and not the leader’s own personal goal. Robert 

Greenleaf is credited as the main propeller of this leadership style. Spears (1998) 

proposed ten main characteristics of servant leadership (SL) which were derived 

from Robert Greenleaf’s writings. This is the earliest construct of servant leadership 

which was considered by servant leadership scholars as the most influential 

development in operationalised servant leadership as a tenable and viable leadership 

theory. The ten dimensions are listening, empathy, healing, awareness, persuasion, 

conceptualization, foresight, stewardship, commitment to the growth of followers, 

and building community.  

 

Laub (1999) was one of the pioneers in constructing the SL model. In his proposed 

model, he identified six clusters that defined SL. The six clusters are values people, 

develop people, builds community, displays authenticity, provides leadership, and 

shares leadership. This model served as a foundation for SL scholars to construct this 

leadership style.   

 

Russell and Stone (2002) proposed a different model of SL which was based on their 

reviews of SL literatures that are available at that period. In their model, there were 

nine functional attributes and eleven accompanying attributes. The nine functional 

attributes were vision (this dimension encompasses both Spear’s (1998) SL 

dimension of conceptualization and foresight), honesty, integrity, trust, service, 

modelling, pioneering, appreciation of others, and empowerment. 
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Russell and Stones (2002) also identified another set of factors that related to the 

servant leadership which was named as accompanying attributes. This set of factors 

enhanced the level of intensity and effectiveness of functional attributes to instil SL 

occurrence in the workplace Accompanying attributes served as a moderator in this 

SL construct. There are eleven dimensions in this set of factors which were 

communication, credibility, competence, stewardship, visibility, influence, 

persuasion, listening, encouragement, teaching, and delegation.  

   

There is one main weakness in Russell and Stone’s (2002) SL model which is the 

lack of substantial explanation on why certain elements are group in the functional 

attributes while others are in the accompanying attributes group. Though, there was 

explanation on the classification of functional attributes as elements that are 

repetitive prominence in the SL literatures and accompanying attributes appear to be 

supplement and augment the functional attributes. But there is no in-depth 

explanation of the nature of the elements itself in this relationship. For example, 

accompanying attributes such as stewardship, persuasion and listening are important 

parts of SL which may grouped them as functional attributes rather than identified 

them as accompanying attribute elements. Van Dierendonck (2011) posed the same 

argument in his review of SL literatures. But without doubt, this is one of the most 

comprehensive SL constructs that embraces all the elements of Spears’ (1998) 

construct of SL. 

   

In 2006, Barbuto Jr and Wheeler proposed an integrated construct of SL which was 

derived from literature review method. Based on the earlier work of Spear’s (1998) 

SL construct of ten dimensions of listening, empathy, healing, awareness, persuasion, 
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conceptualizing, foresight, stewardship, commitment to people’s growth, and 

building community, and an additional dimension of calling (defined as a conscious 

decision to serve), Barbuto and Wheeler designed a subscale items to measure these 

eleven dimensions to develop and construct a SL model. From the result of their 

statistical analysis, five factors emerged as distinct dimensions for SL. These five 

dimensions were altruistic calling, emotional healing, wisdom, persuasion mapping, 

and organizational stewardship. In this construct, the element of growth is not 

included as it is empirically scatted across other dimensions. Community building is 

also missing from this construct due to the reason that this element did not contribute 

to the construct of this SL model from the empirical viewpoint.  

   

Liden et al. (2008) through their factoring analysis in their empirical study, identified 

7 SL dimensions which were emotion healing that refers to the behavior of a leader 

in showing concerns to his followers’ well-being, creating value for the community 

which is the act of making a conscious effort to help the community when one’s is 

embedded to and showing concern for the same community’s well-being, conceptual 

skills which focuses on possessing  job-related knowledge and the skill-set which 

will enable the leader to effectively assist and his followers in the working 

environment, empowering which refers to encouragement and facilitation offer to the 

immediate followers in the effort to assist them to identify and solving problems and 

also allowing them to determine when and how to achieve performance outcomes, 

helping subordinates grow and succeed which is the act of supporting and mentoring 

the immediate subordinates in the effort to help them to realise their full potential 

and ultimately achieve both personal and professional growth, putting subordinates 

first which refers to the leader of putting the interest of others ahead of his own 
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interest, and lastly, behaving ethically which is defines as upholding a leader-

follower relationship that based on open, fair and honest manner. The strength of this 

construct is that it is based on empirical driven method and not a conceptual model. 

This offer a more reliable and acceptable model for future SL empirical based 

research. Thus, there are high number of researchers adopting this model as their 

research model when studying SL (Bakar & McCann, 2016; DeConinck, Moss & 

DeConinck, 2018)       

 

In 2011, van Dierendonck proposed a new SL construct in his published academic 

paper which was resulted from his review and synthesis of SL relevant research 

paper. In his review of SL published material, van Dierendonck summarized that 

there are six main characteristics of SL which were empowering and developing, 

humility, authenticity, interpersonal acceptance, providing direction, and 

stewardship. Van Dierendonck’s (2011) construct of SL encompasses most of 

Russell and Stone’s model with a few improvements. It includes the dimension of 

humility which is an important component of SL and a better model without the 

confusion of grouping system of the elements. But is does not include one of the 

essential components of SL which is the dimension of listening. This is a weakness 

in this construct. 

 

All the different constructs by SL scholars show that there is a lack of consensus of a 

SL model. These various SL constructs exemplify the differences in interpreting of 

Greenleaf’s writing with the main reason due to the different terminologies employed 

by the scholars in their research. But it must be noted that most of them if not all, 

have included the fundamental dimensions of putting subordinates’ interest ahead of 
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their own interest and ensuring the professional growth of their subordinates (Eva, 

Robin, Sendjaya, van Dierendonck & Liden, 2019). This without doubt, captured the 

essence nature of SL which is the need to serve as conceived by Greenleaf. 

 

2.3.1.2 Comparison with Other Leadership Theories 

There are a few emerging leadership theories that at a first glance are very similar to 

SL theory. It is difficult to differential between these theory and SL due to most are 

overlap with SL. One of these is transformational leadership which has the highest 

degree of model overlap or similarity with SL. Hence, SL scholars had been 

producing analysis studies to emphasis the differences between these two leadership 

models in the effort to present SL as a tenable model (Smith, Montagno & 

Kuzmenko, 2004) 

 

Bass’ (1985) transformational dimensions of supporting behaviour, intellectual 

stimulation and individualized consideration which play an essential role in 

subordinate’s development are overlap with SL. But the fourth dimension of 

idealized influence is one of the factors that contributes in making SL distinct from 

transformational leadership. In this context, transformational leaders put the interest 

at utmost important and the growth of the subordinates is given the attention as this is 

a good for the organization as a whole. SL put the interest of the subordinates ahead 

of the organization’s interest and self-interest. In this scenario, the development of 

the subordinates is given priority in order for the followers to achieve their full 

potential and enjoy both personal and professional growth in their career. The effect 

of this development may become an organization’s gain in term of high level of 

employees’ efficiency and positive outcomes. 
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Smith, Montagno and Kuzmenko (2004) argued that thought both SL and 

transformational leadership pursuit intellectual stimulation as a mean to develop the 

subordinates but it is from different context perspective. Elements in intellectual 

stimulation such as encouragement and affirmation are applied to achieve different 

outcomes. In SL, these elements are related to assist in developing the subordinates 

to be the best that they can be, and facilitating their growth to advance in their career 

and achieve personal goal. In transformational, both the elements are directed to 

enhance the subordinates’ innovative and creativity skills in the premise that these 

two skills will contribute to the growth of the organisation. This reinforces the 

difference between SL and transformational leadership in the perspective of for 

whom and for what reason, a follower grows in term of knowledge and skill. 

 

Another element of difference is the moral and ethical behaviour. In SL, moral and 

ethical behaviour are emphasized to create a working environment that encourages a 

relationship that based on trust which is important in achieving positive shared 

outcomes. In transformational leadership, this element is missing from its construct 

and the leader is not expected to hold this desirable behaviour but it must be 

emphasis that elements in transformational leadership will create an ethical based 

working environment. 

 

Authentic leadership is another leadership that shares some similar characteristics 

with servant leadership. Authentic leadership’s foundation is built on one’s being 

genuine and being honest of one’s personality, values, and beliefs including of 

displaying of integrity (DuBrin, 2016). It encompasses of positive behaviour such as 

promote self-awareness, display both relational and internalized transparency, and 
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internalized moral perspective, and emphasis on balanced processing. These 

behaviours will create a working environment which will encourage the followers to 

engage in the similar behaviours of authenticity.  Walumba, Avolio, Gardner, 

Wernsing and Petersen (2008) in the search to operationalised authentic leadership, 

developed a set of characteristics of authentic leadership which were a focus on 

being authentic when interacted with others and stayed true to one’s inner thought, 

and maintain these positive behaviours consistently, and willingly to embrace 

change. Based on the van Dierendonck’s (2011) six characteristics of SL, when one’s 

made a comparison of both these theories, it emerged that there were two 

characteristics that overlap with each other. The dimensions are authenticity and 

humility. The rest of the SL dimensions were not measured or mentioned as part of 

the core characteristics of authentic leadership. Further, in the dimension of humility, 

in authentic leadership, it focused on the willingness of the leader to learn from his 

subordinates but there was a lack of focus on the willingness to stand back and 

allowed the subordinates to complete a task successfully on their own and received 

the accolade for a job well-done which was a main component in the SL. These are 

some of the characteristics that made both leadership models distinct from each 

other. 

 

Another leadership theory that showed promises of similarity with SL is the ethical 

leadership. Brown, Trevino and Harrison (2005) defined ethical leadership as a 

leadership model that emphasises on the importance of behaving ethically with the 

focus on involve directly with the employees based on a trusting relationship. With 

the main characteristics of fair decision-making, behave ethically, listening and 

putting the interest of subordinates ahead of other concerns, showed that ethical 
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leadership has a lot of common elements with SL. Using van Dierendonck’s (2011) 

six characteristics of SL as a comparison tool, it is noted that the strongest overlaps 

of dimensions are empowering and developing followers, humility and stewardship. 

The remaining three characteristics such as authenticity, interpersonal acceptance, 

and providing direction are not feature extensively in ethical leadership. This 

demonstrated that SL and ethical leadership have differences which made them 

distinct from each other. 

   

With the review of the current main leadership theory that emerged in recent years 

with SL, it is without doubt that there are similarities among these four leadership 

theories but this exercise also detected great differences among these theories. Liden 

et al. (2008), and Flynn, Smither and Walker (2015) stated that SL is different from 

other leadership models as the two main characteristics of SL are the focus on 

personal integrity and to form long-term working relationship with the followers.   

Thus, with this development, the conclusion is that SL is a viable leadership model 

which can withstand the test of comparison with other leadership theories. Parris and 

Peachey (2013), and Hoch, Bommer, Dulebohn, and Wu (2018) also arrived at this 

conclusion when they review current SL literatures and other similar theme of 

leadership styles. 

 

 2.3.1.3 Prior Empirical Studies on Servant Leadership 

Though much of the early research on SL were focusing on conceptualizing this 

leadership model and designing measurement to operationalised SL as a tenable 

leadership theory (Russell & Stone, 2002; Barbuto & Wheeler, 2006; van 

Dierendonck, 2011), there are progress made in discovering the antecedents of SL 
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and the impact of SL on individual and organizational outcomes. The antecedents of 

a leader embracing servant leadership can be studied from perspective of leader 

characteristic and culture while empirical studies on the impact of SL on outcomes 

were mainly on organizational perspective such as staff’s performance and 

individual’s perspectives such as job satisfaction and commitment (van Dierendonck, 

2011). 

   

The main components of leader’s characteristic are the personality and the length of 

a leader tenure. Daft (2011) defined personality as a set of unseen characteristics and 

processes that influence a person’s relative stable behaviour in response to ideas, and 

people in the environment. Based on the concept of Big Five personality, SL leaders 

should exhibit the behaviour with the personality of high level of extraversion, 

agreeableness, conscientious, and emotional stability. Leaders that exhibit these 

characteristics in their behaviour will have a high tendency to be a SL leader. 

 

Politis and Politis (2012) provided empirical support of the relationship between the 

Big Five personality dimensions and SL. They concluded that there are positive and 

significant relationship between the personality dimension of extraversion, 

agreeableness, conscientiousness, and openness to experience, and SL. The 

relationship between neuroticism (low emotional stability) and SL is a negative one. 

Hence, the result of this study supported the argument that there is a relationship 

between leaders’ personalities and SL. 

 

Another characteristic of a leader that embrace the SL philosophy is based on the 

length of the leader tenure. Beck (2014), in his research on identifying the 
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antecedents of SL, empirically demonstrated that the longer a leader in a leadership 

role, the most likely that his leadership style is leaning towards to servant leadership. 

Further, during the tenure as a leader, this leader consistently engaged in self-

reflection on his performance as a leader and display high level of self-efficacy in 

which he has a belief that he can successfully complete a given task.  

 

Flynn, Smither and Walker (2015) supported the important of self-reflection and 

self-efficacy in promoting SL culture in the workplace. In their empirical study, it 

was concluded that core self-evaluation which included the element of high degree of 

self-efficacy played an essential role in the emerging of SL in the working 

environment. This finding supported Beck’s (2014) main conclusion that self-

reflections and self-efficacy were important in determining whether a leader is ready 

to become a servant leader. In further reinforced the important of dimension of self-

evaluation as an antecedent of SL, Irving and Longbotham (2007) also highlighted 

that engaging in honest self-evaluation was an essential component of SL. 

 

Culture is another element that has an effect on SL. There are two main culture 

dimensions that will play an important role in influencing the occurrence of servant 

leadership within an organization (van Dierendonck, 2011). One of the culture 

dimensions is the humane orientation. Kabasakal and Bodur (2004) defined this 

orientation as “the degree to which an organization or society encourages and 

rewards individuals for being fair, altruism, friendly, generous, caring, and kind to 

others. This indicated that in a society that showed high level of humane orientation, 

the belief and the values of this society will be more towards to being concern and 

kind to each other, and the need to enhance the wellbeing of others. Meanwhile in a 
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low level of humane orientation, the value is more toward self-preservation with self-

interest enhancement as the main objective. Hence high humane society will provide 

an environment where servant leadership will thrive on as both constructs namely 

humane orientation and servant leadership shared similar characteristic and being 

driven by the same factors (van Direndonck, 2011).    

 

Another culture dimension that influence the emerging of SL in the workplace is the 

power distance orientation. This dimension is defined as the extent to which people 

accept and endorse inequality of power among institutions and individuals (Daft, 

2011).  In a high power-distance cultural society, it is expected that followers are 

obedience to their leader and organization structure is more towards to a centralized 

model. Meanwhile low power distance society, followers are less deference to their 

leader and the organization structure is towards more to decentralized model. 

Organization with low power distance orientation will offer an environment that 

encourages power sharing and empowerment by the leader. Hence, in a low power 

distance organization, servant leaders will have the best platform to be effectiveness 

(Hale & Fields, 2007). This proposal is supported by Eva et al. (2019) as they 

concluded that in a low power distance organization, leaders are naturally developed 

themselves as a servant leader.   

       

Malaysia is one of the countries that shows high value of humane orientation and this 

provides a conducive environment where servant leadership will occur naturally. But 

Malaysia has also a high score of power distance orientation which may deter servant 

leadership from gaining acceptance in our working environment.  High value in these 

two cultures might eliminate the effect of each other on servant leadership 
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occurrence in the organizations. Though, it must be noted that Malaysia is listed high 

in the humane orientation table but in the power distance table, Malaysia is sitting at 

the mid-table only. This shows that humane orientation has a stronger influence in 

the Malaysian society compared to power distance orientation. Further, Kabasakal 

and Bodur (2004) concluded empirically that humane orientation is negatively 

correlated to power distance orientation. This means that society that value humane 

orientation will find ways to reduce the influence of power distance orientation in the 

effort to fight social injustice. Following this argument, it is within reason to assume 

that servant leadership has been a practice among the leaders in the Malaysian 

organizations. Recently, studies conducted by Bakar & McCann (2016), and Le Ng, 

Choi and Soehod (2016) provided the empirical support that servant leadership exists 

in Malaysia context.   

 

From an organization perspective in studying SL and outcomes, SL was shown to 

have a positive influence on organization performance. Jones (2012) presented a 

finding that showed SL played an important role in enhancing organization’s 

profitability due to decreased of customers’ turnover and the improvement of 

customers’ trust in the organization. Meanwhile, Chen, Zhu and Zhou (2015) found 

that SL in the workplace had a positive effect on the employees’ customer’s service 

quality which was validated by customers through a survey feedback. These two 

studies provided empirical evidences that SL enhances organizational performance. 

In another development, SL had also shown to create a desirable working culture. 

Liden, Wayne, Liao and Meuser (2014) empirically demonstrated that SL leader can 

create a serving culture in the workplace in which subordinates become a servant 

leader themselves. In this working environment, subordinates took upon themselves 
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to share the burden of leadership and provided guidance to others. This scenario 

showed that SL leader could propagate the development of SL among the followers. 

This finding supported the earlier work of Melchar and Bosco (2010) in which they 

found empirical evidence that servant leaders could develop a culture of SL and 

followers became a servant leader themselves. Further, in this environment, high 

level performance was shown by the business unit in term of improved customer’s 

services and lower rate of employee turnover. 

 

Servant leadership has been shown to have a positive relationship with organizational 

commitment. Liden, Wayne, Zhao and Henderson (2008) made a conclusion from 

their empirical research that SL could predict organization’s commitment among the 

employees and it was a better predictor compared to transformation leadership and 

LMX theory. Goh and Low (2014) with the research population in Malaysia 

supported this conclusion as their study also indicated that SL culture in the 

workplace enhanced employees’ organization commitment. 

 

One of the most important relationship between SL and positive outcome from the 

individual perspective is the lower level of intention to leave among the employees 

that work with a SL leader. Jaramillo et al. (2009a) in their empirical study found the 

SL reduced employees’ turnover intention. Recent studies by Kashyap and 

Rangnekar (2016), and Jang and Kandampully (2018) arrived at a similar conclusion 

of which SL had negative relationship with intention to leave.  

 

Another important relationship between SL and individuals’ positive outcome is that 

SL increase the level of OCB engagement among employees. Newman, Schwarz, 
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Cooper and Sendjaya (2015) found that SL leadership is positively related to 

subordinate OCB through LMX while Harwiki (2016) found that servant leadership 

impacted significantly on organization commitment, OCB and employee 

performance. Yan and Xiao (2016) made a significant finding in the study of SL as 

they found that servant leadership is positively related to the OCB dimension of 

voice behaviour which is one of the very limited studies that connected SL and voice 

behaviour. 

 

From the review of the empirical studies on SL, it is concluded that there is a lack of 

studies conducted to explore the construct of SL in a given working environment. 

This conclusion is shared by Parris and Preachey (2013) as their systematic review of 

all the available SL literatures highlighted the need to conduct a higher number of 

empirical studies that investigate SL in organizational setting. Meanwhile Eva et al. 

(2019) in their systematic review of servant leadership literatures, concluded that 

there is an increase of empirical studies published but still lacking of cross-cultural 

studies as most of the studies were conducted in United States. 

 

2.4 Organizational Citizenship Behavior (OCB) 

This section begins with an overview of OCB and continues with the discussion on 

its dimensions. Lastly, it discusses prior empirical studies on OCB.  

  

2.4.1 An Overview 

Nearly half a century ago, Katz (1964) proposes that for an organization to function, 

there are three basic behaviors which need to be adhere to. These 3 types of behavior 

are people must be induced to enter and remain within the system which is basically 
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relate to recruitment and retention process, they must carry out specific role 

requirements in a dependable fashion which refers to the need of the employees of an 

organization to produce performance and productivity based on their job description 

consistently, and there must be innovative and spontaneous activity that goes beyond 

role prescription which refers to the employees’ positive enhanced performance 

behaviors that are not describe in the job description. 

 

In the regard of the third category, Katz (1964) make a note that “An organization 

which depends solely upon its blue-prints of prescribed behavior is a very fragile 

social system”.  This note makes a powerful statement that for an organization to 

function effectively, it is not enough to rely to the performance of the employees 

based on the job description but there is another important element to be consider 

which is the employees’ extra-role behavior. This extra-role behavior consisted of 

co-operation between the employees, altruism and other non-compulsory positive 

working behavior such as willing to accept temporary imposition and help to avoid 

workplace problem by sharing important information with working colleagues. It is 

distinct from the contractual and enforceable behavior as this type of behavior which 

is known as citizenship behavior is not part of the job description. As it is beyond the 

formal requirement behavior, there is no possibility of reprimanding action taken by 

the employers if the workers are not engaging in this behavior. Yet it is important to 

the organization as this behavior helps to create a working environment that 

encourage better performance.  

 

This development encouraged organization behavior-based researchers to focus on 

this citizenship behavior. Leading the way was Organ and his colleagues who coined 
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the term of Organizational Citizenship Behavior (OCB) as a construct of this extra-

role behavior (Bateman & Organ, 1983; Smith, Organ & Near, 1983).  Other well-

known related constructs to explain this phenomenon are organizational spontaneity 

(George & Brief, 1992; George & Jones, 1997) and contextual performance (Borman 

& Motowidlo, 1997). Among these three constructs, OCB is the model that are 

mostly adopted by researchers in the area of extra-role behavior in an organization.  

 

The accepted definition of OCB as ‘individual behavior that is discretionary, not 

directly or explicitly recognized by the formal reward system, and that in the 

aggregate promotes the effective functioning of the organization” was defined by 

Organ (1998). The essence of this definition is that this citizen behavior is a free-

willed behavior as it is not stated in the job description and thus it is not recognized 

as part of the employee’s performance assessment for resource allocation framework 

such as salary increment, bonus or even promotion. Further, in a business unit, a 

person performing OCB activities will not improve the effectiveness of the 

department. Only when majority of workforce engage with OCB, then only the 

department’s performance will show improvement. 

 

At the employee level, OCB activities improve the department effectiveness by 

creating a working environment that promotes co-operation and harmony which will 

lead to a better work climate. In this type of climate, not only the staffs are motivated 

to perform but they are also more willingly to stay. This will help to retain talented 

and valued employees (Organ, 1988) which will further contribute to a higher 

performance of the department. 
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At the supervisor level, OCB helps the managers to focus on more substantive tasks. 

They do not need to allocate time to maintain a harmony work climate, which in turn 

will see a much less problem arising from employees’ relationship perspective. With 

a better time-management, managers can spend more time in planning and executing 

these plans (Borman & Motowidlo, 1997). This will increase the effectiveness of the 

department.  

 

As it was discussed earlier, Organ (1988) defines OCB as a discretionary behavior 

which is not link directly or explicitly recognized by the formal reward system. This 

definition of OCB received criticism from other researchers. Morrison (1994) 

questioned the definition of OCB as a discretionary behavior as her study showed 

that majority of the respondents described that most of the OCB items as “in-role”. 

Further, Werner (1994) discovered a link between OCB and performance rewards. 

With this development, it is no longer appropriate to define OCB as discretionary 

behavior which is not link directly or explicitly recognized by the formal reward 

system.  

 

Based on Morrison (1994) and Werner (1994) study, Organ (1997) concluded that 

the original definition of OCB needs to be updated to keep in pace with the new 

developments in the study of OCB. He redefined the OCB and adopted the Borman 

and Motowidlo’s (1997) definition of contextual performance which is ‘supports the 

social and psychological environment in which task performance takes place’ 

(Organ, 1997). This new definition offers a few advantages such as (Podsokoff, 

Podsakoff, MacKenzie, Maynes & Spoelma, 2014) it is no longer a requirement that 
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OCB must be view as an extra-role behavior and that OCB activities are not 

recognized in the formal reward system in an organizational.  

 

Morrison (1994) questioned whether in-role and extra-role behaviour is distinct 

enough to be considered as 2 different constructs as her study showed that majority 

of her respondents identified the OCB items as part of the job description. In the 

same year, Motowidlo and Van Scotter (1994) empirically demonstrated that there 

are two dimensions of performance which are task performance and contextual 

performance and they are distinct from each other. Further, in 2007, Hoffman, Blair, 

Meriac and Woehr conducted a quantitative review of OCB and they concluded that 

even though OCB and task performance are strongly related to each other but from 

an empirical viewpoint, there is a distinction between both of these performance 

constructs. This reinforce the argument that both the construct of OCB and task 

performance is valid as there is a level of distinction between them. 

 

 2.4.2 OCB Dimensions  

In the early years of OCB, one of the main criticisms was that there is an issue of 

whether extra-role behavior is distinct from in-role behavior (Morrison, 1994). Thus, 

early OCB researches were focusing on methods or approaches to solve this 

conundrum. One of the ways to distinguish between OCBs and other aspect of 

employee’s performance is to identify the unique dimension of behavior of OCB 

construct. As such, most of the published OCB research papers in that era, work 

towards achieving this goal (eg. Graham, 1991; Williams & Anderson, 1991; George 

& Brief, 1992; Moorman & Blakely, 1995). By the early 2014, there is an estimated 

of 30 dimensions of OCB identified in the literature (Podsakoff, et al. 2014). 
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Smith, Organ and Near (1983) were able to identified two distinct factors of OCB 

which they labeled as altruism and generalized compliance. In 1988, Organ proposed 

a new OCB model with taxonomy of 5 dimensions which consisted of altruism 

which is a helpful behavior such as assisting a colleague that need help and volunteer 

to assist new colleagues to settle down, conscientiousness which is behavior that 

reflected all the good character of an employee such as punctual to work and refrain 

to taking unnecessary short break, sportsmanship which is identified as behavior 

such as not making fuss over small matter such as must do overtime in a short notice 

or temporary addition workload to cover for a sick colleague, courtesy which is help 

in avoiding work problem by relaying important message to other colleagues so that 

they will not make mistake in their assignment, and lastly, civic virtue which 

represented behavior including engaging in the governance of the organization, and 

promote and protecting the organization image. This framework became the most 

popular among the OCB scholars to adopt as a research model in empirical studies 

due to one of the main reason that in 1990, Podsakoff, Mackenzie, Moorman and 

Fetter developed a measurement scales to capture the essence of these 5 dimensions 

of Organ’s 1988 construct (e.g., Mackenzie, Podsakoff, & Fetter, 1991; Moorman, 

1991; Tansky, 1993). 

 

Graham (1991) conceptualized a new model for OCB construct based on the 

perspective of political philosophy. In this study, she identified three dimensions 

which are organization obedience, organizational loyalty, and organization 

participation. In 1994, Van Dyne, Graham and Dienesch demonstrated empirically in 

an organization setting of the validity of these 3 dimensions. Another form of extra-

role behaviour model that was based on Katz’s (1964) work was organization 
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spontaneity which is developed by George and Brief (1992). These authors proposed 

that there are five forms of organization spontaneity which are helping co-workers, 

protecting the organization, making constructive suggestion, developing one-self, 

and spreading goodwill.  

 

In their review of organizational citizenship behavior based on theoretical and 

empirical literature concept, Podsakoff, Mackenzie, Paine and Bachrach (2000), 

found that there were at least 30 different dimensions of OCB that have been 

identified. But they also concluded that there were cases of conceptual overlapping 

between in most of the dimensions which showed that there is lack of consensus 

regarding the OCB’s construct.  In the effort to enhance the validity of OCB’s 

construct, Podsakoff et al. (2000) proposed a seven themes or dimension which will 

captures the essence of the current OCB dimensions. The seven dimensions are 

helping behavior, sportsmanship, organization loyalty, organization compliance, 

individual initiative, civic virtue, and self-development.  

 

Meanwhile, Williams and Anderson (1991) proposed a 2-subgroup dimension OCB 

construct which is labeled as OCBO and OCBI which was based on the idea that 

OCB dimensions can be grouped into 2 different constructs based on who benefit by 

the employees’ extra-role behavior. OCBO encompasses all the extra-role behavior 

that benefit the organization such as accepting and following informal rules that help 

to maintain order, and informing in advance to superior when not able to report to 

work. OCBI grouped extra-role behavior that benefit specific individual at the 

workplace but only indirectly contribute to the organization effectiveness. The extra-
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role behaviors in the OCBI include helping colleagues when they need help or taking 

interest in the well-being of fellow workers in the workplace.  

 

Yet there are weaknesses in William and Anderson’s (1991) construct of OCBO and 

OCBI. Hoffman et al. (2007) reported that the estimated correlation between OCBO 

and OCBI factors is .98 which showed that these two constructs is highly correlated. 

This result indicated that there is little if any empirical differentiation between these 

two constructs. Further, LePine, Erez and Johnson (2002) concluded that their 

research's predictor variables relationship with OCBO is not significantly difference 

than their relationship with OCBI. This showed that there is no evidence of 

differential relationship with predictors across these two constructs.  

 

According to Podsakoff et al. (2014), another major development in the studies of 

OCB was the work of Van Dyne, Cummings and Parks (1995) which proposed a 2-

dimension OCB framework. The next subsection will discuss this OCB framework in 

detail as it forms one of the main variables in this study. 

 

2.4.2.1 Affiliative OCB (AOCB) and Challenging OCB (COCB) 

 Van Dyne, Cummings and Parks (1995) took a similar research’s direction of 

Williams and Anderson (1991) with a 2-dimension OCB framework proposal. The 

first dimension is Affiliative OCB (AOCB) which is interpersonal and co-operative 

in nature and promotes the act of strengthening maintaining relationship in the 

workplace. This promotive behavior includes helping, sharing and co-operating. 

Podsakoff et al. (2014) extended the depth of the construct and include Podsakoff et 

al. (2000) helping behavior (consists of Organ’s (1988) altruism, courtesy), and most 
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of the forms of citizenship behavior in the Williams and Anderson’s (1991) 2-

dimension OCB construct of OCBI and OCBO.   

 

The second dimension of Van Dyne, Cummings and Parks’ (1995) is labeled as 

Challenging OCB (COCB) which is a dimension that challenges status quo in the 

workplace by offering constructive suggestion in the effort to promote change which 

will lead to improve the performance of the business unit or organization level. The 

main component of this construct is the worker’s voice behavior. Graham (1991) was 

one of the pioneer scholars that proposed that voice is one of the citizen behaviors 

and an important one too. Employees who experienced dissatisfaction in an 

organization might not take the route of voluntary turnover but may decide to 

continue working in the current organization. They may decide that it is better to try 

to encourage change in the workplace to achieve a better working environment by 

offering constructive suggestion. This is known as employee voice. Podsakoff et al 

(2014) defined voice as “promotive behavior that focus on constructive challenge to 

encourage change in the workplace for improved performance rather than just for the 

sake of criticism”.  

 

Shin, Kim, Choi, Kim and Oh (2014) demonstrated empirically the validity of Van 

Dyne et al. (1995) model in their study of AOCB and COCB in an organization 

setting while Campbell and Im (2016) found the link between change-oriented OCB 

such as voice behavior and organizational performance. In additional, Li, Liu, Han 

and Zhang (2016) recognized that change-oriented OCB including voice dimension 

are important factors that drive organizations to adopt changes and improve 

performance. Therefore, managers are increasingly realizing that they should provide 
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contexts within which to encourage their employees to participate in change-oriented 

OCBs. This showed that AOCB/COCB model has the robustness in design to be a 

valid OCB framework as a research’s construct.  

 

 In this review of OCB construct, it is quite clear that the level of growth in the 

literature on OCB dimensions is fairly diverse both in the nature of dimensions 

studied and the various labels that is attached to these factors. But it is without doubt 

that Organ’s (1988) 5-dimensions was the most adopted research framework in the 

literature of OCB. One of the reasons was that Podsakoff and his colleagues 

developed a sound measuring scale that could capture the essence of these 5 

dimensions (Podsakoff et al., 1990). This measurement scale was successfully 

adopted in some of most excellent empirical studies in the research area in OCB 

(LePine, Erez & Johnson, 2002; Podsakoff, MacKenzie & Bommer, 1996b). Further, 

the two primary second-order OCB’s dimensions which were constructed by William 

and Anderson (1991) which is OCBO and OCBI, and Van Dyne, Cummings and 

Parks’ (1995) AOCB and COCB model are considered the better constructs as a 

research framework compared to other constructs that are available (Organ, 1997; 

Podsakoff et al., 2014). Though, OCBO and OCBI showed a major weakness of too 

high correlation between them as concluded by Hoffman et al. (2007). 

 

2.4.3 Prior Empirical Studies on OCB 

In this section, the discussion will be on the various empirical studies with OCB as 

part of the research model. Majority of these studies focused on OCB antecedents 

and related outcomes.   
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Organ and Ryan (1995) found that job satisfaction, organization commitment and 

perception of fairness showed significant relationship with OCB with a quite similar 

strength of correlation while leader supportiveness showed a much stronger strength 

with OCB. They labeled all these attitudinal factors as a “morale” factor. Another 

“morale” factor, trust in supervisor was found to be a predictor of OCB behavior in 

the workplace by these two studies conducted by Konovsky and Pugh (1994), and 

Deluga (1995). This “morale” factor is the most frequent antecedents that been 

examined by OCB scholars (cf. Organ & Konovsky, 1989; Williams & Anderson, 

1991; Moorman, 1991; Tansky, 1993; Lamberg, Hogan & Griffin, 2008).  

 

Podsakoff, Mackenzie & Bommer (1996a) proposed that organization characteristics 

such as organizational formalization, organizational inflexibility, group 

cohesiveness, level of advisor/staff support, rewards that are not control by the 

leader, and the degree of spatial distance between supervisors and subordinate are 

predictors of OCB in the workplace. In their study, Podsakoff, Mackenzie & 

Bommer (1996b) discovered that the dimension of group cohesiveness displayed a 

positive relationship with OCB, while organization formalization, level of 

advisor/staff support, indifferent to rewards, spatial distance, and reward not in the 

control of leader showed a negative correlation with OCB. Another organizational 

characteristic, perceived organization support (POS) was found to be a better 

predictor than the more traditional commitment factor on OCB engagement among 

the workforce in a working environment (Shore and Wayne, 1993).   

 

Podsakoff et al.’s (2014) critical review of OCB concluded that leaders are the key 

component in enhancing the level of OCB in the workplace. Among the current 
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practices of leadership, transformation leadership was the most influential form of 

leadership with regards with OCB in the workplace. Wang, Law, Hackett, Wang and 

Chen (2005), and Mackenzie, Podsakoff and Rich (2001) empirical demonstrated 

that transformation leadership had a positive relationship with OCB. Podsakoff, 

Mackenzie, Moorman and Fetter (1990) concluded that transaction leadership 

(specifically the dimension of contingent reward) showed a direct positive 

relationship with OCB. In a more recent findings, Mo and Shi (2017) found that 

supervisors’ and employees’ organizational concern sequentially mediated the 

positive relationship between ethical leadership and employee OCB while Gerpott, 

Van Quaquebeke, Schlamp and Voelpel (2019) found that perceived ethical 

leadership positively affected OCB. 

 

Settoon, Bennet and Liden (1996) explored the relationship between LMX and OCB, 

determined that LMX showed a stronger association of OCB compared to perceived 

organizational support when both of these factors were tested in the same study. 

Wayne, Shore and Liden’s (1997), and Kapil and Rastogi (2018) finding also showed 

similar result with LMX showing positive relationship with OCB.  Another relational 

leadership, servant leadership also showed some great promises in predicting 

employees OCB engagement. Existing research on this area by Bobbio, Van 

Dierendonck and Manganelli (2012), and Bavik, Bavik, and Tang (2017) empirically 

demonstrated that servant leadership (SL) had a positive relationship with OCB. In 

sum, these findings by various authors on the relationship between leadership style 

and OCB provided strong evidence that leadership styles increased the level of 

engagement of OCB among employees’ in a workplace. 
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One of the most important aspect of OCB is that it will promote organizational 

effectiveness with the condition that majority of the employees engaged in OCB and 

this engagement is practiced consistently (Organ, 1988). A great number of 

published literatures found that OCB had a positive influence in both organization 

and individual outcomes. 

 

Organization performance as a positive outcome in relation with OCB is the most 

research area among the OCB scholars. Nielsen, Hrivnak and Shaw (2009) 

empirically demonstrated that OCB had a positive relationship with organization 

performance with altruism as the most significant OCB dimension that affect the 

firm’s performance. Similarly finding was also reported by Mallick, Pradhan, Tewari 

and Jena (2014). Nielsen, Bachrach, Sundstrom and Hafhill (2012) discovered 

employees that worked in a high level of task-interdependence working environment 

(such as manufacturing sector or military) performed better when the engagement of 

OCB was high. Meanwhile, Basu, Pradhan and Tewari (2017) found that OCB 

significantly predicts job performance including quality of work and team work 

mediated by social capital.  

 

Podsakoff, Ahern and Mackenzie (1997), discovered that OCB played a role in 

enhancing firm’s performance in term of quantity and quality perspective 

respectively. In this study, the dimension of helping, and sportsmanship increased the 

production of paper product while the dimension of helping improved the quality of 

the products produced in these mills. Hui, Lam and Schaubroeck (2001) also 

concluded that OCB enhanced the firm’s performance in term of service quality 

based on the result of their study. Walz and Niehoff (1996), and Koys (2001) 
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conducted a study on the relationship between OCB and firm’s effectiveness in same 

setting which was at a chain of restaurant in United States. Both studies drew similar 

conclusion that OCB improved the profitability of the organizations. These finding 

was supported by recent published work of Kumari and Thapliyal (2017) which 

concluded that the positive impact of OCB on organizational effectiveness is 

significant. 

 

Job satisfaction is one of the individual-based outcomes that showed positive relation 

with OCB. Munyon, Hochwarter, Perrewe and Ferris (2010) in their empirical study 

discovered that OCB was consistently had a positive influence on employees’ 

satisfaction. Another significant relationship between OCB and positive outcome 

was the reduction of intention to leave among employees. Various studies conducted 

across different countries and cultures found that the presence of OCB among the 

workforce reduced employees’ intention to leave the organization (Jaramillo et 

al.,2009a: Vandenberghe & Bentein, 2009; Hunter et al., 2013; Liden et al., 2014; 

Nandedkar & Brown, 2017).  

  

Mackenzie, Podsakoff and Podsakoff (2011) conducted a study in limited- menu 

restaurants setting on the affiliation, and challenge-oriented OCB on organizational 

outcome. This is one a very few researches on the OCB construct of challenge-

oriented (COCB). In this research, the main and most important finding was that 

challenge-oriented OCB does has a positive influence on the task performance of a 

working environment. But this positive relationship only valid up to certain level if 

certain enabling elements such as high degree of affiliation-oriented OCB (AOCB) 
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are absent. This means that high level of AOCB mediating the positive relationship 

between COCB and task performance at a certain level.  

 

From the review of OCB empirical studies, it was concluded that most of these 

studies focused on the antecedents and outcomes. There is a lack of studies that 

focused on the construct of OCB as a mediating or moderating factor in the research 

model. Pare and Treamblay (2007) determined that OCB mediated the negative 

relationship between high-involvement HR practices and intention to leave while 

Paille (2013) found that OCB mediated the positive relationship between perceived 

job alternatives and intention to leave. Another study conducted by Lau, McClean, 

Lien and Hsu (2016) concluded that OCB partially mediated the relationship between 

affective commitment and intention to leave. Meanwhile, Campbell and Im (2016) 

found that COOCB (change-oriented OCB) played a mediating role in the 

relationship between PSM (public service motivation) and turnover intention. These 

studies were considered the minority group of the OCB literatures. This is a gap of 

knowledge in the field of OCB.  

 

2.5 Ethical climate  

Ethical climate is only one of the work climates that is predominate in the workplace. 

According to Schneider (1975), work climate is defined as perceptions that are 

psychologically meaningful molar descriptions that people can agree characterize a 

system’s practices and procedures. These climates may play a role in influencing the 

behaviors of the residents in the workplace and ultimately also influence various 

organizations’ outcomes. Currently, various work climates had been identified such 

as procedural justice climate, and service climate (Walumba, Hartnell & Oke, 2010), 
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and group competition climate (Chen, Zhu & Zhou, 2015). Martin and Cullen (2006) 

maintained that variety of climates may exist simultaneous in an organization’s 

working environment. 

 

Victor and Cullen (1988) defined ethical climate as the prevailing perceptions of 

typical organizational practices and procedures that have ethical contents. Based on 

this definition, ethical climate is consisting of an aggregate perception in the 

workplace of what is the right behavior, and consequently provide the value on how 

to solve ethical issues that arise.   It is proposed that this climate existed due to the 

belief of the members in a particular workplace that certain standard of ethical 

elements existed in the reasoning and behavior in the decision-making process in the 

working environment (Cullen, Parboteeah & Victor, 2003).   

 

Martin and Cullen’s (2006) meta-analytical study on ethical climate had highlighted 

that early work on ethical climates examined their relationships with employee work 

attitudes such as organizational commitment. In a more recent development, a 

comprehensive review of ethical climate literatures by Newman, Round, 

Bhattacharya and Roy (2017) revealed that there are a growing research linking 

ethical climates to both ethical as well as behavioral outcomes in the workplace. 

Therefore, in this current environment, ethical climates become an important factor 

in influencing the performance of organizations.   
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2.5.1 Types of Ethical Climate. 

Victor and Cullen (1988) conducted a study on the types of ethical climates using a 

two-dimensional theoretical typology of ethical climates. This study is considered as 

one of the major published paper on ethical climate and it laid the foundation for 

many research papers conducted by ethical based scholars (Ghosh, 2015; Schwepker 

& Schultz, 2015; Filipova, 2011).   

 

The first dimension is constructed based on the ethical criteria that is employed by 

the organization to make decision. There are three types of criteria identified in this 

study which are egoism which refers to the criteria one’s use to make decision based 

on the need to protect one’s self-interest above all other considerations, benevolence 

which refers to the decision-making criteria of ensuring that the outcome of the 

action taken based on the decision made will be good for the greatest number of 

people, and principle which refers to the criteria use for decision making is based on 

rules, regulations, laws and procedures of the organization without considering self-

interest nor others’ interest. 

 

The second dimension of this construct is represented by the locus of analysis that 

are used in this study. It is a referent point of the decision-making process that 

involve the ethical concerns. There are three categories of the referent point which 

are the category of individual that refers to the individual perspective, the category of 

local which refers to the organizational itself and finally, the category of 

cosmopolitan which refers to the external environment of the organization such as 

the community or society at large (Martin & Cullen, 2006)  
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Using the method of crossing two of the dimensions, Victor and Cullen (1988) 

retrieved nine theoretical climates themes that are ethical based. These formed the 

assessment instrument to develop the bases of ethical climate for their empirical 

study. Figure 2.5 showed the nine types of ethical climate in the form of theoretical 

model.  

 

               

                

     

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 2.5 Theoretical Model of Ethical Climate 
                                       (Adapted from Victor & Cullen, 1988) 

 

From the figure 2.5, it showed the different climate themes that have ethical content. 

For example, the tabulation between the dimension 1 (ethical criterion) and 

dimension 2 (locus of analysis), at the element of Egoism, and at the individual level, 

self-interest is the main goal of the decision-making criteria. At local level, which is 

this study’s level, refers to the organizational level, the criteria for decision-making 

is based on the interest of the firm such as profit or sales. Meanwhile at the 
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cosmopolitan (society) level, the decision-making process is toward the good of the 

community which is efficiency. 

 

Similarly, in the second element of ethical criterion which is benevolence, at the 

referent point of individual, friendship is the main concern in the decision-making 

process. An individual will make a decision that will primary preserve and not 

threaten the relationship that exist in the group. In the local locus of analysis, team 

interest is the main criteria in deciding what action to take. In the cosmopolitan 

perspective, decision making process will take into the consideration of social 

responsibility as the main driver in deciding the best course of action to take. 

 

As for the last element of ethical criterion, the principle, at individual level, personal 

morality is the main driver of the decision-making criteria. To make an ethical based 

decision, an individual will refer to his own value and belief in reaching a decision. 

For on an organization level, rules and procedures are the main criteria apply in 

evaluating the existing options for the best action to take. At the cosmopolitan level, 

the members of this locus of analysis rely on the laws and professional code as the 

main criteria in their decision-making process. 

 

As discussed, Victor and Cullen (1988) employed the nine theoretical ethical 

climates themes that were developed earlier as a foundation to extract bases of 

ethical climates in the organization. Further, they had also developed a measurement 

tool which is known as Ethical Climate Questionnaire (ECQ) in the effort to discover 

the dimensions of ethical climate in the workplace. The result of the statistical 

analysis conducted on the data that were collected from four selected firms by these 
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researchers showed that there were 5 distinct factors which formed the ethical 

climate construct. The five factors are the dimension of caring in which any decision 

taken must be based on the premise that it will be good for the welfare of every one, 

the dimension of law and order which refers to seeking external sources such as 

profession code and law for guidance when making any decision, the dimension of 

rules which refers to following organization’s rules and procedures during decision-

making process, the dimension of instrumental which refers to the population’s belief 

that preserving one’ self-interest or the organization’s interest is the utmost important 

factor to consider when making any decision and lastly, the dimension of 

independence which refers individuals that make ethical decision based on their own 

deeply-held moral beliefs and values. 

 

According to Martin and Cullen (2006), the dimension of caring is the most desirable 

ethical climate in the workplace by the employees. Meanwhile, instrumental climate 

is the least preferred working environment and it also encouraged negative or 

dysfunctional behavior. As the dimension of caring is one of the proposed variables 

in this study’s framework, this dimension will be discussed in the next subsection.   

 

2.5.1.1 Caring Ethical Climate 

Based on Victor and Cullen (1988) study, one of the dimensions of ethical climate is 

the dimension of caring. According to Qi and Liu (2017), majority of the studies on 

ethical climate had concluded that among antecedents of ethical climate, the most 

influential variable was leadership. Further, these authors also stated that caring 

ethical climate can be attributed to social processes which is different than other 

ethical climate’s dimension which need to match a set of management activities such 
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as routines of the organization, human resource processes and system.  As such, 

leaders play the most important role in cultivating a caring ethical climate in the 

workplace as they have the abilities and opportunities to create a working 

environment that share their ethical cognitions that lean toward a caring ethical 

climate.  

 

Employees had cited that caring ethical climate is their most preferred working 

climate (Martin & Cullen, 2006) while Newman, Round, Bhattacharya and Roy 

(2017) concluded that caring ethical climate was one of the most prevalent ethical 

climate types in the public sector. Recent findings had indicated the positive impact 

of this ethical climate’s dimension in the workplace. Wei (2018) found that caring-

oriented ethical climate had a significant positive predictive effect on Teacher’s OCB 

which was mediated by Teachers’ work ethic while Younis and Elsaid (2019) made a 

similar finding as their study established that caring ethical climate increased OCB 

engagement among employees. Qi and Liu (2017) found that inclusive leadership 

had an indirect and team performance through the mediating effect of caring ethical 

climate. These findings highlighted the positive impact of this ethical climate’s 

dimension on organizational performance.   

 

 2.5.2 Prior Empirical Studies on Ethical Climate  

Ethical climate construct is considered as one of the most influential constructs that 

provide the foundation for ethical decision making in an organization. Victor and 

Cullen (1988) introduced the ethical climate framework in the late 1980s and since 

then, majority of the empirical research studies provided a stream of relationship 
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between ethical climate and various outcomes from both the individual and 

organization outcomes. 

 

Victor and Cullen (1988) in their seminal work on the existing of ethical climate in 

organization discovered that organizational form was a significant predictor of this 

work climate. Organizational forms such as market (a form based on price 

determinants), clans (a form based on the values and traditions imposed by the group 

members), and bureaucracies (a form that was governed by norm, reciprocate and 

accepted rules structure). A few years later, Wimbush, Shepard and Markham (1997) 

provided the empirical support that these organizational forms could predict the type 

of ethical climate that was perceived by the employees in a workplace. 

 

Filipova (2011), conducted a study to find the relationship between ethical climates 

and intent to leave which is moderated by job satisfaction and organizational 

commitment. In this study, it was found that instrumental climate had a significant 

positive relationship with employees’ intent to leave. In this working environment 

where self-interest is the main concern, employees are less committed to the 

organization and thus they are more likely to leave if they are not satisfied with the 

work-related situation. In 2010, Fournier, Tanner, Chonko and Manolis found that 

ethical climate moderated the relationship between high performance salesperson and 

the propensity to leave. In their study, it was shown that in a low ethical climate 

working environment, high performing salesperson are more likely to leave. This 

result supported the Filipova’s (2011) finding that ethical climate influences the 

employees’ intention to leave. Further, recent findings also provide empirical support 
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to Filipova’s (2011) conclusion as Lee and Ha-Brookshire (2017) found that creating 

an ethical climate in an organization can decrease employees’ turnover intention. 

 

Huang, You and Tsai (2012) empirically showed that ethical climate played a role in 

enhancing organizational citizenship behavior (OCB) in an organization setting. In 

their study, they found that four types of Victor and Cullen (1998) ethical climates 

influence the employees in making decision whether to engage in OCB. The 

dimension of caring, law and order, and rules were positively related to OCB which 

instrumental showed a negative relationship with OCB. Hung and Tsai (2016), Çavuş 

and Develi (2017), and Balakrishnan and Raman (2020) provided support to Huang, 

You and Tsai’s (2012) findings as they found that overall ethical climate influences 

the existence of OCB in the workplace. Meanwhile, Wei (2018) found that caring-

oriented ethical climate had a significant positive predictive effect on OCB which 

was mediated by work ethic. 

 

Jaramillo, Bande and Varela (2015) found that from an organization perspective, 

ethical climate does have influence on its outcomes. In their research, they concluded 

that ethical climate partially mediated the impact of management’s servant leadership 

behavior on the salesperson’s performance. This study provided a link between SL 

and the elements of ethical climate. 

 

Martin and Cullen (2006) applied a meta-analytic study on the ethical climate based 

academic literatures that were currently available in their effort to enhance the 

robustness of the construct of ethical climate theory which was first proposed by 

Victor and Cullen (1998). One of the major finding was that caring ethical climate 
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was that most preferred climate among the employees to work in. Schwepker and 

Schultz (2015) operationalized caring climate as the moderator factor in their 

research model. They found that this climate moderated the positive relationship 

between SL and the salesperson’s value enhancing behavior performance. 

 

This review established that ethical climate theory does have the influence on the 

individual and organization outcomes and this provided the support that this theory is 

one of the most influential frameworks on the study of ethical perspective in a 

business unit of an organization. But it is also showed that there is a lack of study 

conducted on the impact of ethical climate on outcomes. Martin and Cullen (2006) 

made a similar conclusion inn their meta-analysis review study on ethical climate.  

 

2.6 Identification of the Gaps in the Literature 

Though the importance of this concept in both academic and managerial perspective 

was well recognized (Mobley, 1982b; Hom & Griffeth, 1995), there is lack of study 

conducted on this phenomenon. Mobley (1982a) argued that it is essential that future 

researches on turnover should differentiate between high quality leavers and poor-

quality leavers in the effort to have a better understanding of the turnover 

phenomenon. Yet thirty years later, in 2013, Heavey, Holwerda and Hausknecht 

conducted a meta-analytic review on the subject of employee turnover’s causes and 

consequences, concluded that this argument was largely unheeded. Most of their 

studies that they reviewed, the turnover rates theoretically included all form of 

leavers including high, marginal and poor performers (Furtado et al., 2011; Maertz & 

Kmitta, 2012; Waldman, Carter & Hom, 2012; Hancock et al., 2011; Babalola et.al, 

2016). There was not much attention given on a specific group of employees. 
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In their review of the literatures on turnover phenomenon that were published during 

the period of one hundred years, Hom, Lee, Shaw and Hausknecht (2017) cited only 

eleven studies that focused on performance-turnover. According to Lee, Hom, 

Eberly, Junchao and Mitchell (2017), theoretical and empirical research on voluntary 

employee turnover generated over two thousand articles which indicated that there is 

a lack of empirical studies that focused from the perspective of performance-

turnover. Further, the most current studies cited were published in 2015 (Call et al, 

2015; Shaw, 2015) which highlighted the lack of awareness of the importance of 

studying the employees turnover phenomenon from the perspective of performance 

in order of not overstating the impact of employee turnover (Dalton, Krackhardt & 

Porter, 1981) and to ensure that the finding is not flawed as existing findings showed 

that high performers and mediocre/poor performers reacted differently to different 

environment factors that exist in the workplace (Shaw, Dineen, Fang and Vellella, 

2009; Johnson, Griffeth & Griffin, 2010; Nyberg, 2010; Shaw, 2015) 

 

Further, from the review of the limited research literatures that were available, the 

conclusion was that none of the studies focus on the aspect of the high performers’ 

behavior and their intention to leave. A study on the relationship between high 

performing employees’ behavior and their intention to leave will contribute to the 

body of knowledge as the finding will enhance our understanding on employee 

turnover. For example, do high performers modify their behaviors if their degree of 

intention to leave is high? In this research, with the focus on the mediating 

relationship between OCB and high performing employee’s intention to leave will 

able to provide an answer to the above question.  
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Another important gap of knowledge that was detected in the review above was that 

the influence of leadership on the turnover of high performers was not addressed in 

any of the study. The study of leadership influences on turnover are well researched 

(Jaramillo et al., 2009b; Brohi et al., 2018; Achen et al., 2019) but none of these 

studies focus on a specific group of employees. This study with the focus on SL 

influences on high performers’ intention to leave will contribute to the body of 

knowledge in the aspect of employee turnover phenomenon.  

 

Past and recent findings showed that SL had positive relationship with OCB but all 

of these studies focused on the direct link between SL and OCB (Ehrhart, 2004; 

Newman, Schwarz, Cooper & Sendjaya, 2015; Hoch, Bommer, Dulebohn & Wu, 

2018). There is a lack of study focusing on the relationship between SL and OCB 

from the perspective of mediator relationship. Hence, in this study, the focus is on 

the mediating effect of OCB on SL relationship with high performing employees’ 

intention to leave will be able to provide additional knowledge in the areas of SL and 

OCB.   

 

According to Parris and Peachey (2013), most of the research conducted on servant 

leadership were focusing on theoretical frameworks development and establishing 

measurement tools so that future researchers may use these tools in the effort to 

explore the tenability of servant leadership as management practices in the workplace 

(Schwepker & Schultz, 2015). Thus, there is a gap in the body of knowledge in this 

area as there is very limited empirical research to examine this construct 

(Washington, Sutton & Sauser, 2014).  
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In a more recent development. Eva, Robin, Sendjaya, van Dierendonck, and Liden 

(2019) in their systematic review of servant leadership literatures, concluded that 

there is an increase of empirical studies published but still lacking of cross-cultural 

studies as most of the studies were conducted in United States. Further, these authors 

also commented as servant leadership was developed in the United States, there is an 

assumption that it is better suited to countries where the power distance between 

leaders and employees is low. Therefore, there is a need to conduct servant 

leadership in countries where the power distance orientation is high. This view was 

also shared by Le Ng, Choi, and Soehod (2016). As Malaysia culture is dominate by 

high power distance orientation, this study which is conducted in the retail industry 

in Malaysia will be able to advance our understanding in the body of knowledge of 

servant leadership. 

 

LePine, Erez and Johnson (2002) in their study on the OCB dimensionality based on 

meta-analysis concluded that the OCB domain is incomplete. They proposed that 

future research should not only include Organ’s (1998) OCB five dimensions but 

may consider to include other set of behavior dimensions. Voice behavior is an OCB 

dimension that attract very little interest from the OCB scholars (cf. LePine & Van 

Dyne, 1998). One of the reasons for lack of interest is due to the nature of the voice 

behavior which is considered more of a disruptive rather than a promotive behavior. 

Hence, it is not appropriate to include this dimension in OCB based study (Organ, 

1988). But in this age of fast-changing business environment, where innovative and 

continuous improvement became important component of a successful organization 

(LePine & Van Dyne, 1998), voice behavior is no longer can be afford to be ignored. 

Voice behavior which is promotive behavior that offers suggestive challenge for 
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improvement (Podsakoff et al., 2014) will instill a change climate in the workplace 

and this will lead to growth of innovative and continuous improvement culture in the 

organization. In a similar point of view, Li, Liu, Han and Zhang (2016) recognized 

that change-oriented OCB including voice dimension are important factors that drive 

organizations to adopt changes and improve performance. As such, managers are 

increasingly realizing that they should provide contexts within which to encourage 

their employees to participate in change-oriented OCBs.  

 

Further, Li, Liu, Han and Zhang (2016) commented that there is only a small number 

of studies have examined the impact of leaders on change-oriented OCBs and 

majority mainly focused on leader-member, support from leaders and more recently 

on transformational leadership theory. These authors further noted that little research 

focuses on other types of leadership, despite calls from OCB researchers that if 

scholars were to focus greater efforts on leadership approaches, it will enhance our 

understanding of the nature of change-oriented OCBs. Therefore, this research which 

study the influence of voice behavior on the relationship between SL and high 

employees’ intention to leave will able to reduce the gap of knowledge in OCB and 

servant leadership. 

 

Currently, most of the empirical researches adopted a variation of Organ’s five 

dimensions’ framework in their methodology (e.g., Nielsen et al., 2012; Bergeron & 

Shipp, 2013; Mallick et al., 2014; Lau et al., 2016). Though there are a few OCB 

empirical studies that included dimension of voice behavior in its framework but 

these researches formed a very minority of the total researches on OCB (e.g. Shin et 

al., 2014; Campbell & Im, 2016). Shin, Kim and Lee (2019) found that the role of 
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positive affect in promoting change-oriented OCB which include voice dimension 

has received scant attention from researchers. Thus, little knowledge has been 

accumulated with respect to change-oriented OCB on organizations’ performance. 

Hence, in this research, there will be an inclusive of voice behavior as part of the 

OCB framework. This offers a research opportunity to provide empirical study to 

support different set of behavior that fit the OCB’s definition other than Organ’s 

proposed five dimensions and thus, able to, in a small way, extends the body 

knowledge of OCB. 

 

SL is consistently linked with ethical elements which equip a workplace with moral 

based environment (Barbuto & Wheeler, 2006; Walumbwa et al., 2010) and Ehrhart 

(2004) identified the critical elements of a SL leader places priority on his follower’s 

welfare and behaves ethically were the differences between SL and other leadership 

models. Yet, there is lack of study of the relationship between SL and ethical 

elements such as ethical climate. In 2015, Jaramillo, Bande and Varela made a 

similar observation during their study on the effect of ethical climate on SL. In their 

study, they found that ethical climate mediated the SL behavior and employees’ 

performance. Also, in 2015, in another study conducted by Schwepker and Schultz, it 

was concluded that SL had a positive relationship with salespeople’s value enhancing 

behavior performance and this relationship was moderated by caring ethical climate. 

These two studies are the most current published academic paper on how ethical 

climate affect SL and employee performance. Further, Eva et al. (2019) in their 

review of SL literatures, concluded that existing SL researches predominately 

focused on the moderating roles of followers' personality, beliefs, experience, on a 

range of follower behaviors and attitudes which highlighted the lack of study in this 
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area of research. This research with the focus on caring ethical climate in moderating 

the relationship between SL and OCB will be able to fill in the gap in this area of 

knowledge as it will provide additional information on how caring ethical climate 

affects SL and another outcome construct.  

 

Lastly but not the least, a general review paper conducted Nair et al. (2014) 

highlighted the importance of retail sector to the Malaysian economy but, yet there 

was a lack of research on the problem of high turnover of employee in this sector. 

According to these authors, research papers with the focus on the issue of employee 

turnover in the retail setting was very limited and most of these studies were 

conducted in the Western organizational contexts. It was very rare to find a study 

with this theme in Asian organization setting, more so in a Malaysia context. This 

situation may cause model specification error and the lack of ability to generalize 

research’s finding. Hence, this study is timely and will play a role in meeting the 

needs to develop knowledge in this area of interest in a local setting.  

 

The above review of academic literatures in the areas of employee turnover, SL, 

OCB and caring ethical climate showed that this study will be able to contribute to 

the body of knowledge in these areas of interest. This is especially important in the 

perspective of employee turnover as research on high performer relationship with 

turnover is very limited as highlighted. This study with the focus on high performing 

employees’ intention to leave will be able to enhance our academic knowledge of the 

turnover phenomenon and will contribute to the improvement of organizational 

effectiveness by enhancing the ability of a firm to reduce the valued employees’ 
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intention to leave. Table 2.1 summarized the gaps of knowledge that were discussed 

in this section. 
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Determinants / 
Variables 

Prior studies Present study 

Intention to leave 
among high 
performance employee 

• Majority of prior studies of employee turnover 
phenomenon included all form of employees 
whether they are high, average, and low 
performers (eg. Furtado et al., 2011; Maertz & 
Kmitta, 2012; Wladman et al., 2012; Morgan & 
King, 2012; Hancock et al., 2013; Babalola et.al, 
2016)   

• Limited studies on the role of performance in the 
relation to employee turnover.  Those that 
available focused on the relationship of different 
groups of employees based on performance and 
contextual factors (Shaw et al., 2009; Nyberg, 
2010; Becker et al., 2011) 

• Focus on a single group of employees 
which is high performer. This will 
enhance the knowledge of employee 
turnover phenomenon 

• Study the relationship between high 
performing employees’ intention to 
leave and their behaviour. This will 
answer the question of whether high 
performers modify their behaviour if 
they have the intention to leave which 
will enhance our understanding of 
employee turnover. 

Servant leadership • Currently most of the research were conducted 
in United States which is a low distance power 
orientation culture nation, which highlighted 
lack of cross-cultural studies especially in high 
distance power orientation countries such as 
Malaysia (Eva et al., 2019) 

• The available research on the relationship 
between SL and OCB (Bambale et al., 2012; 
Jones, 2012; Schwepker et al., 2014) focused on 
the frameworks consisted of SL as predictor and 
OCB as criterion. 

• This study is conducted in the retail 
setting in Malaysia, will increase 
number of cross-cultural studies which 
enhance our knowledge in SL  

• In this study, OCB mediating the 
relationship between SL and high 
performing employees’ intention to 
leave. This study examines the effect of 
a mediator in the effort to have a better 
understanding of the theoretical 
mechanisms that provide explanation on 
why SL has the effect on intention to 
leave.   
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Table 2.1 A Summary of Gap of Knowledge Identified from the Literature Review 

 

Organizational 
citizenship behaviour 

• Current, most of the empirical researches 
adopted a variation of Organ’s five dimensions’ 
framework in their methodology (e.g., Nielsen et 
al., 2012; Bergeron et al., 2013; Mallick et al., 
2014; Lau et al., 2015). 

• Though there are a few OCB empirical studies 
that included dimension of voice behavior in its 
framework but these researches formed a very 
minority of the total researches on OCB (e.g. 
Shin et al., 2014; Campbell & Im (2016). Shin, 
Kim and Lee (2019) also arrived at the same 
conclusion. 
 
 

• This offers a research opportunity to 
provide empirical study to support 
different set of behavior that fit the 
OCB’s definition other than Organ’s 
proposed five dimensions and thus, able 
to, in a small way, extends the body 
knowledge of OCB. 

Caring ethical climate • In 2015, Jaramillo, Bande and Varela made a 
conclusion that there is a lack of researches to 
study the effect of ethical elements on the 
relationship between SL and organizational 
outcomes. Meanwhile, Eva et al. (2019) found 
only one study adopted caring ethical climate as 
a moderator.  

• This study with the focus on caring 
ethical climate in moderating the 
relationship between SL and OCB will 
be able to fill in the gap in this area of 
knowledge as it will provide additional 
information on how ethical climate 
elements affect SL and outcome. 
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2.7 Conceptual Framework  

In this section, the discussion will focus on conceptualizing the definition of the 

research’s variables. It will also discuss the construction of the theoretical framework 

of the study.  

 

Vandenberg and Nelson (1999) defined intention to leave as individual’s own 

estimation of the possibility that they are exiting from the organization permanently 

at some point of time in the near future. Tsai and Wu (2010) defined intention to 

leave as the thought of voluntary turnover in a working place setting. In this study, 

Vandenberg and Nelson (1999) definition is selected as the formal definition of 

intention to leave as this definition is more concise and specific in nature.  

 

Hale and Fields (2007) defined SL as ‘an understanding and practice of a leadership 

that put the interest of followers ahead of the leader’s personal interest and the 

leaders’ behavior of emphasizing the important of follower development, and de-

emphasizing glorification of the leader. Liden et al. (2008) defined SL as the leaders’ 

characteristic that put the subordinates’ ahead of their own needs and focus on 

assisting their subordinates to grow to reach their full potential and achieving success 

in their professional life. This thesis will adopt Liden et al. (2008) definition of SL as 

this definition is more specific in defining the areas of growth for the subordinates 

which fit with the research’s construct of SL.  

 

In 1988, Organ defined OCB as a discretionary behavior which is not directly 

recognized by an organization’s formal reward system. Due to criticism of his 

original definition of OCB, Organ in 1997, revised the definition of OCB as behavior 
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that supports the social and psychological environment in which task performance 

take place. In this study, the definition of OCB is based on Organ (1997) revised 

version. This definition offers a few advantages such as it removes the assertion that 

OCBs are not recognized by a firm’s formal reward system and also removes one of 

the conditions that OCBs are view as “extra-role” behavior only (Podsakoff et al., 

2014).  

 

Victor and Cullen (1988) defined ethical climate as prevailing perceptions of typical 

practices and procedures which involve ethical element in organizations. According 

to Arnaud (2010), Victor and Cullen (1988) ethical work climate framework was the 

most significant development in the study of ethical climate in the workplace. This is 

due to the reason that as much as seventy-five percent of the studies of this genre 

applied Victor & Cullen (1988) framework as the foundation of the research model. 

Further, recent academic research in this area by Schwepker, and Schultz (2015), and 

Hung, and Tsai (2016) used Victor and Cullen (1988) definition of ethical climate in 

their study. As such, this study will adopt Victor & Cullen (1988) definition of 

ethical climate. But the most important reason for this decision was that the construct 

of ethical climate of this study is based on Victor and colleague (1988) framework. 

This definition provides the essence of the variable, caring ethical climate in this 

research framework. 

 

Figure 2.6 showed the conceptual framework of this study. The seven dimension of 

servant leadership which is the independent variable are highlighted. The moderator 

variable ethical climate while the mediating variable is organization citizenship 

behavior. The dependent variable is intention to leave among high performers. 
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This study’s framework is grounded on the principles of SET. The main contribution 

of this framework is that it is able to extend the principles of SET. The proposed 

relationships among the variables in this study can be explained by SET and as such, 

the finding of this study will be able to validate and extend the principles of SET 

across industry and culture as this present study is conducted in retail industry in 

Malaysia.      

 

2.8 Underpinning Theory 

In this section, the discussion will be on the theory that provides the underpinning 

theory for this research. Based on the review of the literatures on all the variables in 

this study, it is concluded that social exchange theory is the best theoretical theory to 

 

OCB 

- AOCB 
- COCB 
 

Servant 
Leadership 

- Emotional healing 
- Creating value for 
the community 
- Conceptual skills 
- Empowering 
subordinates 
- Helping 
subordinates to grow 
and succeed 
- Put subordinate first 
- Behave ethically 

Caring Ethical 
Climate 

High 
performing 
employees’ 
intention to 

leave 

Figure 2.6 Conceptual Framework 

Independent Variable 

Mediating Variable 

Dependent Variable 

Moderating Variable 



113 
 

explain the relationship among all the variables in this study. Below is the argument 

to support this conclusion.  

 

2.8.1 Social Exchange Theory (SET) 

Blau in his published seminal work in 1967 proposed that the contact between men 

can be divided into two main components. One of the components is known as 

economic exchanges in legal form in which there is a formal agreement of the 

service rendered and the obligation to return the service received in the agreed form 

of repayment between the two parties concerned. This form of exchange is enforced 

by the law of the country and it is a guarantee of reciprocate of service. In this 

component, the form of reciprocity and the period of return are usually 

predetermined in the early stage of the exchange process. 

 

While economic exchange can be considered an extrinsic form of exchange whole 

the next component is leaning towards a more intrinsic form. Blau (1967) labeled 

this component as social exchange. In this form of exchange, there is no 

predetermined of the form of reciprocation and there is no lead time to complete the 

exchange process. And most important is that there is no guarantee of reciprocity and 

this exchange is beyond the purview of the law of the country. Rather the act of 

reciprocate in social exchange is enforced by one of the elements of social 

association structure which is social approval.  

 

Most of us crave for social approval from those that we value their opinion (Blau, 

1967). It is important to note that not all part of structure of the society that we crave 

for approval, only the part of the society that we hold their opinion in esteem. Hence, 
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this will create different group of people in the society structure such poor and the 

effluence, and old money (rich family with long history of wealth) and new money 

(family that just become rich). Hence, this is the main driver that makes the social 

exchange works and flourishes in the society. 

 

The underlying principles that construct social exchange can be summarized as a 

person that provides a rewarding service to another person whom felt an obligation to 

the former for rendering the service. To discharge this obligation, the receiver of the 

service reciprocates the goodwill and furnishes certain benefits to his giver. In this 

situation, if both parties value the services that received from each other in this 

exchange, both will continue to supply each other with services in the effort to 

provide incentives for the other to increase the level of supply of the services and to 

avoid to become indebted to the other party. 

   

Trevino, Weaver and Reynolds (2006) posted an argument in their qualitative study 

that ethical leaders care for their subordinates and due to this factor, the relationship 

between these leaders and their followers are built on the platform of social exchange 

and the norms of reciprocate. Another style that is similar to ethical leadership which 

includes a moral component and ethical behavior is servant leadership (Jaramillo et 

al., 2009b; Jones, 2012; Flynn, Smither & Walker, 2015). SL with the main 

characteristics such as putting the interest of others ahead of themselves, and 

empowerment (e.g. support and providing the opportunity for growth and be 

successful professionally) will provide the best working environment in which the 

relationship between supervisor and subordinates are based on SET. This is due to 

the reason that SL leaders provide positive benefits and the subordinates who 
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received these benefits will feel indebted to the supervisor. To discharge this 

obligation, the subordinates will display positive behaviors such as better 

productivity, OCB engagement and higher commitment. Various studies supported 

this proposal such as Walumba et al. (2010), Hu and Liden (2011), and Goh and Low 

(2014). Further, Liden et al. (2008) stated SL leaders influence their subordinates to 

engage various positive behaviors in the working environment by developing social 

exchange relationship rather than an economic one. 

 

As discussed, SL leaders increased the employees’ commitment to the organization, 

and higher degree of organizational commitment will in turn reduce the employees’ 

intention to leave (Rusbult & Farrell, 1983; Tett & Meyer, 1993). Further, in Hom 

and Griffeth (1995) turnover model, one of the antecedents that influence the 

employees to leave an organization is their commitment to the organization. Thus, 

the relationship between SL and intention to leave can be explained by SET. 

 

In 1983, Bateman and Organ introduced the OCB construct in the academic 

literature. In this seminal work, the authors emphasized that one of the foundations of 

this construct was based on Blau (1967) SET. Bateman and his colleague proposed 

the reason that an employee engaged in OCB was due to norm of reciprocate which 

was discussed in detail in Blau’s 1967 work. Konovsky and Pugh (1994) developed a 

social exchange model of OCB to test the relationship among OCB, and employee’s 

trust, and the element of fairness in the working environment. They discover that 

their model could determine the relationship among the research’s variables. Nielsen, 

Hrivnak and Shaw (2009) in their meta-analysis of OCB with the focus on group-

level research stated that the SET was the most cited by OCB scholars as the 
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theoretical bases to explain the influence of OCB on employees’ performance. In a 

more recent work, Lau, McLean, Lien and Hsu (2016) in their effort to study the 

relationship among commitment, OCB and intention to leave, applied SET as their 

underlying theory to explain the foundation of their study. This supports the 

argument of this study that SET is able to explain the relationship among the 

variables of this study.   

   

In a working environment when servant leadership which is a people-oriented type of 

leadership is presence, the employees will enjoy a conducive working environment. 

This is due to the reason that they will not only experience professional and personal 

growth in a desirable environment but also work in supportive environment that 

provide fair treatment as the foundation of servant leadership is built on the premise 

of ensuring the welfare of the followers (Liden et al., 2008; Paille, 2013). This will 

lead to these workers to feel indebted to their manager and will reciprocate by 

engaging positive behavior such as OCB and display high commitment which will 

ultimately resulted in lower intention to leave. Moreover, when SL is practiced in a 

working environment that is infused with a caring ethical climate, the effect of SL 

will be enhanced (Huang et al., 2012; Hung & Tsai, 2016). This will have resulted in 

higher level of effort to engage in positive behavior among the employees as the 

need to reciprocate will be greater.  Hence, the presence of servant leadership in a 

caring ethical climate will influence the employees in this workplace to make the 

effort to display positive organization outcomes such as high level of engagement of 

OCB and low level of intention to leave. 
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The discussions above provided support that SET is able to explain the existing 

relationship among all the variables in this study and these relationships were also 

grounded on SET construct. Hence, SET is recognized as the underlying theory of 

this study.  

 

2.9 Hypotheses Development of the Study 

In this section, the discussion will be focusing on the development of the research’s 

hypotheses. The formulation of hypotheses of this research were based on the 

literature reviewed and followed the line of thought of the research questions and 

research objectives. 

 

2.9.1 Servant Leadership and Intention to Leave 

The past and current researches on the area of employee voluntary turnover and its 

antecedents determined that one of the main factors that influence employees’ 

turnover behavior is the aspect of leadership. It was further proposed that the quality 

of relationship between the leader and his followers had an impact on the followers’ 

intention to leave (Dutta & Khatri, 2017). Grotto et al. (2017) found that employees 

were more likely to decide to leave an organization if they are not satisfied with their 

immediate supervisor. Meanwhile, Brunetto et al. (2013) and Zhang, Ling, Zhang, 

and Xie (2015) concluded that the quality relationship between supervisor and 

employees will affect the level of their intention to leave.  In another development, 

Siew (2017) found that the quality of relationship that existed between the supervisor 

and his subordinates can be explained by the supervisor’s leadership style while Sun 

and Wang (2017) and Alatawi (2017) found a direct link between leadership styles 
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and intention to leave among employees as their studies concluded that 

transformation leadership reduced employees’ intention to leave. 

 

Flynn, Smither and Walker (2015) stated that leaders that engage in leader styles 

which are employee-oriented will create a working environment that enhances the 

employees’ positive job attitudes which will reduce employees’ intention to leave. 

Meanwhile, Li, Liang and Zhang (2016) found that humble leader behaviour which 

emphasises on followers’ and themselves’ growth and development, and allow 

followers’ psychological freedom is significantly negatively related to followers’ 

intention to leave.  

 

In a similar vein, Jaramillo et al. (2009a) proposed that one of the employee-oriented 

leadership styles, SL was a better construct in minimizing employees’ intention to 

leave. DeConinck, Moss and Deconinck (2018), Jang and Kandampully (2018), and 

Achen et al. (2019) found that SL affected employees’ intention to leave in a 

negative direction which provided empirical support to the work of Jaramillo et al. 

(2009a) 

     

Goh and Low (2014) provided an indication that SL leader existed in the Malaysian 

working environment. Based on the population from the Malaysia market research 

organizations, Goh and Low concluded that SL had a positive relationship with 

organizational commitment among the employees in a working environment. Based 

on Hom and Griffeth (1995) turnover model, the level of organizational commitment 

is one of the main determinants that predicts employees’ intention to leave. There 

were very limited studies conducted with the focus on SL in a Malaysian context, 
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which highlighted the gap of knowledge in this area. Goh and Low (2014) finding 

not only provided an indirect linkage between SL and employee intention to leave 

but also showed that SL is one of the leadership styles that exists in Malaysia. In a 

more recent study, Le Ng, Choi, and Soehod (2016) provided an empirical evidence 

to show the direct link between SL and employees’ intention to leave in Malaysia as 

their study which was conducted in a Malaysian setting revealed a negative 

relationship between servant leadership and employee’s intention to leave.   

 

There are limited studies that focus on high performers’ intention to leave. Studies 

that were available provided an indirect relationship between this group of 

employees’ intentions to leave and leadership styles. Nyberg (2010) empirically 

demonstrated that both pay growth and promotion rate had a negative relationship 

with high performers’ turnover rate. This finding lent support to the argument that 

high performers will thrive in a supportive working environment that provides career 

advancement, and SL which is built on the foundation of focusing on the followers’ 

professional growth and development (Yan & Xiao, 2016; Eva et al., 2019) will be 

able to offer this kind of working environment. Further, Jaramillo et al. (2009a) 

provided empirical evidence that SL reduced employees’ intention to leave which 

was supported by recent findings by DeConinck, Moss and Deconinck (2018), Jang 

and Kandampully (2018), and Achen et al. (2019). Drawing from the argument 

above and earlier findings on the relationship between SL and intention to leave, this 

researcher predicts that: 

Hypothesis 1: There is a negative relationship between servant leadership and high 

performing employee’s intention to leave    
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2.9.2 Servant Leadership and Organizational Citizenship Behavior 

Hu and Liden (2011) in their empirical study with a China sample, found a 

significant positive correlation with a value of .59 between SL and OCB. Meanwhile, 

Newman, Schwarz, Cooper and Sendjaya (2015) and Bavik, Bavik and Tang (2017) 

found that SL leadership is positively related to subordinate OCB. In their review of 

current leadership practices in organizations, Hoch et al. (2018) found servant 

leadership is one of the most influential leadership styles that encourages OCB 

engagement in the workplace. These findings provided empirical evidence that SL is 

a potential cause of OCB. 

 

In their multilevel model with the sample respondents from various industries in 

Kenya, Walumba et al. (2010) concluded that SL had a positive relationship with 

OCB which was mediated by group climates and followers’ attitudes. Hu and Liden 

(2011) found that the presence to SL in the workplace motivated the employees to 

engage in OCB. In the study conducted in the banking industry in China, Hu and his 

colleague concluded that SL was an antecedent for OCB to exist in the workplace. 

Bobbio, Van Dierendonck and Manganelli (2012) concluded from their study that SL 

had a positive relationship with OCB in the Italian context in both profit and non-

profit organizations while Panaccio, Henderson, Liden, Wayne and Cao (2015) found 

that SL had a positive relationship with OCB mediated by psychological contract 

with a sample of respondents from a production and distribution company located in 

the United States. These research’s finding not only confirmed that SL as an 

antecedent of OCB but the relationship between these two variables was valid across 

industry and culture.   
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In Malaysian context, Omar Zainal, Omar, Khairudin (2009) discovered that OCB 

existed in the workplace which was influence by the leadership behavior. In their 

study, Omar and his colleagues concluded that transformational leadership was 

significant related to OCB in the working place. This study provided the evidence 

that leadership styles influence the employees’ OCB engagement in a Malaysian 

setting. Meanwhile in a more recent study, Bakar and McCann (2016) concluded that 

SL enhanced the level of OCB in the workplace as their finding demonstrated that 

SL had a positive relationship with OCB which was mediated by leader-member 

dyadic communication style.  

 

Based on the SET concept (Blau, 1967), employees that received benefits from their 

supervisor will reciprocate these gestures by displaying positive attitudes and engage 

in positive behaviors. In sum, SL with the characteristics of putting the interest of 

followers ahead of organizations and self-interest, will encourage the followers to 

reciprocate with positive behavior’s such as OCB. Based on the prior findings and 

theoretical viewpoint, researcher expects that: 

Hypothesis 2: There is a positive relationship between servant leadership and OCB   

 

2.9.3 Organizational Citizenship Behavior and Intention to Leave  

According to Paille and Grima (2011), one of the earliest studies on the effect of 

organization citizenship behavior on employees’ intention to leave the organization 

was conducted by Chen, Hui and Sego (1998) which finding showed that the is a 

negative relationship between these two dimensions. This relationship can be 

explained by examining the core component of   organization citizenship behavior 

which is discretionary behavior. When employees have dissatisfaction with the 



122 
 

organization and due to various reasons, such as difficulty to find another position 

which deter them to leave the organization, these employees will reduce their OCB 

as it is a less risky than reducing the level of their work performance. Since OCB is 

not an official duty or responsibilities, the reduce level of OCB will not affect these 

employees’ performance in the eye of the managers. Hence, if any of the employees 

show the syndrome of OCB withdrawn, it may be that these employees are unhappy 

and is thinking of leaving the organization (Paille & Grima, 2011).  

 

In 2007, Coyne and Ong conducted a research study on the relationship between 

OCB and intention to leave across culture. With the data collected from a sample that 

were derived from the manufacturing industry of three countries namely Malaysia, 

Germany and England, these researchers found that OCB had a significant negative 

relationship with intention to leave among the employees in these three countries. 

Meanwhile, Paille and Grima (2011) concluded that OCB was able to predict the 

intention to leave among employees in the business industry in France. In a more 

recent study, Nandedkar and Brown (2017) found that OCBs were negatively related 

to intentions to leave. These studies provided evidence that over 30 years’ period, 

OCB continued to be a strong predictor of intention to leave among employees. This 

reinforce the argument that OCB has a strong and consistent relationship with this 

turnover cognition.   

 

McClean, Burris, and Detert (2013) concluded that employee voice was negative 

correlated with turnover in situation where the immediate supervisor was a change 

agent who instilled a culture of change in the workplace. Similarly, MacKenzie et al. 

(2011) also found that COCB such as employee voice had a negative relationship 
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with one of the organizational outcomes which was employee turnover. Both studies 

were conducted in a service industry which was food and beverage. These finding 

provided support to the argument that the COCB element of employee voice affected 

the employee turnover.  

 

The link between OCB and performance-turnover can only be indirectly determined 

as the studies on the effects of OCB in high performing employees’ intention to leave 

are very limited. According to Lee, Kim, and Kim (2013), a working environment 

that is infused with the element of OCB increased job satisfaction among employees 

while Nyberg (2010) found that job satisfaction had a negative relationship with 

performance-turnover. These findings support the argument that employees’ 

engagement in OCB in a workplace will reduce the rate of dysfunctional turnover in 

an organization. Intention to leave was recognized as the best predictor of actual 

turnover compared to other predictors (Griffeth, Hom, & Gaertner, 2000; Allen & 

Griffeth, 2001). Fugate, Prussia and Kinichi (2012), and Sun and Wang (2017) 

reiterated this conclusion as these authors provided empirical evidence that intention 

to leave subsequently led to turnover among the employees. Thus, based on this 

argument and various findings reporting the negative relationship between OCB and 

intention to leave, this researcher hypothesizes that: 

Hypothesis 3: There is a negative relationship between OCB and high performing 

employee’s intention to leave    
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2.9.4 The Mediating Role of Organizational Citizenship Behavior 

Though there are limited studies with OCB as a mediator variable in research 

framework, the existing published works showed that OCB played a role in 

mediating the relationship between a predictor variable and the criterion variable of 

intention to leave.  Pare and Treamblay (2007) concluded that OCB mediated the 

relationship between high-involvement HR practices and employee intention to 

leave. Meanwhile, Paille (2013) found that perceived job alternatives were positively 

correlated with intention to search. This positive relationship was mediated by OCB. 

These findings provided empirical support that OCB is a viable mediator construct, 

in particular when the research framework is conceptualized with employees’ 

intention to leave as the criterion. In another development, Campbell and Im (2016) 

found that COOCB (change-oriented OCB) played a mediating role in the 

relationship between PSM (public service motivation) and intention to leave. 

 

Further, in their recent study, Lau, McLean, Lien, and Hsu (2016) developed a 

research model with OCB mediating the relationship between affective commitment 

and employee exit intention. From a sample of respondents drawn from various 

industries located in Malaysia, Lau and her colleagues found that self-rating OCB 

partially mediated the relationship of the predictor of the study which was the 

construct of affective commitment and the criterion which was the intention to leave. 

Meanwhile, Lam, Loi, Chan, and Liu (2016) empirically demonstrated that OCB is 

related to leadership style and employees’ intention to exit an organization. These 

authors concluded that ethical leadership had a negative relationship with exit 

intention which was mediated by OCB. SL scholars such as van Dierendonck (2011) 

through his review of SL academic researches and studies stated that SL has all the 
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characteristics of an ethical leadership. Hence, this indicated that SL will affect 

employees’ turnover intention and its influence on these employees’ attitudinal will 

be mediated by employees’ OCB. The result of these studies conducted by Pare and 

Treamblay (2007), Paille (2013), Campbell and Im (2016), Lau et al. (2016), and 

Lam et al. (2016) supported the conclusion that OCB is valid as a mediator variable 

and also has a strong relationship with intention to leave.  

 

Further, according to Baron and Kenny (1986), for an element to be considered as a 

mediating variable, it must have fulfilled the requirement of strong relations with the 

predictor and also the criterion of the study. From the review of the relationship 

among OCB, SL and intention to leave, it is established without doubt that OCB is 

significantly related to both SL (Panaccio et al., 2015; Bakar & McCann, 2016; Hoch 

et al., 2018), and intention to leave (Paille & Grima, 2011; McClean et al., 2013; 

Nandedkar & Brown, 2017). Based on the previous findings and arguments, this 

researcher hypothesizes; 

Hypothesis 4: OCB mediates the relationship between servant leadership (SL) and 

high performing employees’ intention to leave   

 

2.9.5 The Moderating Role of Caring Ethical Climate 

Victor and Cullen (1988) defined ethical climate as “the prevailing perceptions of 

typical organizational practices and procedures that have ethical content”.   

According to Demirtas and Akdogan (2015), to create an ethical organization, 

leaders not only need to behave ethically but must also engage in ethical leadership 

to endure the success of this endeavour. Servant leadership has been consistently 

linked with ethical leadership as research’s finding has shown that ethical leadership 



126 
 

influences servant leadership in an organization setting (Schwepker & Schultz, 

2015). According to Dutta and Khatri (2017), an ethical use of power helps servant 

leaders to cultivate trust in employees while Burton, Peachey, and Wells (2017) 

found that both trust in the leader and procedural justice indirectly influenced the 

positive relationship between servant leadership and ethical climate. This supports 

the argument that there is relationship between servant leadership and ethical 

climate.  

 

Çavuş and Develi (2017), and Balakrishnan and Raman (2020) found that ethical 

climate has significant and positive relationship with OCB while Pagliaro, Lo Presti, 

Barattucci, Giannella, and Barreto (2018) determined that an ethical organizational 

climate of friendship increased OCB among employees in the workplace. As such, 

current existing findings had also indicated the strong relationship between ethical 

climate and OCB.  

 

Jaramillo, Bande and Varela (2015) found that ethical work climate mediated the 

impact of servant leadership on salesperson performance while Schwepker. Jr and 

Schultz (2015) found that caring ethical climate perceptions moderated the 

relationship between SL and salesperson’s value enhancing sales performance. These 

findings provided not only empirical support to the argument that SL is linked to the 

construct of ethical climate but also highlighted the role of ethical climate as a 

mediator and a moderator in SL’s relationship with organizations’ variables.  

 

According to Martin and Cullen (2006), employees preferred ethical climate with the 

element of caring. As servant leadership is associated with the caring dimension, 
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Schwepker and Schultz (2015) suggested that this type of ethical climate is best 

suited to determine the relationship between ethical climate and servant leadership. 

Hung and Tsai (2016) and Huang et al (2012) proposed that ethical climate 

especially the element of caring played an important role in enhancing the OCB 

among the employees in the workplace. Further, Wei (2018), and Younis and Elsaid 

(2019) found that caring-oriented ethical climate had a significant positive predictive 

effect on employees’ OCB. As such, this study focuses on the dimension of caring 

ethical climate as a research’s construct in the framework. Based on the above-

mentioned arguments that there is a relationship between servant leadership and 

ethical climate, and that caring ethical climate is positively associate with OCB, and 

lastly, the evidence that caring ethical climate is able to enhance the relationship 

between SL and positive behaviour, it is predicting; 

Hypothesis 5: Caring ethical climate moderates the relationship between servant 

leadership (SL) and organization citizenship behavior (OCB) where higher 

perceived level of ethical climate will enhance the relationship between SL and 

OCB    

 

2.10 Summary 

Chapter two covered extensively on the literature review on employee turnover with 

the focus on employee dysfunctional turnover and the best method to surrogate this 

type of turnover which was employee’s intention to leave, organizational citizenship 

behaviour, servant leadership, and ethical climate. This critical literature review of 

all the variables in this study will provide the foundation for formulation of this 

research’s theoretical framework and the development of hypotheses. In additional, 

this chapter identified the gap of knowledge in the area of employee turnover, 
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servant leadership, OCB, and ethical climate and also discussed in how this study 

will be able to fill this gap. This chapter continued with the introduction of the 

variables of the research model and proceeded to the presentation of the theoretical 

framework of the study with the focus on the underpinning theory that formed the 

foundation of frame work. It concluded with the development of the hypotheses of 

the research. 
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CHAPTER THREE  

RESEARCH METHODOLOGY 

 

3.1 Introduction 

In this chapter, the discussion will be on the components of the research 

methodology of this study. It covered all elements in the process of 

operationalization of the variables and then the discussion moved on to the research 

paradigm, research design, population of the study and the sampling technique. Last 

but not the least, it will hold a discussion of the method of analyzing the data. 

 

3.2 Research Paradigms 

In this discussion, the focus was on the philosophical issues that underpin this 

research. According to Pham (2018) a research paradigm is a philosophical 

framework that offers guidance to researchers on how to conduct a scientific 

research. There are two main paradigms which are positivism and interpretivism. In 

this research, the framework is based on the philosophical of positivism. 

Positivism is an approach that study society based on scientific evidence which 

include experiments and statistics to have a better understanding on how society 

operates. In positivism studies, the researcher’s role is confined to collect data and to 

interpret the data objectively. In this type of studies, the findings are usually 

observable and quantifiable. 

 

First and foremost, this is a quantitative research. The language of this research is in 

the form of formal writing style, it used passive voice, and also the acceptance of 

quantitative terms. Another important component of this research’s language format 
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is that definitions are discussed and set. The above elements of this research set the 

tone of the study which is leaning towards to the paradigms of positivism. 

 

Further, the direction of this research followed the principle of deductivism. The 

structure of this study has the hallmark of a deduction-based research model as the 

first step is to identify and discuss the research theories. Then, based on the 

discussion of theories, hypotheses of the study were deduced which were subjected 

to empirical scrutiny. This was followed by designing data collection strategy to 

collect data which was analyzed as part of the research methodology. The collected 

data were statistically analyzed to provide the findings of the research. The findings 

of this study supported four of the hypotheses while another hypothesis was not 

supported. The findings of this study will be discussed in detail in the next chapter. 

The final stage was the revision of theory. Hence, it is without doubt that this 

research methodology had the characteristics of a deduction-based research model 

(Bryman & Bell, 2011).  

 

This researcher held the belief that a valid knowledge can on be derived from 

phenomenon that are observable and measurable. Further, this researcher maintained 

an independent and objective stance throughout the duration of the study. This is 

unlike an interpretivist who makes attempt to minimize the distance between him and 

the subject of his research (Pham, 2018). Thus, this reinforced the argument that this 

research adopted the framework of positivism.  
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The discussion above, supported the argument that that this research adopted the 

philosophical framework of positivism. It held the belief of a positivism-based 

researcher and followed the structure of research based on the positivism framework.  

 

3.3 Research Framework and Research Hypotheses 

In this section, research framework and research hypotheses are presented to 

facilitate a clearer understanding during the discussion on operationalization of the 

study’s variables in the coming section. Figure 3.1 showed the research framework.  
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Figure 3.1 Research Framework 
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There are five hypotheses developed for this study. Table 3.1 summarized the 

hypotheses of this study. 

Table 3.1 Summary of the Hypotheses of this Study. 
No Hypothesis 
H1 There is a negative relationship between servant leadership and high 

performing employees’ intention to leave 
H2 There is a positive relationship between servant leadership and OCB 
H3 There is a negative relationship between OCB and high performing 

employees’ intention to leave 
H4 OCB mediates the relationship between servant leadership and high 

performing employees’ intention to leave. 
H5 Caring ethical climate moderates the relationship between servant leadership 

(SL) and organization citizenship behavior (OCB) where higher perceived 
level of ethical climate will enhance the relationship between SL and OCB 

 
  

The above is the presentation of the research framework and research hypotheses of 

this study. This facilitated the discussion on operationalization of the variables. 

 

3.4 Research Design 

Zikmund, Babin, Carr, and Griffin (2010) defined research design as a master plan 

that provides the specific methods and procedures in collecting, measuring and 

analyzing the data. Cooper and Schindler (2014) described research design as 

consisting a few components such as purpose of study, topical scope of the study, 

time dimension, and the research environment.  

 

This is a correlational study in which focus was to investigate the relationship among 

the variables in the research model. Further, this is a form of statistical study as the 

hypotheses of this study were tested quantitatively. The research’s time dimension 

was based on a cross-sectional in which the collection of data was done only once. 

This can be described as a snapshot of one point at a time (Setia, 2016). In this 
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method, the most common instrument to collect data is questionnaire-based survey 

which was adopted in this study. As this was a self-administration questionnaires 

survey, there was very little interaction between the researcher and the respondents. 

Thus, there was minimum interference by the researcher during the course of 

collecting the data. Further, this method offered very little or no opportunity for the 

researcher to manipulate the process of collecting data in any way.    

 

The cross-sectional time dimension model with questionnaire survey method offered 

certain advantages such as it is fast, low cost, efficient and accurate means of 

assessing information about a population (Setia, 2016). As this study faced the 

constraints of time and resources, this time dimension model was the best alternative 

compared to other models.  

 

3.5 Operationalization of the Variables 

In this section, the discussion will be on the instrument to measure all the variables 

of this study. It identified the source of the measurement instruments and also the 

reliability and the validity of the instruments. 

 

3.5.1 Reliability and Validity 

Below is the detail discussion of the source of measurement tools for the study 

including their operational definitions and internal consistency. Unless otherwise 

indicated, all measures are answered on a 5-point Likert scale.  

 

In this study, the measurement tool for high-performing employee’s intention to 

leave the organization was adapted from Lichtenstein, Alexander, McCarthy and 
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Wells’ (2004) 3-item scale which showed an internal consistency of 0.83 and 

Keaveney (1992) 2-item scale which showed an internal consistency of 0.84. These 

five-items formed the measurement instrument for the construct of high-performing 

employee’s intention to leave the organization. All of these items are negative items 

which were recoded to positively-stated items during the data analysis process. Table 

3.2 summarized the instrument of measurement for this variable. 

 

Table 3.2 Summary of Instrument of Measurement for High Performing Employee’s 
Intention to Leave 

No Variable Source 
 

Operational 
Definition 

Source No. 
of 

Items 

Internal 
Consistency 

1 Intention 
to Leave 

Lichtenstein 
et al. (2004) 

Individual’s 
own estimation 

of the 
possibility that 
they are exiting 

from the 
organization 

permanently at 
some point of 

time in the near 
future. 

Vandenberg 
and Nelson 

(1999) 

3 0.83 

  Keaveney 
(1992) 

2 0.84 

 
 

The assessment tool for SL dimension was adapted from Liden et al.’s (2008) 26-

item servant leadership scale which was validated by the authors. This 

multidimensional measure consisted of seven factors which captured the SL’s 

essence which formed the foundation for the SL variable for this study. The internal 

consistency of the seven factors fell between the range of value between 0.76 to 0.86. 

The factor of helping subordinates grow and succeed had the highest value with a 

value of 0.86 while the factor of emotional healing was the lowest with a value of 

0.76. The rest of the factors’ internal consistency value were above 0.80. All the 
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items are positively-stated items. Table 3.3 summarized the instrument of 

measurement for this variable. 

Table 3.3 Summary of Instrument of Measurement for Servant Leadership 
No Variable Construct 

Dimension 
Source Operational 

Definitions 
Source No. 

of 
Item 

Internal 
Consistency 

 Servant 
Leadership 

 Liden 
et al. 

(2008) 

Leaders’ 
characteristic 
that put the 

subordinates’ 
ahead of their 
own needs and 

focus on 
assisting their 
subordinates 
to grow to 

reach their full 
potential and 

achieving 
success in 

their 
professional 

life. 

Liden 
et al. 

(2008) 

  

1  Conceptual 
Skills 

 

4 0.86 

2  Empowerment 
 

4 0.90 

3  Helping 
Subordinates 

Grow and 
Succeed 

 

4 0.90 

4  Putting 
Subordinates 

First 
 

4 0.91 

5  Behaving 
Ethically 

 

2 0.90 

6  Emotional 
Healing 

 

4 0.89 

7  Creating  
Value for the 
Community 

4 0.89 

 

In this research, two main constructs formed the framework of OCB.  The 

measurement of AOCB was adapted from instrument that was developed by 

Podsakoff et al. (1990) 23-items scale which consisted of 5 factors which were 

altruism, sportsmanship, courtesy, sportsmanship and conscientiousness. The internal 

consistency of the five factors fell between 0.70 and 0.85. Altruism, sportsmanship, 

and courtesy had a similar value which was 0.85 while civic virtue had the lowest 

value which was 0.70. Conscientiousness had a value of 0.82. As for the COCB 

construct, this study adapted the 5-items scale developed by Van Dyne and LePine 

(1998) with internal consistency value of 0.82. In this construct, there was only one 
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dimension which is voice behaviour. Only items from the dimensions of 

sportsmanship are negative items which were recoded to positively-stated items 

during the data analysis process. Similar strategy was also applied by Shin et al. 

(2014) in their research. Table 3.4 summarized the instrument of measurement for 

this variable. 

 

Table 3.4 Summary of Instrument of Measurement for OCB 
No Variable Construct 

Dimension 
Source Operational 

Definition 
Source No. 

of 
Item 

Internal 
Consistency 

 OCB AOCB Podsakoff 
et al. 

(1990) 

Behavior that 
supports the 
social and 

psychological 
environment 
in which task 
performance 
take place 

Organ 
(1998) 

  
1  Altruism 5 0.85 
2  Sportsmanship 4 0.85 
3  Courtesy 5 0.85 
4  Civic Virtue 4 0.70 
5  Conscientious 5 0.82 
     
1  COCB Van 

Dyne & 
LePine 
(1998) 

5 0.82 

   

In 1988, Victor and Cullen empirically demonstrated that there are five distinct types 

of ethical climate. In this study, the focus was on the caring ethical climate and to 

assess this dimension, the measurement used was Victor and Cullen (1988) 7-item 

scale which was developed and validated by them. The internal consistency for this 

scale was 0.80. All the items are positively-stated items. Table 3.5 summarized the 

instrument of measurement for the variable. 

Table 3.5 Summary of Instrument of Measurement for Caring Ethical Climate 
No Variable Source 

 
Operational Definition Source No. 

of 
Items 

Internal 
Consistency 

1 Caring 
Ethical 
Climate 

Victor 
& 

Cullen 
(1988) 

Prevailing perceptions 
of typical practices and 

procedures which 
involve ethical element 

in organizations 

Victor 
& 

Cullen 
(1988) 

7 0.80 
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In the above discussion, it presented the method of operationalized the variables of 

the study. It also summarized the internal consistency for the measurement scale of 

each variable of the research model. 

 

3.5.2 Questionnaire Design 

In this section, the discussion will be focusing on the questionnaire design. It covered 

the general description of this research’s questionnaire’s structure and the preventive 

procedures to minimize error during the collecting data process. 

 

The design of the questionnaire survey started with a short explanatory paragraph to 

explain the purpose of this study. This helped the respondents to have knowledge of 

the context in which the questions were being posted and in turn, allowed them to 

relate to the questions of the survey. It is followed by another paragraph informing 

the respondents that their feedback is highly confidential and their immediate 

supervisor, and the organization were not be given access to the questionnaires 

survey. This eased the respondents’ worry and in turn, will give their feedback 

without fear of negative backlash. This was an attempt to reduce social bias error in 

the data. 

 

The data collection instrument used in this study was a structured self-administration 

questionnaire and it consisted of seventy-three closed questions. There were six 

sections in this instrument. The first section comprised of seven questions which 

were pertaining to the respondents’ demographic information. Second section 

contained five questions which were used to measure the dimension of high-

performance employee’s intention to leave the organization. The third section 
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consisted of twenty-six questions that were designed to measure the dimension of 

servant leadership. Fourth section contained twenty-three questions to assess the 

dimension of AOCB while the fifth section contained five questions to measure the 

dimension of COCB. Lastly, the final section which was the sixth section had seven 

questions which were to assess the dimension of caring ethical climate. Table 3.6 

summarized the numbers of question for each section of the research instrument. 

 

Table 3.6 Summary of the Numbers of Questions for Each Section of the Research 
Instrument 

Section Information / Variables Numbers of 
Questions 

1 Respondents’ demographic 7 
2 Measurement of high performing employees’ intention to 

leave 
5 

3 Measurement of servant leadership 26 
4 Measurement of AOCB 23 
5 Measurement of COCB 5 
6 Measurement of caring ethical climate 7 
 Total 73 

 

There were a few preventive steps taken in designing the questionnaire contents and 

its structure to ensure that the data collected are valid and reliable from the statistical 

perspective. First and foremost, the language used in this survey was easy to 

understanding to ensure that the respondents can answer them without any doubt or 

confusion. Further, the questions were designed in the manner that avoided the usage 

of double-barrel questions or questions that include negative connotation which will 

confuse the respondents (Bryman & Bell, 2011). Lastly, the layout of the 

questionnaire survey was designed in a structural manner with each section clearly 

defined with explanation if required. 
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Cooper and Schindler (2014) recommended that to improve survey result was to 

pretest the questions and instrument before the start of a study. Therefore, the 

questionnaires were distributed to two human resource managers in the retail 

industry. From the feedbacks, there were some concerns regarding the questionnaires 

for servant leadership and OCB. 

 

There were two concerns regarding the questionnaires for servant leaders. One of the 

concerns was that the questionnaires were too long which caused fatigue in 

answering the survey. But the main concern was that the questionnaires for behave 

ethically may affect the organizations’ image and deters the organizations from 

taking part in the study. Their recommendations were to remove a few questionnaires 

from this construct with the emphasis on behave ethically. Based on these concerns 

and recommendations, and that it is possible to remove item from  construct when 

the measurement model is a reflective model (Hair, Hult, Ringle & Sarstedt, 2014), 

and that Liden et al. (2015) operationalized a simplify version of their SL 

measurement scale (Liden et al., 2008) which had one item measuring the dimension 

of behave ethically, and was empirically demonstrated that it was able to capture the 

essence of servant leadership (Liden et al., 2008; DeConinck, Moss, & Deconinck, 

2018), the decision was to remove two items from servant leadership with the focus 

on behave ethically. 

 

Meanwhile, there were also two concerns raised for the questionnaires for OCB. One 

of the concerns was that there were too many questionnaires for this construct which 

caused fatigue among the respondents when answering the survey. Another concern 

was that one of the questionnaires (I am a typical squeaking machine that need to be 
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greased) for the dimension of sportsmanship was too difficult for locals to 

understand. Their recommendations were to remove a few questionnaires including 

the questionnaire that was hard for locals to understanding.  Based on these concerns 

and recommendations, and that it is possible to remove item from construct when the 

measurement model is reflective model (Hair et al., 2014), the decision was to 

remove one item from sportsmanship and one item from COCB. The questionnaires 

for the constructs of employee’s intention to leave and caring ethical climate were 

acceptable without any changes. 

 

After the revision, the questionnaires were resubmitted to the human resource 

managers for review. The feedback from the managers was that the revised 

questionnaires were acceptable without any changes. Thus, these revised 

questionnaires were retained for this study.   

  

The discussion above introduced the research questionnaire contents and its structure 

with a brief statement of the number of questions used to measure each dimension of 

the study. It also elaborated the steps taken to improve the robustness of the 

questionnaires to ensure high degree of validity and reliability.   

 

3.6 Population of the Study  

The population of this study was derived from retail industry in Malaysia. Based on 

the list of major chain retailers which were Tesco, IKEA, AEON, AEON Big, Giant, 

Mydin, Parkson, Metrojaya, MPH Bookstores, Popular Bookstores, Gallery 

Bookstores, Guardian, Watson, Supermart, and Uniqlo, this researcher approached 

the human resources department of these 15 retail organizations for assistance in 
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providing the sample of the research which will be derived from the retail 

outlets/branches. The population is derived from the northern states of Malaysia 

which were Kedah, Penang and Perak, and also from Selangor and Kuala Lumpur   

 

Smith, Organ and Near (1983) recommend that it is better to collect sample from 

same department/business unit as this strategy will reduce the variance caused by 

different departments with their own set of task’s dimension and form of working 

relationship.  Following this recommendation, this research adopted a single business 

unit sample which is the retail outlet itself. 

 

This was a purposive sampling method of research and the respondents were selected 

by managers and area managers of the shortlisted outlets based on the criterion that 

these respondents must be high performers. Managers and area managers selected 

respondents with high performance rating achievement in their yearly performance 

appraisal assessment. As all employees that work at the outlets contribute to the 

overall performance of the outlets, the pool of employees includes all level of staffs 

from managers to retail assistants. The lists of high performing employees which 

were provided by the managers and area managers formed the sampling frame of this 

study. According to Juhdi et al. (2015), in Malaysia context, the immediate 

supervisors’ appraisal is the most common appraisal method employed by 

organizations to identify employees with high potential. Thus, outlet managers and 

area managers were the best person to select high performing employees in their 

workplace for this study based on their yearly performance appraisal assessment on 

their subordinates.  
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The above discussion identified the population for this study. It briefly explained the 

methods and procedures in designing research’s population.  

 

 3.7 Sampling Techniques 

In this section, the discussion focused on the method of sampling techniques of the 

study. It also discussed another component of the sample design which was the type 

of sampling method.  

 

Bryman and Bell (2011) defined sample as the subset of a population in which the 

selection can be based on probability or non-probability approach. The unit of 

analysis is high performing employee and the samples were derived from three 

organizations from the retail industry. The respondents are selected by the managers 

and area managers based on the criterion that these selected respondents achieved 

high rating in their yearly appraisal assessment. Further, as all the employees 

working in the outlets are expected to contribute to the outlets’ performance, the 

selected pool of respondents include all forms of employees from managers to retail 

assistants.  The selected respondents provided data for the variables of servant 

leadership, caring ethical climate, OCB and intention to leave. Paille (2013) used 

similar strategy which is the self-reported measure for his study.  

 

One of main problem in this study was the difficulty in determining the population 

size as there was no data available on a specific group of employees (which in this 

case, the high performers) that work in the retail industry in Malaysia. Further, 

organizations that took part in this study were not willingly to provide the number of 

high performing employees which may due to trade secret and also the difficulty in 
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generating the said list. Thus, it was not possible to determine the population of high 

performers in the targeted industry in this study.    

  

As the population of this study was not been determined, the sampling method of 

choice was purposive nonprobability sampling. This is also due to the fact that 

managers and area managers selected the respondents as they were the best persons 

to identify the high performing employees based on yearly appraisal performance 

appraisal (Juhdi et al., 2015). Therefore, purposive nonprobability sampling was the 

most appropriate sampling technique as the respondents were being selected. 

 

As the sample frame was built by the information provided by the HR department 

and assisted by the outlet manager and area managers, it was safe to assume that the 

lists of employees are valid. As such, the sample of the study was able to fulfilled the 

need of this study. 

 

The discussion above presented the sampling method that was employed in the data 

collection process. It also explained the reasons why this sampling method is chosen. 

 

3.8 Unit of Analysis 

In a research study, unit of analysis is an indication of what or who should provide 

the data and at what level of aggregation. There are a few categories that a researcher 

may collect data from such as individuals, households, organizational, and 

departments (Zikmund et al., 2010). In regards to this, the targeted respondents of 

this study were high performing employees that worked in the Malaysia retail 

industry. This meant that the unit of analysis of this thesis is individual.    
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3.9 Data Collection Procedures  

This presence study employed self-completion questionnaires as the main method to 

collect data. The first thing to complete was to gain approval from the respective 

organizations for allowing its employees to participate in the study and to collect the 

data at the retail outlet. The researcher contacted the HR manager of the concerned 

organizations which were Tesco, IKEA, AEON, AEON Big, Giant, Mydin, Parkson, 

Metrojaya, MPH Bookstores, Popular Bookstores, Gallery Bookstores, Guardian, 

Watson, Supermart, and Uniqlo in the effort to achieve the above goal.   

 

The questionnaires that were used to measure the variables of this study are questions 

that were employed by other researchers to measure similar construct. The shortlisted 

questions were already validated by the concerned researchers and the degree of 

internal consistency of these questions were also high in value. This will ensure that 

the research instrument will function well. Despite this, there was a pilot testing of 

the questions to ensure that it is suitable and easy to understand. The initial result of 

this pilot test was that there were some for concerns for the questionnaires for the 

constructs of servant leadership and OCB. After the revision, it was confirmed that 

the revised questionnaires were suitable. Therefore, the respondents would not have 

any problem in answering the questionnaires. 

 

Out of these fifteen retail organizations that were approached, only three 

organizations were willingly to participate in this study. These three organizations 

made two requests which were that they wished to remain anonymous and also that 

they will distribute and collect back the questionnaires themselves. As such, these 

three organizations are labeled as Organization A, Organization B and Organization 
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C.  Once everything was finalized, the questionnaires were hand-delivered by this 

researcher to the human resource departments of Organization A and B while the 

questionnaires for Organization C were delivered to area managers as agreed earlier. 

The researcher collected back the questionnaires which were in sealed envelopes 

from human departments and area managers based on the agreed schedule of 

collection. A total of 250 questionnaires with self-adhesive envelopes were 

distributed and the numbers of returned completed questionnaires were 131 

questionnaires with a return rate of 52.4%. All the 131 completed questionnaires 

were found to be in perfect order with no missing information. The data collection 

period was between October 2017 to January 2018. Table 3.7 summarized the 

number of respondents from each of the participating organization. 

 

Table 3.7 Summary of Numbers of Respondents from the Participating Organizations 
Organization Numbers of respondents 

Organization A 73 

Organization B 21 

Organization C 37 

Total 131 
 

The above discussion covered the process of gaining approval from the shortlisted 

organizations. It also descripted the procedures of distribution and collection of 

questionnaires in this study. It also briefly discussed the result of the data collection 

which will be cover more extensively in the following chapter. 
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3.10 Data Analysis Method 

According to Bryman and Bell (2011), though quantitative data analysis is typically 

at the later stage of the overall process of a research paper, it is important to 

determine the type of statistic techniques to use in analysing the data collected in the 

early stage of the research. In this research, both the descriptive and inferential 

statistical techniques were applied to interpret and to present the data in a concise 

and easy to understand manner. 

 

Descriptive statistics is employed to summarize the data in a more compact form and 

the refined data can be presented in various graphical form such as tables and charts. 

This statistical process assisted in discerning the patterns that existed which were not 

so apparent in the raw data and positively aided in detecting or confirming the 

hypotheses in the subsequence stage of the statistical analysis (Collis & Hussey, 

2009). In this earliest stage of research, the form of presentation was in the form of 

single variable which was also known as univariate analysis. In this form of analysis, 

data were examined in three main analysis components which were frequency 

distribution which offered the information on the number of frequency for all the 

data in a particular factor or variable and gave a detail information on how 

respondents answered each item for a particular variable, measured the central 

tendency which was the mean for the distribution, and dispersion of the data which 

was the standard deviation which was essentially the average amount of variation 

around the mean (Collis & Hussey, 2009; Bryman & Bell, 2011). This statistical 

analysis which was conducted by SPSS version 22, basically formed the exploratory 

stage of this study. 
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During this stage of data analysis, there were a few statistics analysis conducted to 

prepare the data for the next stage of data analysis. Test for non-response bias was 

conducted to ensure that the result of data is not affected by this phenomenon. Non-

response bias occurs when the responses of participants differ in some systematic 

way from the responses of non-participants (Cooper & Schindler, 2014). Another test 

was also conducted which was to determine the normality of the data by analysing 

the values of the variables’ skewness and kurtosis measurement. This provided 

additional information on the underlying mechanism for generating the data (Ahad, 

Yin, Othman & Yaacob, 2011). The interpretation of the mean scores for the 

variables was also conducted based on the mean score chart that was established by 

Norasmah and Salmah (2011) which provided the value for each of the variables of 

this study which was represented by table 3.8.  

Table 3.8 Mean Score Chart 
Mean score Interpretation of mean score 
1.00 – 2.00 Low 
2.01 – 3.00 Moderately low 
3.01 – 4.00 Moderately high 
4.01 – 5.00 High 

(Source: Norasmah & Salmah, 2011) 

 

The next stage of process was using inferential statistical analysis to further analysis 

the data. In this study, the multivariate analysis was conducted using Partial Least 

Squares Structural Equation Modelling (PLS-SEM). PLS-SEM is considered a 

second-generation statistical technique and it is gaining popularity among social 

science researchers as this statistical method is able to overcome the weaknesses of 

the first-generation methods. PLS-SEM is a combination of path modelling/multiply 

regression and factor analysis (Ramayah, Cheah, Chuah, Ting & Memon, 2018). 
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PLS-SEM offers many advantages such as it is able to estimate multiple and 

interrelated dependence relationship simultaneously and it can represent latent 

variable in these relationships and account for measurement error in the estimation 

process (Cooper & Schindler, 2014). Hair, Hult, Ringle and Sarstedt (2014), reported 

that other advantages of PLS-SEM are that it has no identification issues even when 

the sample size is small and it is able to achieve high level of statistical power with 

small sample size. Further, this statistical technique also works efficiently with 

complex models and does not make any assumption regarding data distribution. 

Thus, PLS-SEM was utilised as the statistical tool to conduct multivariate analysis in 

this study.   

 

The above discussion covered the elements of the statistical analysis for this study 

with the focus on the function of descriptive and inferential statistics. The statistical 

tool to aid the analysis is the PLS-SEM statistical software package. 

 

3.11 Chapter Summary 

This chapter presented the methodology of this research. It started with a discussion 

on the research paradigm and followed by research design. It continued with the 

subject of operationalization of the variables which included the matter of designing 

of the questionnaires. The next item of discussion was on the population of the study 

which include the sample design. And lastly it discussed the statistical techniques 

and tool that are being used in this study to build the statistical model and to confirm 

the hypotheses of the study. 
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CHAPTER FOUR 

DATA ANALYSIS AND RESULTS 

 

4.1 Introduction 

The focus of this chapter is to discuss the result of data analysis of this study. Two 

main statistical tools namely Statistical Packages for Social Sciences (SPSS) and 

Partial Least Squares Structural Equation Modeling (PLS-SEM) were used to 

conduct the descriptive and inferential test on the data collected. It began with a 

presentation of the data collection outcome and followed by preliminary analysis and 

screening of the data that were collected through survey. It continued with model 

testing procedure using PLS-SEM which involved the discussion of the measurement 

and structure model’s results. Lastly, this chapter summarized the result of the 

hypotheses’ testing.    

 

4.2 Response Rate 

In this study, purposive sampling was used to collect data as this is the best method 

considering the type of population required. During the data collection process, this 

researcher faced major difficulties in gaining permission to conduct survey among 

organizations in the retail industry in Malaysia. This researcher approached the 

human resource department of Tesco, IKEA, AEON, AEON Big, Giant, Mydin, 

Parkson, Metrojaya, MPH Bookstores, Popular Bookstores, Gallery Bookstores, 

Guardian, Watson, Supermart, and Uniqlo but most of them declined to take part in 

this study. The main reason given was that the management was not comfortable 

with the exercise as they considered the information required for the survey is a trade 

secret and they also worried that this exercise will affect their retail operations. This 
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is a common problem as Ramayah, Cheah, Chuah, Ting, and Menon (2018) had 

noted of the difficulty in collecting data when conducting organization studies.       

   

In the end, only three of the fifteen organizations that were approached with chain 

stores mainly located in West Malaysia agreed to take part in the study. These 

organizations made a few requests which included that they wished to remain 

anonymous and also that they will distribute and collect back the questionnaires 

themselves. Due to these requests, the organizations that participated in this study are 

labeled as Organization A, Organization B and Organization C. As per request, the 

questionnaires were distributed to the human resource department of organization A 

and organization B while for organization C, the questionnaires distributed to the 

area managers, to be distribute to the selected respondents. The participating 

organizations’ human resource department and area managers that were involved in 

selecting the respondents and distributing the questionnaires were briefed regarding 

the requirements of the study with emphasis on selecting only high performing 

employees based on their yearly appraisal assessment. A total of 250 of survey forms 

were distributed among these three organizations and the number of returned 

completed forms were 131. All the returned completed forms were examined and 

were found to be in perfect order with no missing information. Hence, all the 131 

responses were deemed as usable data. The return rate of this exercise was 52.4%. 

The population of this study was derived from the states of Kedah, Penang, Perak, 

Selangor and Kuala Lumpur. The period of collection was between October 2017 to 

January 2018. Table 4.1 summarized the numbers of questionnaires distributed to 

each of these three participating organizations, numbers of returned completed 
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questionnaires, the percentage of returned questionnaires, the numbers of usable 

questionnaires and the numbers of rejected questionnaires. 

Table 4.1 Summary of the Result of the Questionnaires Distribution Exercise.  

Organization 
Number of 

questionnaires 
distributed 

Number of 
completed 

questionnaires 
returned 

Percentage of 
returned 

completed 
questionnaires 

Usable 
questionnaires 

Rejected 
questionnaires 

Organization 
A 

150 73 48.7% 73 0 

Organization 
B 

50 21 42.0% 21 0 

Organization 
C 

50 37 74.0% 37 0 

Total 250 131 52.4% 131 0 

 

 

4.3 Data Coding and Preliminary Analysis 

Data coding were conducted using SPSS version 22. During this process. all the 

responses for negative items in the questionnaires were recoded so that the responses 

can be interpreted the same way as positively-stated items. Items for questionnaires 

for intention to leave and the dimension of sportsmanship were in the form of 

negative items and therefore, prior to further data analyses these items were recoded. 

   

According to Leech, Barrett and Morgan (2005), it is important to conduct 

exploratory data analysis to identify problems in the data such as missing data and 

error imputing data. This is an essential step to ensure that there are no issues with 

the data. 
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4.3.1 Missing Data 

Missing data is one of the main issues when conducting social science research as 

most of the projects use survey research to collect data (Hair, Hult, Ringle & 

Sarstedt, 2014). This problem arises due to the respondents decide not to answer or 

accidently fail to answer a particular question. According to Kline (2011), if the 

missing data is less than 5% on a single indicator in a large sample, it is of small 

concern. Hair et al. (2014) recommended mean value replacement as a solution to 

this problem if the missing data are less than 5% per indicator. When the missing 

data are more than 15% on an indicator, the recommendation is to delete this 

indicator from the data file (Hair et al. 2014).  

 

During the data entry process, the preliminary analysis indicated that there is no 

missing data detected as all the questionnaires were answered by the respondents. 

Further, the N column in the descriptive output indicated that was no missing values. 

Thus, the issue of missing data will not be a concern in this study.  

 

Leach et al. (2005) recommended that it is important to identify if there is any error 

in the data to ensure that the data are impute is done correctly. This process includes 

comparing the minimum and maximum values for each indicators and allowable 

range of values in the descriptive output. As such, this step was conducted and it was 

determined that the data entry was conducted correctly. The values of each indicator 

were within the allowable range. 
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The discussion above descripted the steps taken to ensure that there is no issue of 

missing data or error when imputing data. It was concluded that there is no missing 

data and the data entry was conducted correctly. 

 

4.4 Test for Non-response Bias 

According to Cooper and Schindler (2014), non-response bias occurs when the 

responses of participants differ in some systematic way from the responses of non-

participants. This may affect the result of the data analysis. Therefore, it is important 

to investigate this phenomenon. Bumgardner, Montague, and Wiedenbeck, (2017), 

cited that the most common method of testing non response bias is the comparison of 

early and late respondents. Hence, in this study, this approach was adopted to ensure 

that the result of data analysis is not affect by this type of error. 

 

For testing of the non-response bias, 94 usable questionnaires were considered early 

respondents (questionnaires that were collected back between the period of October 

2019 to December 2019) and coded as Group 1. Another 37 usable questionnaires 

were considered as late respondents (questionnaires that were collected back on 

January 2020) and coded as Group 2). Levene’s test of homogeneity of variances 

was utilised to examine the data for non-response bias. If the p-value is above 0.05, it 

can be concluded that the assumption of equal variances has been met (Leach et al., 

2005). 

 

Table 4.2 showed the result of the Levene’s test of homogeneity of variances. From 

the result of the independent sample t- test, it was concluded that there was no 

significant difference between early respondents and late respondents based on the 
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items in intention to leave (t = -1.238, p = 0.218); servant leadership (t = 0.486, p =  

0.628); OCB (t =-0.743, p = 0.459); and caring ethical climate (t = 0.978, p = 0.330) 

as the p-value for all the variable were above 0.05 (Leach et al., 2005) Thus, the 

conclusion was that there was no significant threat in non-response bias. 
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Levene’s Test for 
Equality of 
Variances 

T-test for Equality of Means 

       95% Confidence 
Interval of the 

Difference 

F Sig t df 
Sig. (2-
tailed) 

Mean 
Difference 

Std. Error 
Difference Lower Upper 

ITL 
Equal Variances Assume 0.328 0.568 -1.238 129 0.218 -0.21967 0.17747 -0.57079 0.13146 

Equal Variance Not Assume   -1.192 61.226 0.238 -0.21967 0.18426 -0.58808 0.14875 

SL 
Equal Variances Assume 0.938 0.335 0.486 129 0.628 0.06215 0.12799 -0.19109 0.31538 

Equal Variance Not Assume   0.456 58.439 0.650 0.06215 0.13626 -0.21056 0.33485 

OCB 
Equal Variances Assume 0.004 0.951 -0.743 129 0.459 -0.06072 0.08169 -0.22234 0.10091 

Equal Variance Not Assume   -0.734 64.229 0.466 -0.06072 0.08276 -0.22605 0.10461 

CEC 
Equal Variances Assume 0.265 0.607 0.978 129 0.330 0.09846 0.10062 -0.10063 0.29754 

Equal Variance Not Assume   1.069 80.361 0.288 0.09846 0.09210 -0.08481 0.28172 

Table 4.2 Result of the Levene’s Test of Homogeneity of Variances 



156 
 

4.5 Normality Test 

Data that is normally distributed have a symmetric bell-shaped curve in which the 

highest frequency is in the middle while the lower frequencies are towards the 

extremes. It is recommended to test the normality of the data to have a better 

understanding of the data distribution which will provide additional information on 

the underlying mechanism for generating the data (Ahad, Yin, Othman & Yaacob, 

2011). 

 

Skewness and kurtosis are the two measures that can be apply to test the normality of 

the data. The formula. When the data distribution is not in a symmetric bell-shaped 

curve in which the mean is not in the middle of the distribution, this data is 

considered to be skewed. On the other hand, kurtosis is a measure of whether the 

data is peaked or flat relative to a distribution that is normal. When the data has a 

sharp peak, the data contribution is considered to be with high kurtosis ((Ahad, Yin, 

Othman & Yaacob, 2011).  

 

The formula for test the normality of the data sets for the measurement of skewness 
is as followed. 

 

 

.  

 = Value of normality for skewness 

Skewness = The value of skewness 

 = The standard error for the skewness 
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The formula for test the normality of the data sets for the measurement of kurtosis is 
as followed. 

 

 

 = Value of normality 

Kurtosis   = The value of kurtosis 

= The standard error for the kurtosis 

 

According to Rose, Spinks and Canhoto (2015), when the value of  or 

 is greater than ±1.96, it indicated that the data distribution is not normal 

with respect from that statistic. Table 4.3 showed the result of  and 

 value for all the variable of the study. 

 

Table 4.3 The Result of  and  Value for all the Variable of the 
Study. 

Variables Skewness 
Standard 

Error (SE) 
of 

Skewness 

 Kurtosis 
Standard 

Error (SE) 
of 

Kurtosis 

 

Intention 
to leave 

0.489 0.212 2.306 -0.171 0.420 -0.407 

Servant 
leadership 

-1.127 0.212 -5.316 1.241 0.420 2.955 

OCB 0.201 0.212 0.948 0.230 0.420 0.548 

Caring 
Ethical 
Climate 

-0.612 0.212 -2.887 1.127 0.420 2.683 

 

Based on the results, all the variables’  were above the value of ±1.96 

except for the variable of OCB with the values of 0.948. Meanwhile,   for 
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variable intention to leave and OCB were below the value of ±1.96 while servant 

leadership and caring ethical climate reported value that was high than ±1.96. This 

indicated that the overall data distribution in respect from this statistic was not 

normal.  

 

Chin (1998) recommended that when the data distribution is not normal, it is best to 

apply PLS-SEM for data analysis while Hair et al. (2014) stated that PLS-SEM is 

suitable for analysis of data which distribution are non-normal.  

 

4.6 Descriptive Statistics for Variables 

Descriptive analysis is applied to summarize the data (Leech et al., 2005). This 

analysis involves computing the mean as a measurement of central tendency, and 

computing standard deviation, the degree of skewness and kurtosis to measure 

variability of the data. Table 4.4 summarized the descriptive statistic for variables in 

the study. 

 

As PLS-Sem is a nonparametric statistical method, there is no requirement for the 

data to be normally distributed but it is important to determine that the data is not 

extremely non-normal distributed (Hair et al., 2014). Hair et al. (2014) proposed that 

examining two measures of distribution of skewness and kurtosis will be a better 

option in assessing the distribution spread of the data.  

 

Skewness assesses the degree of how much the data is symmetrical. If frequency 

distribution of a variable stretches toward either to the right or left of the distribution, 

the curve is characterized as skewed (Leech et al., 2005). According to Hair et al. 
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(2014), a general guideline for skewness is that if the absolute value for skewness fall 

between -1 and +1, it is considered a normal distribution. Meanwhile, Kline (2011) 

proposed that if the absolute value for skewness fall below -3 or above +3, the 

distribution is extremely skew.  

 

Kurtosis is to measure whether a distribution is too peaked. Hair et al. (2014) 

commented that the general guideline for kurtosis is that if the absolute values for 

kurtosis fall between -1 and +1, the contribution is considered normal. Kline (2011) 

contented that the acceptable range for kurtosis is between absolute value of -10 and 

+10. Meanwhile, Leech et al (2005) concluded that kurtosis did not seem to affect 

the result of most statistical analysis very much. 

 

The skewness value of variable intention to leave, OCB and caring ethical climate 

fell between -1.00 and +1.00 which is the range of normal distribution with a value 

of +0.489, +0.201 and -0.612 respectively. The variable of servant leadership’ 

skewness value was -1.127 which was slightly higher that absolute values of -1.00 

but it was still within the acceptable range that was proposed by Kline (2011). As for 

the issue of kurtosis, the variable intention to leave and OCB recorded kurtosis value 

that were within the range of normal distribution of between -1.00 and +1.00 with 

values of -0.171 and +0.230 respectively. The variable of servant leadership and 

caring ethical climate recorded a slightly higher value of kurtosis with a respective 

value of +1.241 and +1.127 but it was still much lower than the unacceptable level of 

high kurtosis as both of these variables’ kurtosis values were much lower than the 

value of -10 or +10 (Kline, 2011). Based on these observations, it was decided that 

the data are ready for the next step of statistical analysis which is the inferential 
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analysis. Table 4.4 summarized the descriptive statistic for variables in the study. 

Figure 4.1, 4.2, 4.3 and 4.4 showed the graph of data distribution for the variable of 

intention to leave, servant leadership, OCB and caring ethical climate respectively.    

Table 4.4 Descriptive Statistic for Variables in the Study 

Variables Mean Standard 
Deviation Skewness 

Standard 
Error of 

Skewness 
Kurtosis 

Standard 
Error of 
Kurtosis 

Intention to 
leave 2.475 0.916 0.489 0.212 -0.171 0.420 

Servant 
leadership 3.460 0.658 -1.127 0.212 1.241 0.420 

OCB 3.718 0.420 0.201 0.212 0.230 0.420 

Caring 
Ethical 
Climate 

3.758 0.518 -0.612 0.212 1.127 0.420 

 

Figure 4.1 The Graph of Data Distribution for Variable Intention to Leave 
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Figure 4.2 The Graph of Data Distribution for Variable Servant Leadership 

 

 

Figure 4.3 The Graph of Data Distribution for Variable OCB 
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Figure 4.4 The Graph of Data Distribution for Variable Caring Ethical Climate 

 

 

The mean score of the variables were measured based on the interpretation chart of 

mean score that was established by Norasmah and Salmah (2011) which provide the 

value for the variables of this study. The mean score for the variable of intention to 

leave among high performers (ITL) indicated that the level of intention to leave 

among the high performers is moderately low at the value of 2.475 with a standard 

deviation of 0.916. Servant leadership’s mean score indicated that the level of 

perception of retail managers practising servant leadership is moderately high with 

the value of 3.460 with a standard deviation of 0.658 while the mean score of OCB 

indicated that the level of engagement of OCB is also moderately high with the value 

of 3.718 and the standard deviation is 0.420. Finally, the mean score for the variable 

of caring ethical climate indicted that the level of perception of caring ethical climate 

(CEC) in the workplace is moderately high with a value of 3.758 with a standard 

deviation of 0.518.  
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4.7 Demographic  

In this section, the discussion will on the demographic of the respondents to enhance 

the understanding of this sample’s nature. The characteristics of the sample that 

formed the discussion were the gender, age, marital status, education level, working 

experience, the tenure in the current company and position. Table 4.5 summarized 

the demographic of the respondents.  
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Table 4.5 Summary of the Demographic of the Respondents 
Information Category Frequency Percentage 

Gender Male  61 46.6 

 Female 70 53.4 

Age  Below 20 years 2 1.5 

 21 - 25 years 30 22.9 

 26 – 30 years  38 29.0 

 31 – 35 years 28 21.4 

 Above 35 years 33 25.2 

Marital status Single 72 55.0 

 Married 59 45.0 

Education level SPM 47 35.9 

 STPM 5 3.8 

 Certificate 9 6.9 

 Diploma 32 24.4 

 Degree 34 26.0 

 Masters 1 0.8 

 Others 3 2.3 

Working experience  < 3 years 24 18.3 

 3 – 5 years 36 27.5 

 6 – 8 years 21 16.0 

 9- 11 years 18 13.7 

 > 11 years 32 24.4 

Tenure in current company < 2 years 39 29.8 

 2 – 5 years 70 53.4 

 6 – 9 years 18 13.7 

 > 10 years 4 3.1 

Position Sales assistance 21 16.0 

 Assistance supervisor 14 10.7 

 Supervisor 33 25.2 

 Assistance Executive 20 15.3 

 Executive 33 25.2 

 Assistance Manager 8 6.1 

 Manager 2 1.5 
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In this study, female formed the majority of the respondents with the number of 

respondents of 70 or 53.4% of the total respondents while the number of male 

respondents was 61 respondents or with the percentage of 46.6%. The age group 

between 26 – 30 years old was the largest number of respondents with the number of 

respondents of 38 (29.0%), followed by the age group of above 35 years (33 

respondents or 25.2 %), and age group of 21 – 25 years (30 respondents or 22.9%). 

The fourth largest group was from the 31 – 35 years with 28 respondents or 21.4%, 

and the smallest group was the respondents below 20 years old (2 respondents or 

1.5%). Majority of the respondents are single which was 72 respondents or with the 

percentage of 55% while 59 (45%) respondents are married.  

 

In terms of education level, SPM holders formed the largest group of respondents 

with 47 respondents or with the percentage of 35.9%. Degree holders were the next 

largest group with 34 respondents which was 26.0% of the total respondents, 

followed by diploma holders (32 respondents or 24.4%) and certificate holders (9 

respondents or 6.9%). Fifth largest group was the STPM holders (5 respondents or 

3.8%) while others and Masters holders formed the last two smallest group with 3 

respondents (2.3%) and 1 respondent (0.8%) respectively.  

 

Participants with work experience of between 3 – 5 years which was 36 respondents 

or with the percentage of 27.5% was the largest number of respondents that took part 

in this study. The next largest group was participants with work experience of more 

than 11 years (32 respondents or 24.4%). The third largest group was respondents 

with work experience of less than 3 years (24 respondents or 18.3%) while the fourth 
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and the fifth largest group were respondents with work experience of 6 – 8 years (31 

respondents or 16.0%) and 9 – 11 years (18 respondents or 13.7%) respectively.  

 

Meanwhile, respondents with the tenure in the current company of between 2 and 5 

years was the largest group that participated in this survey with 70 respondents which 

is 53.4% of the total respondents in this study. The next two largest group were the 

respondents with the tenure of less than 2 years (30 respondents or 29.8%) and 6 – 9 

years (18 respondents or 13.7%). The smallest group was the respondents with more 

than 10 years working in the current company (4 respondents or 3.1%). Supervisors 

and executives formed the largest group of respondents with the same number of 

respondents which was 33 respondents or with the percentage of 25.2%. Sales 

assistants (21 respondents or 16.0%) formed the next largest group of respondents 

and followed by assistance executives (14 respondents or 15.3%). Assistance 

managers and managers made up the balance of the respondents with 8 respondents 

(6.1%) and 2 respondents (1.5%) respectively. 

 

4.8 Data Inferential Analysis 

In this section, the discussion is on the results of inferential analysis which begins 

with the testing of measurement model and finally evaluation of the structural model. 

The measurement model testing involves evaluation of the constructs’ reliability and 

validity. Once the constructs’ reliability and validity are confirmed, the next step will 

be addressing the assessment of the structural model. This involves assessing the 

predictive capabilities of the model and the relationship between the constructs (Hair 

et al., 2014). 
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4.9 Evaluation of the Measurement Model 

The first step of PLS-SEM analysis begins with the evaluation of the measurement 

model. This process enables the researcher to evaluate the constructs’ reliability and 

validity. According to Hair et at. (2014), there are two broad types of measurement 

specification which are reflective and formative measurement model. 

 

In reflective measurement model, the construct causes the indicator items. Thus, 

indicators that are associated to a construct will be highly correlated with each other 

and they are interchangeable. Due to this characteristic, leaving out any of the 

indicators will not change the meaning of the construct provided that the reliability of 

this construct is sufficient. In the structural path modeling diagram, it is shown that 

the arrow points from the latent variable to the indicator items (Hair et al., 2014).  

 

As for formative measurement model, it is assumed that the indicator items cause the 

construct. Hence, each of the indicator items captures a specific part of the construct. 

Based on this assumption, it is not possible to omit an indicator item without altering 

the nature of the construct. In the structural path model diagram, the arrow points 

from the indicator item to the latent variable (Hair et al., 2014).   

 

In this study, it is established that this is a third order model. In the first order model, 

all the constructs are reflected as reflective model as each construct is considered a 

trait that explained the indicators (Fornell & Bookstein, 1982). Meanwhile both the 

second order and third order model are reflected as formative model which will be 

discussed in the following sections. 

 



168 
 

4.9.1 Assessment of Reflective Measurement Model of The First Order Model 

In the measurement model assessment, there are three main assessment criteria 

which are the internal consistency reliability, convergent reliability and discriminant 

validity (Ramayah, Cheah, Chuah, Ting & Memon, 2018). Below is a discussion on 

these three assessment criteria. 

 

According to Hair et al. (2014), composite reliability is more appropriate to assess 

the internal consistency reliability of the construct compared to Cronbach’s alpha due 

to its limitation. Hence, in this analysis, the composite reliability will be employed to 

measure the internal consistency reliability of the constructs. Value between 0.70 – 

0.90 is considered to be satisfaction while value that is above 0.90 is not desirable. 

 

Convergent validity is the extent to which a measure correlates positively with 

alternative measures of the same construct. There are two types of consideration for 

convergent validity which are indicator reliability / outer loadings and average 

variance extracted (AVE).  The acceptable value for outer loading should be 0.708 or 

higher while for AVE, the acceptable value of 0.50 or higher indicates the construct 

explains more than half of the variance of its indicators (Hair et al., 2014). 

 

Discriminant validity is the extent to which a construct is truly distinct from other 

constructs. The two main method to assess the discriminant validity are Fornell and 

Larcker’s criterion and Heterotrait-Monotrait ratio of correlations (HTMT). Fornell 

and Larcker’s criterion compares the square root of AVE values with the latent 

variable correlations (Hair et al., 2014). The square root of each construct’s AE 

should be greater than its highest correlation with other constructs. Meanwhile, as for 
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the HTMT method, any construct with the value above 0.90 indicates there is a 

problem of discriminant validity (Gold, Malhotra & Segars, 2001). 

 

4.9.1.1 Interpretation of the First Order Model’s Reliability and Convergent 

Validity 

Based on the result generated, there were indicators of a few constructs that reported 

low loading value which was below the threshold of 0.708. The indicators were from 

the AOCB construct which were aa1 (0.523), aco5 (0.688), acu2 (0.636), acu5 

(0.682), acv3 (0.589), acv4 (0.430), asp1 (0.548), and SL construct which was em4 

(0.576). According to Ramayah et al. (2018), to ensure that the model achieved 

satisfactory indicator reliability, it is recommended to delete indicators with low 

loading. Accordingly, aal1, acu2, acv4, and em4 as these indicators reported the 

lowest value for each of the construct were deleted. The rest of the indicators were 

retained as the re-analysis of the data showed that the minimum of AVE result of 0.5 

was achieved as per recommended by Ramayah et al. (2018). Table 4.6 summarized 

the abbreviation for the variables and also the dimensions of the variables. Figure 4.5 

showed the new revised model drawing while table 4.7 summarized the result of the 

reliability and the convergent validity of the first order model. 
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Table 4.6 Summary of Abbreviation for the Variables and Their Dimensions 

 

Variables and Dimensions Abbreviation 
Intention to Leave ITL 
Servant Leadership SL 

Creating Value for Community CC 
Conceptual Skill CS 
Emotion Healing EH 

Empowering Subordinates EM 
Helping Subordinates to Grow HS 

Putting Subordinates First PS 
Behave Ethically BE 

OCB OCB 
Affiliative OCB AOCB 

Altruism AAL 
Conscientiousness ACO 

Courtesy ACU 
Civic Virtue ACV 

Sportsmanship ASP 
Challenging OCB COCB 

Caring Ethical Climate CEC 
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Figure 4.5 Revised Drawing of the First Order Model  
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Table 4.7 Summary of Result for Internal Consistent Reliability and Convergent 
Validity 

Construct Items Loadings AVE CR 
AAL aal2 0.817 0.678 0.894 
 aal3 0.799   
 aal4 0.872   
 aal5 0.804   
ACO aco1 0.751 0.598 0.881 
 aco2 0.832   
 aco3 0.820   
 aco4 0.746   
 aco5 0.710   
ACU acu1 0.733 0.624 0.868 
 acu3 0.811   
 acu4 0.902   
 acu5 0.697   
ACV acv1 0.917 0.663 0.849 
 acv2 0.928   
 acv3 0.535   
ASP asp1 0.550 0.568 0.837 
 asp2 0.773   
 asp3 0.800   
 asp4 0.854   
COCB cocb1 0.782 0.745 0.936 
 cocb2 0.877   
 cocb3 0.898   
 cocb4 0.875   
 cocb5 0.878   
BE be1 0.926 0.863 0.927 
 be2 0.932   
CC cc1 0.887 0.792 0.938 
 cc2 0.924   
 cc3 0.867   
 cc4 0.879   
CS cs1 0.839 0.799 0.941 
 cs2 0.924   
 cs3 0.905   
 cs4 0.906   
EH eh1 0.763 0.695 0.901 
 eh2 0.877   
 eh3 0.852   
 eh4 0.838   
EM em1 0.910 0.872 0.953 
 em2 0.957   
 em3 0.933   
HS hs1 0.916 0.796 0.94 
 hs2 0.918   
 hs3 0.843   
 hs4 0.890   
PS ps1 0.915 0.811 0.945 
 ps2 0.950   
 ps3 0.900   
 ps4 0.832   
ITL itl1 0.887 0.781 0.947 
 itl2 0.878   
 itl3 0.947   
 itl4 0.911   
 itl5 0.788   
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The indicator loading, AVE, and CR of the reflective construct are shown in table 

4.3. Most of the indicators’ loading are above the recommended value of 0.708 (Hair 

et al., 2017) except acu5 (0.697), acv3 (0.535), and asp1 (0.55). But as all the 

constructs reported CR value of greater than 0.70 and AVE values of above 0.50, it 

was decided that all the indicators are to retained (Ramayah et al., 2018). 

 

4.9.1.2 Interpretation of the First Order Model’s Discriminant Validity 

As discussed earlier, two measures of discriminant validity will be employed to 

assess the discriminant validity of this first order model which are Fornell and Lacker 

Criterion, Cross loading and HTMT Criterion. Table 4.8 showed the result of Fornell 

and Lacker Criterion which establishes that there is discriminant validity as all the 

constructs are highly loaded on their respective constructs.  
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Table 4.8 Fornell-Larcker Criterion  
 AAL ACO ACU ACV ASP BE CC COCB CS EH EM HS ITL    PS 

AAL 0.824              

ACO 0.392 0.773             

ACU 0.682 0.438 0.790            

ACV 0.215 0.179 0.181 0.814           

ASP 0.324 0.284 0.337 0.111 0.753          

BE 0.098 0.159 0.004 0.383 0.055 0.929         

CC 0.228 0.174 0.140 0.376 0.111 0.62 0.890        

COCB 0.499 0.272 0.477 0.244 0.272 0.145 0.286 0.863       

CS 0.154 0.216 0.148 0.355 0.138 0.789 0.677 0.105 0.894      

EH 0.069 0.18 0.003 0.435 0.18 0.643 0.552 0.171 0.619 0.834     

EM 0.309 0.254 0.256 0.351 0.186 0.667 0.678 0.319 0.712 0.517 0.934    

HS 0.207 0.228 0.158 0.357 0.233 0.681 0.718 0.242 0.766 0.598 0.713 0.892   

ITL -0.143 -
0.196 

-
0.006 

-
0.421 

-
0.266 

-
0.658 

-
0.577 

-0.164 -
0.664 

-
0.679 

-0.54 -
0.657 

0.884  

PS 0.075 0.176 0.004 0.430 0.074 0.743 0.712 0.195 0.734 0.724 0.664 0.832 -.668   0.900 
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Table 4.9 Cross Loading Result  
 AAL ACO ACU ACV ASP BE CC COCB CS EH EM HS ITL PS 
aal2 0.817 0.298 0.449 0.263 0.349 0.154 0.254 0.293 0.209 0.152 0.319 0.253 -0.281 0.170 
aal3 0.799 0.382 0.532 0.243 0.337 0.063 0.187 0.423 0.110 0.058 0.219 0.189 -0.165 0.121 
aal4 0.872 0.314 0.594 0.152 0.154 0.083 0.169 0.465 0.149 0.028 0.261 0.194 -0.062 0.051 
aal5 0.804 0.31 0.698 0.033 0.222 0.002 0.124 0.494 0.015 -0.033 0.200 0.023 0.071 -0.115 
aco1 0.305 0.751 0.260 0.153 0.054 0.128 0.133 0.250 0.138 0.175 0.258 0.214 -0.200 0.211 
aco2 0.376 0.832 0.443 0.217 0.33 0.145 0.189 0.254 0.214 0.131 0.202 0.232 -0.211 0.186 
aco3 0.268 0.82 0.394 0.044 0.290 0.120 0.105 0.150 0.203 0.126 0.206 0.161 -0.034 0.074 
aco4 0.231 0.746 0.224 0.213 0.188 0.133 0.127 0.218 0.145 0.195 0.140 0.134 -0.224 0.159 
aco5 0.345 0.710 0.434 -0.046 0.316 0.059 0.088 0.119 0.120 -0.005 0.141 0.077 0.023 -0.086 
acu1 0.570 0.343 0.733 0.216 0.088 0.146 0.165 0.398 0.173 0.057 0.275 0.227 -0.075 0.143 
acu3 0.511 0.336 0.811 0.205 0.349 0.069 0.111 0.316 0.160 0.065 0.255 0.131 -0.037 0.033 
acu4 0.565 0.408 0.902 0.092 0.349 -0.062 0.119 0.42 0.139 -0.038 0.215 0.148 -0.003 -0.043 
acu5 0.587 0.277 0.697 0.084 0.200 -0.155 0.030 0.428 -0.087 -0.090 0.003 -0.076 0.156 -0.137 
acv1 0.050 0.063 0.020 0.917 -0.023 0.342 0.307 0.134 0.314 0.424 0.297 0.329 -0.391 0.413 
acv2 0.178 0.113 0.118 0.928 0.058 0.371 0.353 0.146 0.350 0.374 0.325 0.347 -0.399 0.422 
acv3 0.417 0.372 0.447 0.535 0.365 0.192 0.260 0.435 0.174 0.244 0.235 0.160 -0.202 0.154 
asp1 0.169 0.199 0.245 -0.037 0.550 -0.133 -0.033 0.139 -0.103 0.031 -0.069 -0.059 -0.040 -0.099 
asp2 0.211 0.246 0.237 0.149 0.773 0.059 0.077 0.172 0.082 0.058 0.171 0.190 -0.181 0.091 
asp3 0.275 0.113 0.266 0.026 0.800 0.075 0.037 0.196 0.092 0.109 0.158 0.176 -0.176 0.018 
asp4 0.291 0.302 0.288 0.129 0.854 0.053 0.162 0.272 0.188 0.242 0.177 0.246 -0.293 0.108 
be1 0.051 0.175 0.033 0.367 0.062 0.926 0.607 0.068 0.819 0.633 0.651 0.702 -0.605 0.739 
be2 0.130 0.122 -0.024 0.345 0.040 0.932 0.545 0.199 0.651 0.563 0.59 0.567 -0.618 0.644 
cc1 0.190 0.148 0.171 0.375 0.122 0.573 0.887 0.261 0.623 0.579 0.592 0.643 -0.518 0.650 
cc2 0.263 0.183 0.103 0.389 0.110 0.651 0.924 0.273 0.666 0.512 0.689 0.692 -0.562 0.706 
cc3 0.206 0.110 0.140 0.272 0.070 0.487 0.867 0.311 0.509 0.437 0.559 0.541 -0.463 0.544 
cc4 0.126 0.181 0.075 0.277 0.088 0.457 0.879 0.150 0.603 0.409 0.551 0.683 -0.503 0.622 
cocb1 0.493 0.196 0.519 0.248 0.254 0.104 0.134 0.782 0.025 0.042 0.210 0.096 -0.061 0.027 
cocb2 0.505 0.267 0.501 0.234 0.305 0.148 0.280 0.877 0.114 0.118 0.319 0.244 -0.135 0.170 
cocb3 0.439 0.155 0.379 0.146 0.159 0.081 0.175 0.898 0.006 0.093 0.237 0.171 -0.124 0.135 
cocb4 0.374 0.229 0.313 0.225 0.211 0.173 0.325 0.875 0.167 0.264 0.311 0.264 -0.213 0.258 
cocb5 0.373 0.314 0.391 0.208 0.248 0.109 0.279 0.878 0.111 0.180 0.277 0.232 -0.147 0.202 
cs1 0.108 0.166 0.113 0.370 0.123 0.717 0.638 0.093 0.839 0.649 0.653 0.683 -0.590 0.691 
cs2 0.209 0.193 0.136 0.303 0.180 0.701 0.654 0.187 0.924 0.546 0.652 0.725 -0.605 0.676 
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cs3 0.129 0.176 0.140 0.291 0.084 0.680 0.564 0.055 0.905 0.470 0.613 0.665 -0.554 0.606 
cs4 0.094 0.239 0.139 0.300 0.093 0.720 0.551 0.022 0.906 0.534 0.621 0.655 -0.619 0.639 
eh1 0.005 0.245 -0.028 0.311 0.193 0.359 0.295 0.231 0.347 0.763 0.314 0.364 -0.469 0.449 
eh2 0.023 0.141 -0.002 0.335 0.190 0.588 0.452 0.112 0.545 0.877 0.490 0.557 -0.597 0.639 
eh3 0.128 0.107 0.029 0.367 0.125 0.536 0.525 0.089 0.558 0.852 0.439 0.513 -0.534 0.638 
eh4 0.079 0.097 0.013 0.433 0.091 0.661 0.571 0.126 0.616 0.838 0.483 0.564 -0.657 0.690 
em1 0.274 0.243 0.254 0.283 0.141 0.638 0.672 0.200 0.734 0.481 0.910 0.675 -0.558 0.626 
em2 0.272 0.265 0.214 0.386 0.190 0.643 0.658 0.339 0.664 0.507 0.957 0.684 -0.538 0.637 
em3 0.319 0.206 0.253 0.308 0.185 0.591 0.576 0.340 0.609 0.461 0.933 0.642 -0.425 0.599 
hs1 0.135 0.202 0.130 0.417 0.186 0.664 0.663 0.257 0.706 0.597 0.634 0.916 -0.668 0.811 
hs2 0.139 0.137 0.113 0.306 0.154 0.585 0.669 0.241 0.687 0.578 0.573 0.918 -0.607 0.772 
hs3 0.313 0.266 0.200 0.266 0.299 0.601 0.599 0.189 0.651 0.406 0.695 0.843 -0.545 0.625 
hs4 0.115 0.185 0.100 0.268 0.164 0.559 0.630 0.168 0.684 0.576 0.615 0.890 -0.504 0.773 
itl1 -0.107 -0.141 0.014 -0.388 -0.284 -0.578 -0.499 -0.165 -0.587 -0.566 -0.490 -0.618 0.887 -0.569 
itl2 -0.142 -0.169 -0.006 -0.337 -0.180 -0.574 -0.471 -0.130 -0.584 -0.576 -0.466 -0.524 0.878 -0.553 
itl3 -0.166 -0.169 -0.024 -0.441 -0.246 -0.656 -0.598 -0.198 -0.636 -0.654 -0.545 -0.626 0.947 -0.637 
itl4 -0.169 -0.143 0.017 -0.350 -0.198 -0.601 -0.514 -0.150 -0.604 -0.574 -0.552 -0.589 0.911 -0.611 
itl5 -0.045 -0.256 -0.026 -0.328 -0.258 -0.488 -0.451 -0.068 -0.515 -0.628 -0.316 -0.534 0.788 -0.579 
ps1 0.037 0.142 -0.038 0.376 0.059 0.603 0.633 0.121 0.617 0.664 0.581 0.760 -0.594 0.915 
ps2 0.068 0.179 0.006 0.399 0.054 0.696 0.668 0.220 0.679 0.679 0.642 0.770 -0.601 0.950 
ps3 0.028 0.119 -0.058 0.364 -0.010 0.608 0.607 0.229 0.567 0.616 0.521 0.693 -0.566 0.900 
ps4 0.129 0.184 0.090 0.402 0.153 0.748 0.648 0.128 0.759 0.642 0.632 0.763 -0.638 0.832 
   

Table 4.9 summarized the result for the cross loading. The result showed that one of the indicators for ACU, indicator numbered five 

had low cross loading value. The rest of the constructs’ indicators shown good loading value. As the Fornell-Larcker Criterion had 

established there is discriminant validity for all the constructs, it was decided at this stage, all the indicators will be retained. 
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Table 4.10 HTMT Criterion Result 
  AAL ACO ACU ACV ASP BE CC COCB CS EH EM HS ITL PS 
AAL                
ACO  0.472              
ACU  0.864 0.538             
ACV  0.380 0.351 0.368            
ASP  0.384 0.390 0.401 0.298           
BE  0.121 0.180 0.165 0.481 0.131          
CC  0.246 0.189 0.155 0.460 0.137 0.695         
COCB  0.587 0.292 0.586 0.369 0.307 0.160 0.295        
CS  0.167 0.242 0.206 0.426 0.179 0.900 0.733 0.119       
EH  0.120 0.215 0.102 0.548 0.192 0.761 0.618 0.180 0.698      
EM  0.343 0.277 0.280 0.431 0.223 0.758 0.733 0.335 0.776 0.583     
HS  0.224 0.241 0.208 0.420 0.252 0.771 0.785 0.252 0.832 0.685 0.767    
ITL  0.205 0.215 0.113 0.498 0.267 0.743 0.621 0.175 0.718 0.762 0.582 0.704   
PS  0.156 0.217 0.149 0.500 0.138 0.839 0.770 0.210 0.790 0.817 0.716 0.907 0.721  
Note: AAL: Altruism, ACO: Conscientiousness, ACU: Courtesy, ACV: Civic Virtue, ASP: Sportsmanship, BE: Behave Ethically,  

CC: Creating Value for Community, COCB: Challenging OCB, CS: Conceptual Skill, EH: Emotion Healing, EM: Empowering 

Subordinates,  

HS: Helping Subordinates to Grow, ITL: Intention to Leave, PS: Putting Subordinates First    
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Based on the result of HTMT Criterion, it was detected that there might be a problem 

of discriminant validity between the construct Helping subordinates to grow and 

Putting subordinates first as the value of 0.907 for them was very slightly higher than 

the value of 0.90 as recommended by Gold, Malhotra and Segars (2001). But as the 

Fornell-Larcker Criterion result established there is discriminant validity for all the 

constructs and Liden et al. (2008) had indicated that the indicators loaded on the 

separate constructs were indeed distinct, the assumption was that discriminant 

validity was established for the construct of this study. Table 4.10 summarized the 

result for HTMT Criterion. 

 

4.9.2 Assessment of Second Order Model 

As the first order reflective measurement model’s assessment had shown that this 

model fulfilled the basic requirement of quality for its reliability and validity, the 

next stage of assessment will be on the second order model. Based on the proposed 

structure of this model, it is established that this is a three layers construct model.  

 

According to Hair et al. (2014), there are three reasons for opting to include of a 

higher-order model in PLS-SEM. Firstly, it is possible for researchers to reduce the 

number of relationships in the structural model which will make the PLS more 

parsimonious and easier to grasp. Secondly, by choosing this path of analysis, it will 

reduce any collinearity issues if the constructs are highly correlated. High correlation 

among variables will affect the effort to establish the discriminant validity in the 

model. Thirdly, establishing higher-order models will also prove to be valuable when 

there is high level of collinearity among the formative indicators. 
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Hair et al. (2014) proposes that there are two different approaches to establish the 

higher-order model. The first one is the bottom-up approach where several latent 

variables’ information is combined together into a single general construct. The 

second approach is the top-down approach in which several subdimensions form a 

general construct. Following the definition by Hair et al. (2014), the higher-order 

model of this study was established following the top-down approach as the 

constructs consisted of several subdimensions.  

 

Becker, Klein and Wetzels (2012) identified four types of higher-order model. The 

first one is the reflective-reflective type I model where the lower-order constructs are 

reflective model in which the constructs can be distinguished from each other but 

exhibit correlation among themselves. The second type is the formative-reflective 

type III model where the higher-order construct is defined by a common concept of 

lower-order constructs which are formed by several specific formative indicators 

(Becker, Klein & Wetzels, 2012). According to Chin (1998), the third type is the 

reflective-formative type II model in which the reflective measured constructs of the 

lower-order model do not share a common cause but form a general concept that 

fully mediates the influence on subsequent endogenous variables. The fourth type is 

the formative-formative type IV model where the formative measured constructs of 

the lower-order model form a more abstract general concept (Becker, Klein & 

Wetzels, 2012). Based on this discussion, it is concluded that the model of this study 

is a reflective-formative type II model as the definition of this type of high-order fit 

the description of the proposed model.  
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As this study’s model is a reflective-formative type II model, the assessment of the 

second-order model is based on formative measurement model. According to 

Ramayah et al. (2018), there are two main assessment for a formative measurement 

model which are to identify if there are any collinearity issues, and the significance 

and relevance of the formative indicators.  

 

In a formative model, one of the important characteristics of this model is that the 

indicators are not essentially interchangeable (Ramayah et al., 2018) and thus, it is 

not expected that there will be correlation among these indicators. According to Hair 

et al. (2014), high correlations among the indicators will caused collinearity issues in 

the model. High level of collinearity among the variables will have impact on the 

estimation of weights and their statistical significance. Collinearity increases the 

standard errors and this will decrease the ability to demonstrate that estimated 

weights are significantly different from zero. This problem is more prevail in cases 

where the sample sizes are smaller as the standard errors are generally larger due to 

sampling error. Another issue arises from high level of collinearity is that the weights 

are being incorrectly estimated and also their signs being reverse. According to Hair, 

Ringle and Sarstedt (2011), if the value of variance inflation factor (VIF) is 5 or 

above, then there is a potential issue with collinearity problem. 

 

Another important stage in assessing the formative model is to assess the 

significance and relevance of the formative indicators. In this type of model, outer 

weight which is the result of a multiple regression is an important criterion to 

evaluate the formative indicators (Hair et al., 2014). Outer weight’s values can be 

obtained by applying the bootstrapping technique (Ramayah et al. 2018). In this 
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technique, the t-values are assessed for each indicator’s weight pointing towards the 

formative construct which can be used to determine each indicator’s relative 

contribution to the construct, or its relative importance in forming the construct 

(Ramayah et al., 2018). In case when there is non-significant indicator weight, it is 

advised not to automatically assumed that this indicator is poor measurement quality. 

It is recommended to consider this formative indicator’s absolutely contribution 

(absolutely importance) to its construct by looking at its outer loading. When the 

outer weight of an indicator is not significant but its outer loading is above 0.50, 

generally this indicator is retained. In this case, the indicator is interpreted as 

absolutely important but not as relatively important (Ramayah et al., 2018). 

 

4.9.2.1 Interpretation of the Second Order Model’s VIF 

Figure 4.6 showed the drawing of the second order model. In the first stage, the 

assessment of the formative measurement model will be focusing on the VIF of the 

model to determine whether there are any collinearity issues and followed by 

assessment of the significance and relevance of the formative indicators. 
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Figure 4.6 Drawing of the Second Order Model 
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Table 4.11 summarizes the value of VIF for all the constructs. This result indicates 

that there is no potential issue of collinearity problem as all the values are below 5.0 

(Hair et al., 2011). 

Table 4.11 VIF Value for the Constructs  
Construct VIF 
AAL 1.956 
ACO 1.301 
ACU 2.031 
ACV 1.061 
ASP 1.175 
BE 3.310 
CC 2.544 
COCB 1.000 
CS 3.844 
EH 2.249 
EM 2.602 
HS 4.357 
ITL 1.000 
PS 4.946 
 

4.9.2.2 Interpretation of the Second Order Model’s Significance and Relevance 

Referring to table 4.12, the construct of Conscientiousness, Civic Virtue, 

Sportsmanship, and Altruism were found to be significant indicator for AOCB as the 

t values of these constructs were above the minimum requirement of 1.96 and their P 

values are below 0.05 while only Courtesy was not significant indicator. All SL 

indicators are found to be significant as the t values for these constructs were above 

1.96 and P values were below 0.05.  

 

According to Hair, Hult, Ringle and Sarstedt (2014), even though the construct of 

Courtesy was not a significant indicator for AOCB, it did not mean that it is 

automatic to consider this indicator as poor measurement quality. It is advised by  



184 
 

these authors to consider this formative indicator’s absolutely contribution 

(absolutely importance) to its construct which is AOCB which can be determined by 

its outer loading. Referring to table 4.13, it showed that the loading for construct of 

Courtesy was above 0.50 and had t-value of more than 1.645, thus the decision was 

to retain this indicator in the AOCB construct as recommended by Ramayah et al. 

(2018). 

  

Table 4.12 Outer Weight Result  
Original 

Sample (O) 
Sample 

Mean (M) 
Standard 
Deviation 
(STDEV) 

T Statistics 
(|O/STDEV|

) 

P Values 

AAL -> 
AOCB 

0.237 0.213 0.118 2.011 0.045 

ACO -> 
AOCB 

0.296 0.286 0.093 3.188 0.002 

ACU -> 
AOCB 

0.096 0.084 0.138 0.697 0.486 

ACV -> 
AOCB 

0.593 0.589 0.142 4.168 0 

ASP -> 
AOCB 

0.295 0.268 0.136 2.166 0.031 

BE -> SL 0.134 0.138 0.022 6.111 0 
CC -> SL 0.182 0.18 0.026 6.903 0 
COCB <- 

COCB 
1.000 1.000 0 

  

CS -> SL 0.144 0.149 0.021 6.838 0 
EH -> SL 0.162 0.164 0.027 5.929 0 
EM -> SL 0.209 0.201 0.029 7.129 0 
HS -> SL 0.186 0.184 0.019 9.909 0 

ITL <- ITL 1.000 1.000 0 
  

PS -> SL 0.155 0.158 0.02 7.933 0 
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Table 4.13 Outer Loading Result  
Original 

Sample (O) 
Sample 

Mean (M) 
Standard 
Deviation 
(STDEV) 

T Statistics 
(|O/STDEV|) 

P Values 

AAL -> 
AOCB 

0.642 0.582 0.21 3.049 0.002 

ACO -> 
AOCB 

0.621 0.576 0.162 3.822 0 

ACU -> 
AOCB 

0.594 0.543 0.213 2.789 0.005 

ACV -> 
AOCB 

0.747 0.745 0.098 7.652 0 

ASP -> 
AOCB 

0.555 0.506 0.175 3.175 0.002 

BE -> SL 0.846 0.843 0.039 21.96 0 
CC -> SL 0.838 0.834 0.035 24.153 0 
COCB <- 

COCB 
1.000 1.000 0 

  

CS -> SL 0.879 0.878 0.028 31.92 0 
EH -> SL 0.77 0.767 0.041 18.889 0 
EM -> SL 0.844 0.838 0.034 25.043 0 
HS -> SL 0.894 0.891 0.019 46.981 0 

ITL <- ITL 1.000 1.000 0 
  

PS -> SL 0.901 0.9 0.019 48.027 0 
 

4.10 Assessment of Structural Model 

As the constructs’ measures were confirmed, the next assessment will be on the 

structural model. There are two stages in this assessment. The first stage is to assess 

the significant and relevance of the direct relationship between SL and high 

performers’ in intention to leave. The next stage is to assess the structural model of 

the research.  In this assessment, the focus is to examine the predictive capabilities of 

the model and the relationship among the constructs which are SL, OCB, caring 

ethical climate and high performers’ intention to leave. According to Ramayah et al. 

(2018), there are five main steps in assessing the structural model which are 

assessing the structural model for collinearity issues, assessing the significance and 

relevance of the structural model relationship, assessment of R square, assessing the 

effect size (f square), and assessing of predictive relevance Q square.  
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4.10.1 Assessment for the Significance And Relevance of the Direct Relationship 

Between Servant Leadership and Intention To Leave Among High Performers 

In this section, the focus is to assess for the significant and relevance of the direct 

relationship between SL and high performers’ intention to leave. Figure 4.7 showed 

the drawing for the assessment for this relationship. 

 

 
 
Figure 4.7 The Drawing for the Assessment of the Direct Relationship Between SL 
and High Performers’ Intention to Leave. 
 
 

Table 4.14 summarized the result of the path coefficient for the direct relationship 

between SL and high performers’ intention to leave. The result indicates that there is 

significance and relevance relationship between the constructs in this direct 

relationship at the 0.05 level of significance as the t-value between SL and ITL is 

above 1.96 and the p-value of these relationship is below the value of 0.05. The next 

step of assessment is to assess the research’s structural model. 

 

Table 4.14 Path Coefficient Assessment  
  Original 

Sample (O) 
Sample 
Mean (M) 

Standard 
Deviation 
(STDEV) 

T Statistics 
(|O/STDEV|) 

P 
Values 

SL -> 
ITL 

  -0.741 -0.739 0.046 16.253 0 
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4.10.2 The Assessment of the Structural Model of the Research 
 
In this section, the focus is to examine the predictive capabilities of the model and 

the relationship among the constructs which are SL, OCB, caring ethical climate and 

high performers’ intention to leave. As discussed earlier, there are five main steps in 

assessing the structural model which are assessing the structural model for 

collinearity issues, assessing the significance and relevance of the structural model 

relationship, assessment of R square, assessing the effect size (f square), and 

assessing of predictive relevance Q square (Ramayah et al., 2018). Figure 4.8 

showed the drawing for the assessment for this relationship. 

 
Figure 4.8 The drawing for Assessment of Structural Model 

 

 

4.10.2.1 Assessment of the Structural Model for Collinearity Issues  

Kock and Lynn (2012) propose that there is a need to exam the lateral collinearity 

issues (predictor – criterion collinearity) even though the criteria of discriminant 

validity (vertical collinearity) are met. This is due to the reason that lateral 

collinearity issue may mislead the findings in a stealth way in some cases as it can 

mask strong causal effect in the model. According to Ramayah et al. (2018), the 

assessment of this type of collinearity issues follow the same rule of thumb as in 

assessing of collinearity issues in formative measurement model. This means that a 
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VIF value of 5.0 and above, is considered there is a potential collinearity. Table 4.15 

showed the VIF value for the model. Based on the result, indication was that the 

collinearity issues were not a concern as all the values were below 5.0. Following 

this result, the next step will be assessing the significant and relevance of the 

structural model relationships. 

 

Table 4.15 Lateral Collinearity Assessment  
ITL  OCB SL 

ITL 
 

 
  

OCB 1.000  
  

SL 
 

 1.000 
 

 

4.10.2.2 Assessment for the Significance and Relevance of the Structural Model 

Relationship 

In this step of assessment, the focus is to exam the structural model path coefficients. 

According to Hair et al. (2014), path coefficients of the structural model represent the 

hypothesized relationship among the constructs in the model. The standardized 

values of the path coefficients are between -1 and +1. Estimated path coefficients 

with value that is close to +1 among the constructs indicate that there is strong 

positive relationship among the constructs and it is almost always statistically 

significant. Meanwhile, estimated path coefficient with value close to -1 among the 

constructs indicate that there is a strong negative relationship among the constructs 

and also it is almost always statistically significant. 

 

Further, Hair et al. (2014) commented that ultimately whether a coefficient is 

significant is depends on the standard error which is obtained by means of 

bootstrapping. Ramayah et al. (2018) supported the use of bootstrapping in obtaining 
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the standard error in PLS-SEM as bootstrapping method is able to avoid any inflation 

and deflation of the standard errors which is caused by non-normality issues such as 

when the data is not normal. According to Hair et al. (2014), the commonly used 

critical value for two-tailed test are 1.65 at the 0.10 level of significance, 1.96 at the 

0.05 level of significance, and 2.57 at the 0.01 level of significance. In marketing, it 

is common practice to assume a significance level of 5% while in research that is 

more leaning towards to exploratory in nature, the assumption is at significance level 

of 0.10 (Hair et al., 2014). 

 

Table 4.16 summarized the result of the path coefficient for the constructs in this 

model. The result indicates that there is significance and relevance relationship 

among the constructs in this model at the 0.05 level of significance as the t-value 

between SL and OCB, and OCB and ITL is above 1.96 and the p-value of these 

relationship is below the value of 0.05. The next step of assessment is to assess the 

level of R square. 

 
Table 4.16 Path Coefficient Assessment  

Original 
Sample 

(O) 

Sample 
Mean (M) 

Standard 
Deviation 
(STDEV) 

T Statistics 
(|O/STDEV|) 

P 
Values 

OCB -> ITL -0.42 -0.425 0.081 5.184 0 
SL -> OCB 0.448 0.453 0.084 5.324 0 

 

4.10.2.3 Assessment of the Level of R Square 

In this assessment, the focus is to evaluate the predictive accuracy of the model. 

According to Hair et al. (2014), the most common method used is the coefficient of 

determination or R square. It is calculated as the squared correlation between a 

specific endogenous construct’s actual and predicted values. The coefficient 
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represents the exogenous latent variables’ combined effects on the endogenous latent 

variable (Hair et al., 2014). The value of this coefficient also represents the amount 

of variance in the endogenous constructs explained by all of the exogenous 

constructs link to it as the coefficient is the squared correlation of actual and 

predicted value (Hair et al., 2014). The value of coefficient of determination ranges 

from 0 to 1 whereby higher value indicates higher level of predictive accuracy. 

Cohen (1988) proposed that the coefficient determination’s value of 0.26 is 

considered substantial in predictive accuracy, value of 0.13 is considered moderate in 

predictive accuracy and value of 0.02 is considered weak in predictive accuracy. 

 

Table 4.17 summarized the result of the model’s coefficient of determination. The 

result indicates that the predictive accuracy of SL on OCB is on the moderate side 

(above the value of 0.13) and the predictive accuracy of OCB on ITL is also 

moderate in nature (above the value of 0.13). The next step of assessment will be 

assessing the effect size (f square) of the predictor constructs. 

Table 4.17 Coefficient of Determination Assessment  
R Square R Square 

Adjusted 
ITL 0.176 0.17 
OCB 0.2 0.194 

 

4.10.2.4 Assessment of the Level of Effect Size (F Square) 

In this assessment, the focus is to evaluate the predictor constructs’ level of effect 

size (f square) which assesses the relative impact of a predictor construct on an 

endogenous construct (Cohen, 1988). In essence, this assessment evaluates the level 

of contribution of an exogenous in explaining a certain endogenous construct in 

terms of coefficient of determination. According to Cohen (1998), f square value of 
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0.35 is considered large effect, value of 0.15 is considered medium effect while the 

value of 0.02 is considered weak effect. 

 

Table 4.18 summarizes the level of effect size assessment for the model of this study. 

Based on the result, the relative impact of SL on OCB is a medium effect (value 

above 0.15) while the relative impact of OCB on ITL is also a medium effect (value 

above 0.15). The next assessment will be on assessing the predictive relevance (Q 

square) of the path model. 

Table 4.18 Level of Effect Size (f square) Assessment  
ITL OCB SL 

ITL 
   

OCB 0.214 
  

SL 
 

0.251 
 

 

4.10.2.5 Assessment of the Predictive Relevance (Q Square) 

This assessment focuses on assessing the predictive relevance (Q square) of the path 

model. The most common measurement used to assess the predictive relevance is the 

Stone and Geisser’s Q square (Geisser. 1974; Stone, 1974) which is calculated by 

using the blindfolding procedure. This procedure is a sample reuse technique in 

which it systematically omits and predicts every dth data point in the indicators of 

the endogenous constructs (Ramayah et al., 2018). This procedure is only applied to 

endogenous constructs that have a reflective measurement model specification as 

well as to endogenous single-item construct (Hair et al., 2014). According to Hair et 

al. (2014), if the Q square value is above 0, then the indication is that the exogenous 

constructs have a predictive relevance for the endogenous constructs that are under 

investigation. 
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Table 4.19 summarizes the assessment of predictive relevance for model in study. 

The result shown that SL has predictive relevance for OCB (the Q square value is 

higher than 0), and OCB has predictive relevance for ITL (the Q square value is 

higher than 0). The next assessment will be assessing the mediating effect of OCB on 

the relationship between SL and ITL. 

Table 4.19 Predictive Relevance (Q square) Assessment  
SSO SSE Q² (=1-SSE/SSO) 

ITL 131 110.811 0.154 
OCB 262 231.781 0.115 
SL 131 131 

 

 

4.11 Assessment of Mediating Effect of OCB 

Baron and Kenny (1986) defined a mediating variable as the generative mechanism 

through which the focal independent variable is able to influence the dependent 

variable of interest. In other words, a mediating variable explains how a given effect 

occurs (Ramayah et al., 2018). 

 

According to Ramayah et al. (2018), Baron and Kenny’s (1986) causal procedure 

method is one of the most popular method used in social science research to test 

mediating effect. But currently, it had been identified that there are a few limitations 

of this procedure. One of the shortcomings of this procedure is the rigidness of this 

method. In this procedure, there are four steps to confirm a mediation effect which 

are the IV affects the DV significantly without the presence of mediator, the IV 

affects the mediator significantly, the mediating variable has a unique effect on the 

DV, and with the presence of the mediator, the effect of the IV on DV will be 

shrunk. Only when all the four steps are significant, then it can be concluded that 

there is mediation effect. Hence, if any of the four steps is insignificant, the 
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conclusion will be no mediation effect (Ramayah et al., 2018). Rungtusanatham, 

Miller, and Boyer (2014) commented that the multiple steps enhance the occurrence 

of Type I error while also has very low power. 

 

In this current direction in analyzing mediating effect, there are calls to apply 

bootstrapping method for mediation analysis and to follow Preacher and Hayes 

(2004, 2008) method of bootstrap the sampling distribution of the indirect effect to 

test for mediating effects (Hair et al., 2014). This recommendation was due to the 

fact that the method of bootstrap does not made any assumptions regarding the 

variable distribution’s shape or the sampling distribution of the statistics and it can be 

confidently used in cases where the sample size is small. Hence, this approach is 

suitable for the PLS-SEM method. Ramayah et al. (2018) commented that a single 

inferential test of indirect effect will be able to detect whether there is a mediation 

effect. Based on the argument above, the approach employed in this study to analysis 

the mediation effect is the Preacher and Hayes (2004, 2008) method of 

bootstrapping. 

 

Table 4.20 summarized the assessment of OCB’s mediating effect. The result of this 

assessment provides support to the conclusion that OCB mediates the relationship 

between SL and ITL as the t-value (3.014) is above 1.96 and the p-value is below 

0.05. This means that the mediating effect is significant at the 0.05 level of 

significance. 

Table 4.20 Mediating Effect of OCB Assessment  
Original 
Sample 

(O) 

Sample 
Mean 
(M) 

Standard 
Deviation 
(STDEV) 

T Statistics 
(|O/STDEV|) 

P 
Values 

SL -> OCB -> ITL -0.188 -0.199 0.062 3.014 0.003 
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In order to obtain further results on the mediation analysis, it is recommended to look 

at the Confidence Intervals Bias to confirm the significance of the mediating effect. 

If the lower limit and upper limit does not straddle a 0 in between, this is an 

indication that the mediating effect is significant from a statistic viewpoint. 

 

Table 4.21 summarized the Confidence Intervals Bias assessment. The indirect 

effects 95% Boot CI Bias Corrected: [LL = -0.32, UL = -0.07] does not straddle a 0 

in between which indicates that there is a mediation (Preacher & Hayes, 2004, 2008). 

Hence, the conclusion is that the mediating effect is statistically significant. Table 

4.22 presented the mediation analysis result. 

Table 4.21 Confidence Intervals Bias Assessment  
Original 
Sample 

(O) 

Sample 
Mean (M) 

Bias 2.50% 97.50% 

OCB -> ITL 
     

SL -> ITL -0.188 -0.199 -0.011 -0.32 -0.07 
 

Table 4.22 Mediation Analysis Result 
 Confidence Interval  

Relationship Std. Beta Std error t-value LL UL Result 
SL 

->OCB 
->ITL 

-0.188 0.062 3.014** -0.32 -0.07 Significant 

Note: *p<0.05, **p<0.01, BC = Bias Corrected, UL = Upper Level, LL = Lower 

Level 

 

4.12 Assessment of the Moderation Effect of Caring Ethical Climate 

In this assessment, the focus is to evaluate the moderation effect of caring ethical 

climate on the relationship between SL and OCB. Baron and Kenny (1986) defined a 

moderator variable as a qualitative or quantitative variable that affects the direction 
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and/or strength of a relationship between a predictor and a criterion. In this study, the 

moderator variable is a quantitative variable which is the variable, caring ethical 

climate. 

 

According to Ramayah et al. (2018) there are three approaches that can be employ to 

analysis moderation effect. They are the product indicator approach, two-stage 

approach, and orthogonalizing approach. In this model, the product indicator 

approach is considered the better option as the moderator variable is a reflective 

construct. Figure 4.9 showed the drawing model to assess the moderation effect of 

caring ethical climate on the relationship between SL and OCB. 

 

Table 4.23 summarizes the path coefficient assessment. The result demonstrated that 

there was no moderation effect as the t-value (0.304) is less than 1.645 and the p-

value (0.381) is more than 0.05 (Ramayah et al., 2018).  

 
Table 4.23 Path Coefficient Assessment  

Original 
Sample (O) 

Sample 
Mean (M) 

Standard 
Deviation 
(STDEV) 

T Statistics 
(|O/STDEV|

) 

P 
Values 

CEC -> OCB 0.345 0.355 0.101 3.421 0 
OCB -> ITL -0.42 -0.427 0.076 5.561 0 
SL -> OCB 0.297 0.313 0.101 2.947 0.002 
SL*CEC -> 

OCB 
0.052 0.006 0.17 0.304 0.381 
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Figure 4.9 The Drawing to Assess the Moderator Effect 
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4.13 Summary of Hypotheses Result 

This section summarizes the results of hypotheses testing. The analysis tool used in 

this study was the Partial Least Squares Structural Equation Modeling (PLS-SEM). 

The statistical analysis followed the rigorous procedures of PLS-SEM to exam the 

validity and reliability of the outer model which is the assessment of the 

measurement model process. After ascertain the outer model’s validity and reliability 

which results provided the support to proceed to the next level of analysis, the 

assessment of the structural model. In this analysis, the assessment of the structural 

model followed the five steps procedures as proposed by Ramayah et al. (2018). The 

assessment of mediation was conducted using a single inferential test of the indirect 

effect as recommended by Ramayah et al. (2018). Moderation assessment was 

conducted following the procedures as proposed by Ramayah et al. (2018). Table 

4.24 summarized the assessment on the hypotheses developed by this study. 

 

 

 

 

 

 

 

 

 



198 
 

Table 4.24 A Summary of Hypotheses Assessment 
 Hypotheses Standard Beta t-Value Outcome 

H1 There is a negative 
relationship between servant 

leadership and high 
performers’ intention to leave. 

      -0.741    16.253**    Supported  

H2 There is a positive relationship 
between servant leadership and 

OCB 

0.448 5.324** Supported 

H3 There is a negative 
relationship between OCB and 
high-performance employees’ 

intention to leave an 
organization. 

-0.42 5.184** Supported 

H4 OCB mediates the relationship 
between servant leadership and 
high-performance employees’ 

intention to leave an 
organization. 

-0.188 3.014** Supported 

H5 Caring ethical climate 
moderates the relationship 

between servant leadership and 
OCB where higher level of 
ethical climate will enhance 

the relationship between 
servant leadership and OCB. 

0.052 0.304 Not 
Supported 

Note: **p<0.01, *p<0.05 

4.14 Summary 

In this chapter, the full and detailed description of the statistical analysis was 

presented. The earliest part of this discussion was on the preliminary analysis of the 

data followed by the demography and descriptive statistical analysis of the 

respondents. The next discussion was assessment of the measurement model which 

included the evaluation and assessment of the multi-layer of the constructs of this 

study’s research model. It is followed by the assessment of the structural model. The 
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chapter ended with a summary on the assessment of the hypotheses developed in this 

research.  

   

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



200 
 

CHAPTER FIVE 

DISCUSSION, CONCLUSION, AND RECOMMENDATIONS 

 

5.1 Introduction 

The present chapter focus on the discussion of the main findings of the study and 

also the conclusions that were derived from the result of this study. This chapter 

began with an in-depth discussion on the findings of this study. It continued with a 

detailed description of the theoretical, practical and methodological implications of 

this study. Finally, it presented the limitations of the study and recommendations for 

future research undertaking. 

 

5.2 Recapitulation of Research Findings 

The main focus of this study was to examine the relationship between servant 

leadership and intention to leave among high performers in the retail industry in 

Malaysia and whether this relationship is mediated by the level of engagement of 

OCB among these employees.  Another focus of this study was to examine the 

moderation effect of caring ethical climate on the relationship between SL and OCB. 

Specifically, it is to examine whether higher perceived level of caring ethical climate 

among the employees will enhance the relationship between servant leadership and 

OCB in a working environment.  

 

Five hypotheses were developed as a result of this study’s objectives. Four of the 

hypotheses were empirically supported. The findings of this study showed that there 

is direct negative relationship between servant leadership and high performers’ 

intention to leave. It was also found that there is a direct positive relationship 
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between servant leadership and OCB, and direct negative relationship between OCB 

and high performers’ intention to leave. The result of this study also showed that 

OCB mediated the relationship between SL and high performers’ intention to leave. 

Lastly, this study concluded that caring ethical climate had no effect on the 

relationship between servant leadership and OCB. In the next section, the discussion 

will focus on the results of this study in relation to previous findings and related 

theories.   

 

5.2.1 The Effect of Servant Leadership on High Performers’ Intention to Leave 

The finding of this study showed that servant leadership has a direct relationship with 

intention to leave among high-performing employees which indicate servant 

leadership played a role in reducing the intention to leave among high-performing 

employees. Nyberg (2010) empirically demonstrated that high promotion rate and 

pay growth strengthening the negative relationship between high performers and 

voluntary turnover. This showed that high performers that experienced high rate of 

promotion and pay growth will have a lower intention to leave an organization. As 

the main pillars of servant leadership are empowerment, helping subordinate to grow 

and succeed, and putting subordinates first (Eva et al., 2019) servant leadership retail 

managers will focus on instilling these two elements of higher promotion rate and 

pay growth in the workplace. This working environment will have a positive 

influence on the high performers’ intention to leave in which these employees will 

have lower intention to leave. This study’s conclusion supported the earlies studies’ 

finding that the existing of servant leadership practices in a workplace will reduce the 

intention to leave among the employees (Hunter et al., 2013; Liden et al., 2014; 

Achen et al., 2019).  
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In the retail industry, where there is a prevailing belief that this segment of economic 

does not offer good opportunity for career advancement and is a low paying 

professional, the main strengths of servant leadership retail managers which were 

such as empowering subordinates and helping subordinate grow and succeed are 

much appreciated by the employees especially high performers. Therefore, these 

dimensions of servant leadership have a stronger influence on the higher performers 

(Nyberg, 2010) and ultimately lead to high performers react positively to the effect 

of servant leadership which resulted this group of employees to reduce their intention 

to leave.           

 

This result was not unexpected. The natures of servant such as empowerment and 

helping subordinate to grow and succeed will create positive impacts in the 

workplace as advocated by social exchange theory (SET). This theory which was 

grounded on the concept of reciprocation stated that in an event when a person 

received a service which was provided by another person, the expectation was that 

the recipient will extend a service if and when a situation calls for it as a mean to 

show his gratitude. In the case of this study, when servant leadership manager 

provided positive working environment where high performers are given vast 

opportunity to gain valuable knowledge and to pursue their professional growth in a 

supportive condition, these employees will find themselves working in a conductive 

working. In their effort to show their gratitude, these high performers will display 

positive attitudes which include decreased level of intention to leave to show 

continued support to these retail managers that practiced servant leadership to 

achieve the common organizational objectives (Cropanzano & Mitchell, 2005). 

Further, as both parties continue to value these beneficial exchanges, they will focus 
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to maintain this professional relationship. This will strengthen the existing positive 

relationship between the retail managers and their high performers in the retail 

outlets. 

 

The finding of this study also offered a view that servant leadership retail managers 

will have a good and effective working relationship with their high performers. The 

existing SET based relationship between these the parties, indicated that besides the 

gratitude shown by the subordinates toward their superiors, the subordinates also 

shown to crave for social approval from their managers (Blau, 1967). These two 

elements that existed in this relationship will ensure that the subordinates will display 

positive attitudes and behaviors in the effort to maintain the status quo in the working 

environment that will allow them to enjoy a conductive and challenging workplace. 

 

5.2.2 The Effect of Servant Leadership on High Performers’ OCB 

The finding of this study which concluded that SL had a positive relationship with 

OCB among the high performers in the retail industry contributed to the better 

understanding of OCB especially in the Malaysian context. This result demonstrated 

that a superior that embraced servant leadership philosophy and practiced in the 

workplace, will be able to encourages his subordinates to engage in OCB. This 

conclusion provided support to the finding of Omar et al. (2009), and most 

significantly, the support of existing of servant leadership element in Malaysian 

workplace and its influence on the OCB as concluded by Bakar and McCann (2016).  

 

The conclusion of this study that leader plays a critical role in enhancing the high-

performance employees’ engagement in OCB in the retail industry is supported by 
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previous studies’ findings. In their meta-analysis of OCB literatures, Organ and Ryan 

(1995), and Podsakoff et al. (2000) concluded that one of the most important 

antecedents of OCB was employees’ perceived fairness and support from their 

leader. This conclusion from these two groups of prominent authors supported the 

result of this study which showed that servant leadership managers increased the 

engagement level of OCB among high performers in the retail industry by focusing 

on the employees’ professional well-being.   

 

The result showed that among SL dimensions, empowering subordinate had the 

highest weight value of 0.209 (t=7.129, p<0.05) followed by the dimension of 

helping subordinates grow and succeed which had weight value of 0.186 (t=9.909, 

p<0.05). This indicated that empowering subordinate, and helping subordinates grow 

and succeed are the two most influential factors for the construct of servant 

leadership. The act of empowering subordinates will facilitate the growth of the high 

performing subordinates as they are able to develop themselves in term of improving 

skillset, knowledge and time management in a supporting environment. As these 

subordinates equip themselves with new skillset and knowledge, they will have a 

better opportunity for professional growth. Further, as servant leadership retail 

managers focus on helping subordinates to grow and succeed, these high performing 

subordinates will be able to achieve their professional growth and enjoy a career 

advancement. This will lead to these subordinates increase their OCB. In sum, the 

servant leadership dimension of empowering subordinate, and helping subordinate to 

grow and succeed are the most influential factors in encouraging high performers in 

the retail industry to increase their engagement in OCB.    
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Further, in the retail industry, where employees face imbalance between job demands 

and personal needs, the strength of servant leadership retail manager such as emotion 

healing in which the managers show concern to the subordinates’ well-being will be 

able to reduce the level of imbalance of job demands and personal needs that the 

subordinates facing. As such, when these employees enjoy a supportive working 

environment, they will lean towards engaging positive behavior such as OCB. 

 

The fact that servant leadership influences the employees’ engagement in OCB can 

be explain from the perspective of social exchange theory (SET). As discussed 

earlier, when a subordinate perceives that his superior has extended a service that 

enhances his professional well-being, he will express his gratitude by exhibiting 

positive behavior which in this case, OCB in order to continue enjoying a mutual 

benefitable relationship with his superior. There are multiply published research 

papers whose authors lend support to the argument of this study of that employees’ 

engagement with OCB in the working environment is built on the platform of social 

exchange and the norm of reciprocate such as Walumba et al. (2010), Hu and Liden 

(2011), and Goh and Low (2014). Meanwhile, Liden et al. (2008) stated that in a 

workplace, servant leadership managers influenced their subordinates to engage in 

various positive behaviors through developing professional relationship based on the 

concept of social exchange rather than an economic one. This further enhanced the 

credence of the argument of this study that high-performing employees’ engagement 

in OCB in a working environment in the retail industry that infused with servant 

leadership elements can be explain from the perspective of SET.   

 

 



206 
 

5.2.3 The Effect of OCB on High Performers’ Intention to Leave 

The finding of this study indicated that OCB had a negative relationship with high 

performers intention to leave. The higher level of engagement of OCB among the 

high -performance employees in a workplace, the lower level of intention to leave 

among them. This result showed a similar finding by earlier researches by Chen et al. 

(1998), Coyne and Ong (2007) and, Paille and Grima (2011) in which the presence 

of high level of OCB in a working environment will reduce the level of intention to 

leave among the employees. The result suggested that management in the retail 

industry may use the level of engagement of OCB among its employees as a 

barometer to identify cases when their high performers might be thinking of leaving 

the organization. This will help managers to take immediate corrective actions to 

retain these high performers whom are in a stage of thinking of leaving the 

organization. 

 

AOCB had the highest t-values of 9.359 which indicated that this dimension had a 

higher relative contribution to the construct (Ramayah et al., 2018). As this 

dimension is a promotive OCB, it will create a higher level of cohesiveness working 

environment as employees are assisting each other whenever needed and also making 

effort to enrich their working relationship. The opportunity to work in such a 

conducive environment will reduce the intention to leave among the employees 

which in this case, the high performing employees. Therefore, AOCB is the most 

influential factor in reducing high performers’ intention to leave.       

 

Lau et al. (2016) noted that each dimensions of OCB influence the employees’ 

intention to leave in different context. Paille (2013) concluded that the construct of 
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sportsmanship plays an important role in reducing the number of trivial matter 

complaints among the employees in a workplace. This will create a more pleasant 

and productive working environment. Less complaints will lead to less 

dissatisfaction and arguments which will produce a conducive working environment 

(a non-toxic working environment). Further, in this environment, as employees focus 

less on trivial problem matter, they will be able to increase productivity (Nielsen, 

Hrivnak, & Shaw, 2009). The constructs of helping others and the act of assisting 

each other increase the level of social cohesiveness among the employees which will 

result in the employees reduce their intention to leave the organization. (Tourangeau, 

Cummings, Cranley, Ferron, & Harvey, 2010; Regts & Molleman, 2013). As the 

employees find that they work well together and have form good and rewarding 

relationship in the workplace, these employees will be very reluctant to leave all this 

behind which they will face if they decided to leave. Paille (2013) found that 

employees that showed high level of interest in organizational life and participated in 

it will have less intention to leave. This can be contributed to the fact that these 

employees had invested their time and effort to have a better knowledge of their firm 

which may lead to a better professional growth and thus, they will have less 

inclination to leave the organization. Leaving the organization will mean they will 

lose the investment that they had cultivated. Hom and Griffeth (1995) in their study 

on employee turnover, recognized that job investment was one of the working 

conditions that influenced the level of intention to leave.   

 

Nielsen, Hrivnak and Shaw (2009), noted that the most cited theory to explain the 

presence of OCB in the workplace was Blau’s (1967) social exchange theory. 

Similarly, in this situation, the level of OCB in the workplace increased due to the act 
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of reciprocate among the population in the workplace. As employees helping and 

assisting each other, and ensuring that there is no conflict in the workplace, and 

refrain from making fuss over small matter such as temporary additional of workload 

to cover for sick colleague, the climate of reciprocate flourish and become part of the 

working culture. This will heighten the engagement level of OCB in the firm and 

ultimately creating group cohesiveness (Podsakoff, Mackenzie & Boomer, 1996b). 

Group cohesiveness had been identified as one of the factors that influence employee 

turnover. George and Bettenhausen (1990) found that group cohesiveness reduced 

the level of employee turnover in organizations. This finding not only explained the 

negative relationship between OCB and intention to leave among employees but also 

provided a compelling evidence to support the finding of this study that OCB has a 

negative relationship with high-performers’ intention to leave in the retail industry as 

the sample of the study was similar to this study. Both studies focused on the 

population in the retail industry. Thus, it showed that employees in the retail industry 

highly value group cohesiveness and the existence of this factor in the workplace will 

reduce their intention to leave. 

 

5.2.4 The Mediating Effect of OCB 

The finding of this study demonstrated that OCB mediated the relationship between 

servant leadership and high performers’ intention to leave in the retail industry. 

According to SET, the quality of social interactions will induce unspoken obligations 

to return favor to those who have acted in one’s interest. In other words, a person 

will reciprocate to other party if he perceived that this party had acted in his interest. 

This relationship will continue as long as both parties perceived that a balance of 

exchange exists (Blau, 1967). Retail managers who display servant leadership values 
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create this kind of working relationship with their co-workers which lead to higher 

level of OCB engagement in the workplace (Walumbwa, Hartnell & Oke, 2010). As 

servant leadership retail managers put their subordinates’ interest ahead of their own 

interest (i.e., focus on developing subordinates’ knowledge, skills and abilities to 

ensure that they will enjoy professional growth) and demonstrate their concern for 

the subordinates’ welfare, these subordinates will feel indebted and thus, reciprocate 

with positive attitudes and behaviors at the workplace. Nyberg (2010) had 

demonstrated that professional growth influenced at a higher level on high 

performers’ positive behavior compared to lower performance employees. This 

finding indicated that high performers highly appreciate the opportunities for 

professional growth and are motivated to engage in positive behaviors. Meanwhile, 

low performance employees are indifferent or may even felt threatened by this 

motivation factor as they are comfortable with their current position and do not wish 

to have more responsibilities. Thus, high performers are more likely to thrive and 

motivated when working in environment that offers professional growth which in 

this study, is provided by servant leadership managers. This will cause these high 

performers to feel indebted to their manager and to reciprocate the manager’s 

goodwill, they will engage in OCB.  In sum, servant leadership retail manager will 

increase OCB among high performers in the workplace.  

 

High level of OCB will lead to better working relationship among this group of high 

performers as they work well together and getting along well with each other. This 

will uplift group cohesiveness (Podsakoff, Mackenzie & Bommer, 1996b) and 

findings by George and Bettenhausen (1990) revealed that group cohesiveness 

reduced employee turnover. Further, current OCB literatures identified job 
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satisfaction as one of the positive outcomes when employees engage in OCB in the 

workplace (Munyon, Hochwarter, Perrewe & Ferris, 2010). Griffeth, Hom and 

Gaertner (2000) concluded that job satisfaction is the best predictor among all the 

various job attitudes. High level of job satisfaction among employees reduces 

employee turnover in an organization. Hence, OCB instill positive attitudes in the 

workforce which lead to lower intention to leave among this group of employees. 

These arguments explain the mechanism of how OCB mediated the relationship 

between servant leadership and high performers’ intention to leave in retail industry 

in Malaysia.    

 

This is a significant finding as this result provided additional knowledge in 

narrowing the gap of knowledge in the employee turnover phenomenon. As this 

study focused on the effect of the construct of servant leadership on the high 

performers’ intention to leave in the retail industry, the finding that servant 

leadership retail managers were able to influence the high-performers’ intention to 

leave highlighted the importance of quality relationship between leader and 

subordinates. Though, there are earlier studies on servant leadership and employee’s 

intention to leave but these studies were conducted on the general population of the 

workforce (Hunter et al., 2013; Liden et al., 2014).  This study’s finding showed that 

servant leadership was able to create a high-quality leader-subordinate relationship 

which reduced intention to leave among employees in a specific segment in a 

population. This is important as Nyberg (2010) had stated that different group of 

employees based on the criterion of performance have different reaction to different 

working conditions. Thus, this finding will play a role in the effort to have a better 

understanding in employee turnover phenomenon.  
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The finding of this study that indicated that OCB mediated the relationship between 

SL and high performers’ intention to leave had also provided the addition knowledge 

to the body of knowledge in the area of OCB and employee turnover. There were 

limited researches that studied OCB as a mediator between a predictor construct and 

intention to leave (e.g. Pare & Treamblay, 2007; Lau et al., 2016), thus, this finding 

provided further support to these researches’ conclusion. This will improve the 

number of literatures on OCB as a mediator and increase the knowledge on the 

construct of OCB. 

    

5.2.5 The Moderating Effect of Caring Ethical Climate 

The finding of this study showed that caring ethical climate did not have any 

influence on the relationship between servant leadership and OCB. This result is not 

congruent with the existing studies on ethical climate, servant leadership and OCB. 

This can be attributed to the prevailing culture in the Malaysian society. Malaysia 

has a high score on the culture dimension of power distance orientation. According 

to Carl, Gupta, and Javidan (2004), in cultures that is dominant by high-power 

distance, one is expected to be obedient to authority figures such as elders and 

leaders. As such, organizations’ structure and decision making are more tend to be 

more centralized. In this situation, the employees accept the fact that leadership 

authority cannot be questioned nor challenged as it is regarded as a mean to maintain 

harmony in the workplace (Jogulu & Ferkins, 2012; Mansor, 1994).  In this context, 

an employee might feel that it is beyond his control of the effect caused by the 

decision making of the management especially from the upper management. Hence, 

he may no longer sensitive to the conditions of the working environment that is set 
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by the organization such as an ethical climate which may result to his indifference to 

the influence of this variable. 

 

Further, according to Lo, Ramayah Min, and Songan (2010) and, Siew (2017), the 

quality of relationship between supervisors and subordinates is the fundamental to 

the behavior of employees. This indicates that the most important influence on the 

employees’ behavior is the immediate supervisor. As such, subordinate may too 

invest on the quality relationship between himself and his supervisor that he 

perceived that he currently enjoying as the main and only factor that influence on 

how he behaves in the workplace. This may induce him to be indifference to other 

working stimulations such as ethical climate. 

 

The local prevailing cultural effect and the strong influence of the quality of 

relationship between supervisor and employees that influence employees’ behavior 

may resulted in employees are not stimulated by caring ethical climate that exists in 

the workplace. Hence, the fact that employees might feel indifference to the 

organizations’ stimulation and the importance that they place on quality relationship 

between themselves and supervisor may diminish the positive influence of caring 

ethical climate on the employees’ behavior. 

 

5.3 Implications and Future Research Direction 

In this section, it began with the discussion on the implications of the study from the 

perspective of theoretical, practical and methodological. It ended with the discussion 

on limitations of the study and suggestions for future research.  
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5.3.1 Theoretical Implications 

This present study which examined the relationship between servant leadership and 

intention to leave among high performers which was mediated by OCB with the 

moderation effect of caring ethical climate contributed to the effort to reduce the gap 

of knowledge. The main contributions were that the findings of this study may 

offered new insights and increased the number of limited publications on certain 

areas of research especially in the study of employee turnover phenomenon and 

servant leadership as highlighted by prominent authors in these specialized fields 

(Heavey et al., 2013; Hom et al., 2017; Eva et al., 2019).     

 

This study which focused on the employee turnover from the perspective of 

performance in organizations narrowed the gap of knowledge in employee turnover 

phenomenon as there is a lack of study on performance-turnover relationship. 

Further, most of the existing studies on performance-turnover focused on 

organizational variables such as HRM practices (Shaw et al., 2009), the rate of 

promotion and salary/bonus growth (Salamin & Hom, 2005; Nyberg, 2010), and 

economic climate (Becker & Cropanzano, 2011). This research which studied the 

relationship between servant leadership and high performers’ intention to leave 

offered a new area of interest which is the perspective of quality relationship between 

leader and subordinate as a predictor of high performers’ intention to leave. The 

finding of this study which demonstrated the negative relationship between servant 

leadership and high performer’s intention to leave indicated that leadership style that 

is employee-centric influences the decision making and ultimately the actual action 

of exiting the organization among the high performers and those that are regarded by 

the organization as difficult to replace. 
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As recent as 2019, Eva et al. recommended to increase cross cultural studies of 

servant leadership as majority of the existing studies were conducted in countries 

where the predominant culture is low power distance orientation to establish SL as a 

tenable theory. This study heeded this call as it was conducted in retail industry in 

Malaysia which is a high power distance orientation culture. Though, in recent years, 

there was an increase of interest of this form of leadership in Malaysia as 

demonstrated by the published work of Goh and Low (2014), and Bakar and 

McCann (2016) but as noted by Le Ng, Choi, and Soehod (2016), there is a need to 

have more researches on servant leadership in the local setting to provide empirical 

support that will validate the conclusion that servant leadership occurs in Malaysia 

where the prevailing culture is high in humane orientation and also in power distance 

orientation (Kabasakal & Bodur, 2004; Carl, Gupta, & Javidan, 2004).  

 

The finding of this study provided the much-needed support to the earlier works of 

Goh and Low (2014), Bakar and McCann (2016) and, Le Ng, Choi, and Soehod 

(2016) in establishing servant leadership as a viable leadership theory that helps 

organizations to achieve positive outcomes and at the same time, improves the 

employees’ well-being from a Malaysian perspective. Therefore, this study not only 

increased the number of cross-cultural studies in servant leadership domain but also 

create awareness among Malaysian organizations regarding servant leadership and 

increase the participation of this form of leadership in Malaysia. 

 

There are limited researches that studied the mediating effect of OCB on the 

relationship between a predictor variable and the criterion variable of intention to 

leave. The existing literatures that are available on this subject are the published 
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work of Pare and Treamblay (2007), Paille (2013), and Lau et al. (2016). None of the 

above researches focused on the leadership aspect as a predictor variable. This study 

which focused on the mediating effect of OCB on the relationship between servant 

leadership and high performers’ intention to leave offered further insight on the 

viability of OCB as a mediator variable in this area of interest. Hence, the finding of 

this study that OCB mediated the negative relationship between servant leadership 

and high performers’ intention to leave expanded the field of knowledge in employee 

turnover phenomenon and OCB which ultimately contributed to the body of 

knowledge in these fields.  

 

The final contribution of this study’s findings is from the perspective of further 

extension of the social exchange theory (Blau, 1967). Based on SET, servant 

leadership retail managers provided a conducive working environment that offered 

supports and professional growth which inspired high performing subordinates to 

engage in OCB as a form of reciprocate gestures and, subsequently led this group of 

subordinates to embrace positive attitudes including lower intention to leave. As 

such, the findings of this study which concluded that servant leadership reduced high 

performers’ intention to leave which was mediated by OCB in retail industry in 

Malaysia can be explained by the principles of SET. Hence, as this study’s 

framework was grounded on the principles of SET, the findings of this study 

validated and extended the validity of this theory across different industry and 

culture.            
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5.3.2 Managerial Implications 

From the organizational perspective, the most significant contribution that can be 

derived from the findings of this present study is that servant leadership played an 

important role in reducing the high performers’ intention to leave in the retail 

industry in Malaysia. This finding suggested that retail managers should embrace 

servant leadership and retail organizations should encourage their managers to 

practice servant leadership. In the retail industry, where there a belief that there is a 

limited opportunity for professional growth, managers that practise servant 

leadership will be able to dispel this belief among the workforce as well as the 

public. As servant leaders focus on the well-being and the professional growth of 

their subordinates, these employees will enjoy vast opportunity for professional 

growth. As such, high performing employees working with servant leadership 

managers will enjoy professional growth in a supportive environment and realise that 

there is a future for them in this industry. Due to this, high performers enhance their 

positive attitudes such as lower intention to leave as a form of repayment of debt to 

their manager. 

 

Further, following this line of argument, as future talented and high driven workforce 

realise that retail industry offers promising careers with good opportunity for 

professional growth especially for high performers, this group of future employees 

will enter this industry as it provides a better future for those with knowledge, skillset 

and are driven for success. Thus, this development will increase the pool of talented 

and high-performance workforce in the retail industry which will accelerate the 

growth of this industry.  
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Another important finding of this study was that servant leadership enhanced the 

level OCB among high performers in the workplace. In the retail industry where 

employees are facing quality life imbalance between job demands and personal need 

(due to the job requirement such as working irregular hours and working on weekend 

and public holiday), the findings of this study offer a workable strategy to enhance 

these employees’ engagement with OCB. Retail managers practising servant 

leadership in the retail outlets will be in a position to increase employees’ OCB as 

these managers exhibit the willing to listen to the employees’ difficulty caused by the 

imbalance of job demand and personal needs, and shown a high sense of empathy 

towards their employees’ plight. As such, these managers will make effort to 

improve their subordinates’ level of imbalance between job demand and personal 

need. This will create a high-quality relationship between the managers and their 

subordinates and as a reciprocate display, these subordinates enhance their OCB 

engagement in the workplace.   

 

The finding of this study that OCB mediated the relationship between servant 

leadership and high performers’ intention to leave is also significant from a 

managerial perspective. The finding indicated that high performers will alter their 

behavior when they considering the option to leave the organization. As such, they 

will reduce their positive behavior which is OCB when they are in the midst of 

firming the decision to leave. Hence, this change of behavior among the high 

performers offer a mean to retail managers to identify if any of his high performers 

has any thoughts of exiting the organization. If there is any indication that a high 

performer is thinking of leaving by altering his engagement in OCB, managers may 

take remedial steps to improve the situation by communicate with the said high 
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performer and display concern to his well-being which is part of being a servant 

leadership leader. This form of action will allow managers to understanding the 

problems or dissatisfaction faced by this high performer. Thus, the manager may take 

steps or offer solutions that will help or satisfy the high performer which reduces his 

keenness to leave the organization. This is an important stage in the employee 

turnover process as once the employee submitted the resignation letter, it is difficult 

to change his mind. Hence, the ability or the mean to detect the stage before actual 

turnover as shown in Mobley et al. (1979) turnover model will prove to be invaluable 

to managers in their effort to reduce turnover of high performers.  

 

This study’s findings offer a workable strategy for retail organizations to increase 

high performers’ OCB which will lead to lower intention to leave among this group 

of employees. As such, this will help retail organizations in dealing with the losing of 

critical human resources which is a prevailing problem in the retail industry. 

Engaging all level of immediate retail managers to embrace the concept of servant 

leadership by conducting training and workshop among this group of employees to 

develop future servant leadership leaders. But most importantly, upper management 

as a whole must lead by example by incorporating servant leadership philosophy as 

an essential and critical part of the organizational culture. High level of engagement 

of servant leadership in a working environment will enhance the effectiveness of an 

organization by reducing the exit rate of the high performers. Call et al. (2015) stated 

that losing of a high performer will cost an organizational as much as 45% more 

compared to a situation when a mediocre/poor performer leave. In sum, instilling 

servant leadership values in the retail organizations’ structure will not only increase 

retail organizations’ effectiveness in term of performance but also reduce 
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significantly the enormous cost of employee turnover for the organizations 

concerned.  

 

5.3.3 Limitations of the Study and Suggestions for Future Research  

It must be acknowledged that there are certain limitations in this study. The utmost 

difficulty in gaining access to data and co-operation from the shortlisted 

organizations in the retail industry was one of the most challenging constrain during 

the course of this study. As stated by Ramayah et al. (2018), this is one of the 

common constrain that faces by researchers when conducting study in organizations. 

Many reasons were given for not giving approval such as organization was in the 

midst of restructuring, lack of resources and time, and not able to approval the 

request due to internal operation reasons. Further, organizations that were willing to 

take part in this study, also put a limit on the number of respondents that they are 

willing to provide. Due to this reason, the sample population was quite small and was 

not able to achieve the targeted number of 350 respondents. 

 

If budget permitted, it is highly recommended to employ reputable market research 

firms with good contacts within the retail industry to collect data for academic 

research purposes. As it is difficult to gain approval from retail organizations to take 

part in any study, this outsource method will ensure that researchers will not face the 

problem of low number of respondents. In additional, the respondents of studies that 

were conducted in retail industry were usually derived from a single organization 

(e.g. Salleh, Nair & Harun, 2012) which resulted in not able to generalize the 

findings of these studies. Employing market research firms will be able to alleviate 

this problem as these firms have the means to source respondents from multiple 
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organizations. In sum, outsourcing the collection data process to reputable market 

research firms will assist researchers to reduce the risk of low number of respondents 

and increase accessibility to data from multiple sources.  

  

 Another limitation is due to the research model design. This study is a cross 

sectional model in which the data are collected only once. Cooper and Schindler 

(2014) described this model as a snapshot of one point at a time. The model was 

chosen for this study due to mainly of time constrain but also influence by the 

difficulty of gaining access to data and getting co-operation from organizations that 

are shortlisted.  As all the data are cross-sectional, it was not possible to make causal 

conclusions. 

 

Employee dysfunctional turnover studies are essential a longitudinal-based research 

(Johnson, Griffeth & Griffin, 2010; Nyberg, 2010), as such it is highly recommended 

that future researches on this area of interest should consider to operationalize a 

longitudinal research model. This will enhance the value of the finding in the effort 

to have a better understanding of turnover behavior among the high performers as 

data from longitudinal allow researchers to make causal conclusions. Further, the 

method of collection data in a longitudinal study may play a role in establishing new 

method or enhancing the current practices in collection data especially in a Malaysia 

setting. This is an important contribution from the perspective of methodology as 

there is a very small number of academic literatures that focus on dysfunctional 

turnover which highlighted by Heavey et al. (2013) and this resulted in lack of 

knowledge in the area of data collection method in this area of interest.    
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Another limitation of this study is that the inability to generalize the findings in the 

retail industry in Malaysia context. The sample population was derived from three 

retail organizations in Malaysia which represented a small percentage of the numbers 

of retail organizations in Malaysia. Therefore, it is not possible to generalize the 

findings in the retail industry in Malaysia. Though, this research’s direction was 

influenced by the fact that there is an immediate and urgent need to have a better 

understanding of the employee voluntary turnover in the retail industry in Malaysia 

as there is a lack of studies in this industry as highlighted by Nair et al. (2014), and 

Hashim and Nor (2018), but due to the small numbers of organizations that were 

willing to participate in this study,  it is beyond the ability of this study’s findings to 

be generalize for the whole of retail industry. Hence, though this study’s findings 

contributed in reducing the gap of knowledge in this area of interest but as discussed, 

one of the limitations is the difficulty in generalizing the findings in the retail 

industry in Malaysia context. 

 

It is recommended that future researchers to make additional effort in recruiting more 

retail organizations to participate in their study and also from different subsector of 

the retail industry (such as employing reputable marketing research firms if 

research’s budget is sufficient). As this present study’s sample population was 

derived from only three retail organizations in the retail industry in Malaysia, the 

effort to generalize the finding in this industry in Malaysian context is very difficult. 

The variables in this study that influenced the intention to leave among high 

performers are idiosyncratic to these three retail organizations that took part in the 

study which may not demonstrate similar result in other retail organizations. 

Therefore, it is highly recommended that to include as many as possible retail 
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industry organizations from various subsectors in the retail industry in Malaysia 

which will be able to be offer a better opportunity to generalize the finding in the 

retail industry Malaysian context. 

 

Finally, it was highlighted that there were a few grammatical errors and also one 

questionnaire may be slightly difficult for the respondents to comprehend in this 

study’s measurement instrument but it must be noted that these were not in any way 

affected the findings of this study. Though, it is recommended that future research’s 

measurement instrument to undergo a more vigorous pilot testing. 

 

5.4 Conclusion 

The main aim of this study is to investigate the relationship between servant 

leadership and intention to leave among high performers in retail industry. This study 

also aims to examine the mediated effect of organizational citizenship behavior on 

the relationship between servant leadership and intention to leave among high 

performers in the retail industry, and also the moderator effect of caring ethical 

climate on the relationship between servant leadership and organizational citizenship 

behavior. The main finding of this study was that organizational citizenship behavior 

mediated the negative relationship between servant leadership and intention to leave 

among high performers in the retail industry. This indicated that existing servant 

leadership practices among the management staffs in the workplace play a role in 

reducing the intention to leave among high performers. Further, it also indicated that 

the high performers alter their behavior by reducing their engagement in 

organizational citizenship behavior when they are considering exiting the 

organization. Though, the finding of this study on the moderation effect of caring 
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ethical climate on the relationship between servant leadership and organizational 

citizenship behavior showed that the construct of caring ethical climate did not 

influence the relationship between servant leadership and organizational citizenship 

behavior. In sum, the findings of this study demonstrated that immediate supervisors 

who embrace and practice servant leadership philosophy will be able to reduce the 

intention to leave among high performers and that high performers will alter their 

positive behavior which is organizational citizenship behavior when their turnover 

behavior change.      
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APPENDIX A: QUESTIONNAIRE 

                                     

Title: Servant Leadership, Caring Ethical Climate, Organizational Citizenship 

Behavior, And Intention To Leave Among Employees In Retail Industry 

Dear Respondent, 

I am Wong Hin Chow, a Doctorate Candidate at Othman Yeop Abdullah (OYA) 

Graduate School of Business, Universiti Utara Malaysia. Currently, I am conducting 

a study on, “The Association Between Servant Leadership, Caring Ethical Climate, 

Organizational Citizenship Behaviour, and Turnover Intention Among High 

Performing Frontline Employees in Retail Industry in Malaysia”. I am collecting data 

relating to the variables of this research paper from your organization. 

I would like to express my appreciation for your kind participation in this study as a 

respondent. Please do take note that there is NO RIGHT OR WRONG ANSWER, 

so feel free to answer the questionnaires based on your own experiences.  

It must also be noted that the data collected for this study are STRICTLY FOR AN 

ACADEMIC PURPOSE only and will remain STRICTLY CONFIDENTIAL.  

Thank you for your kind consideration in participating in this study. 

Yours sincerely, 

 
----------------------------------- 
Wong Hin Chow 
Doctorate Candidate, 
Othman Yeop Abdullah Graduate School of Business, 
Universiti Utara Malaysia, 06010, Sintok, Kedah 
Email: whc1_pg@yahoo.com 
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Section 1: Demographic Profile 
For classification purposes only. Please tick the answer that best describes you. 

1. Gender   A. Male [ ] B. Female [ ] 

2. Age    A. Below 20 [ ] B. 21 – 25 [ ] 

    C. 26 – 30 [ ] D. 31 – 35 [ ] 

    E. Above 35 [ ] 

3. Marital Status  A. Single [ ] B. Married [ ] 

4. Education Level  A. SPM [ ]  B. STPM [ ] 

    C. Certificate [ ] D. Diploma [ ] 

    E. Degree [ ] F. Masters [ ] 

    G. Others [ ] 

5. Working Experience A. < 3 years [ ] B. 3 – 5 years [ ] 

    C. 6 – 8 years [ ] D. 9 – 11years [ ] 

    E. > 11 years [ ] 

6. How long have you been working in this organization 

    A. < 2 years  [ ] 

    B. 2 – 5 years  [ ] 

    C. 6 – 9 years  [ ] 

    D. 10 years and above [ ] 

7. Position   A. Sales Assistance  [ ] 

    B. Assistance Supervisor [ ] 

    C. Supervisor   [ ] 

    D. Assistance Executive [ ] 

    E. Executive   [ ] 

    F. Assistance Manager [ ] 

    G. Manager   [ ] 
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Section 2: Intention to Leave 

Instruction: 

The statements below are concerned with your current attitude in the workplace.  

Please indicate the extent of your agreement or disagreement with each statement. 

Circle the number that best represents your opinion on a scale from 1 (strongly 

disagree) to 5 (strongly agree).  

 

No Item Strongly 
Disagree Disagree Neutral Agree Strongly 

Agree 

1 There is a good chance that 
I will leave this job in the 
next year or so. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

2 I frequently think of 
quitting this job. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

3 I will probably look for a 
new job in the next year. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

4 I am currently in the 
process of looking for 
another job 
 

 
1 

 
2 

 
3 

 
4 

 
5 

5 If offered another job in this 
geographic area, I would 
take it. 
 

 
1 

 
2 

 
3 

 
4 

 
5 
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Section 3: Servant Leadership 

Instruction: 

The following statements below are a reflection of your manager’s leadership style.  

Please indicate the extent of your agreement or disagreement with each statement. 

Circle the number that best represents your opinion on a scale from 1 (strongly 

disagree) to 5 (strongly agree).  

 

No Item Strongly 
Disagree Disagree Neutral Agree Strongly 

Agree 

1 I would seek help from my 
manager if I has a personal 
problem.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

2 My manager cares about 
my personal well-being.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

3 My manager takes time to 
talk to me on a personal 
level. 

 
1 

 
2 

 
3 

 
4 

 
5 

4 My manager can recognize 
when I’m down without 
asking me.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

5 My manager emphasizes 
the importance of giving 
back to the community.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

6 My manager is always 
interested in helping 
people in our community.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

7 My manager is involved in 
community activities. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

8 I am encouraged by my 
manager to volunteer in 
the community. 
 
 

 
1 

 
2 

 
3 

 
4 

 
5 

9 My manager can tell if 
something is going wrong. 
 

 
1 

 
2 

 
3 

 
4 

 
5 
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10 My manager is able to 
effectively think through 
complex problems. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

11 My manager has a 
thorough understanding of 
our organization and its 
goals. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

12 My manager can solve 
work problems with new 
or creative ideas.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

13 My manager gives me the 
responsibility to make 
important decisions about 
my job.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

14 My manager encourages 
me to handle important 
work decisions on my 
own. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

15 My manager gives me the 
freedom to handle difficult 
situations in the way I feel 
is best.  

 
1 

 
2 

 
3 

 
4 

 
5 

16 When I have to make an 
important decision at 
work, I do not have to 
consult my manager first. 

 
1 

 
2 

 
3 

 
4 

 
5 

17 My manager makes my 
career development a 
priority. 

 
1 

 
2 

 
3 

 
4 

 
5 

18 My manager is interested 
in making sure that I 
achieve my career goals. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

19 My manager provides me 
with work experiences that 
enable me to develop new 
skills. 

 
1 

 
2 

 
3 

 
4 

 
5 

20 My manager wants to 
know about my career 
goals. 
 
 

 
1 

 
2 

 
3 

 
4 

 
5 
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21 My manager seems to care 
more about my success 
than his/her own.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

22 My manager puts my best 
interests ahead of his/her 
own. 

 
1 

 
2 

 
3 

 
4 

 
5 

23 My manager sacrifices 
his/her own interests to 
meet my needs. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

24 My manager does what 
he/she can do to make my 
job easier. 

 
1 

 
2 

 
3 

 
4 

 
5 

25 My manager holds high 
ethical standards. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

26 My manager is always 
honest. 
 

 
1 

 
2 

 
3 

 
4 

 
5 
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Section 4: Affiliative Organizational Citizenship Behaviour  

Instruction: 

The statements below are concerned with your current behaviour in the workplace.   

Please indicate the extent of your agreement or disagreement with each statement. 

Circle the number that best represents your opinion on a scale from 1 (strongly 

disagree) to 5 (strongly agree).  

 

No Item Strongly 
Disagree Disagree Neutral Agree Strongly 

Agree 

1 My attendance at work is 
above norm. 
 
 

 
1 

 
2 

 
3 
 

 
4 

 
5 

2 I do not take extra breaks. 

 

1 2 3 4 5 

3 I obey company rules and 
regulations even when no 
one is watching.  
 

 
1 

 
2 

 
3 

 
4 
 

 
5 

4 I am one of the most 
conscientious employees. 
 
 

 
1 

 
2 

 
3 

 
4 

 
5 

5 I believe in giving an 
honest day’s work for an 
honest day’s pay. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

6 I spend a lot of time 
complaining about not 
important matter.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

7 I always focus on what’s 
wrong, rather than the 
positive side.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

8 I tend to make “mountains 
out of molehills”  
 
  

 
1 

 
2 

 
3 

 
4 

 
5 

9 I always found fault with 
what the organization is 
doing.  
 

 
1 

 
2 

 
3 

 
4 

 
5 
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10 I attend meetings that are 
not mandatory, but are 
considered important.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

11 I attend functions that are 
not required, but help the 
company image.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

12 I keep abreast of changes 
in the organization.  
 
 

 
1 

 
2 

 
3 

 
4 

 
5 

13 I read and keep up with 
organization 
announcements, memos, 
and so on.  

 
1 

 
2 

 
3 

 
4 

 
5 

14 I take steps to try to 
prevent problems with 
other workers.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

15 I am mindful of how my 
behaviour affect other 
people’s job. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

16 I do not abuse the rights of 
others. 
 
 

 
1 

 
2 

 
3 

 
4 

 
5 

17 I try to avoid creating 
problems for co-workers. 
 
 

 
1 

 
2 

 
3 

 
4 

 
5 

18 I do consider the impact of 
my actions on co-workers. 
 
 

 
1 

 
2 

 
3 

 
4 

 
5 

19 I help others who have 
been absent. 
 
 

 
1 

 
2 

 
3 

 
4 

 
5 

20 I help others who have 
heavy workloads. 
 
 

 
1 

 
2 

 
3 

 
4 

 
5 

21 I help to orient new people 
even though it is not 
required.  
 
 
 

 
1 

 
2 

 
3 

 
4 

 
5 
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22 I am willing help others 
who have work related 
problems. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

23 I am always ready to lend a 
helping hand to those 
around me. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

 

Section 5: Challenging Organizational Citizenship Behaviour  

Instruction: 

The statements below are concerned with your current behaviour in the workplace.   

Please indicate the extent of your agreement or disagreement with each statement. 

Circle the number that best represents your opinion on a scale from 1 (strongly 

disagree) to 5 (strongly agree).  

No Item Strongly 
Disagree Disagree Neutral Agree Strongly 

Agree 

1 I develop and make 
recommendations 
concerning issues that 
affect this work group. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

2 I speak up and encourage 
others in this group to get 
involve in issues that affect 
the group. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

3 I communicate my 
opinions about work issues 
to others in this group even 
if it is different and others 
in the group disagree with 
me. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

4 I speak up in this group 
with ideas for new projects 
or changes in the 
procedures.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

5 I get involve in issues that 
affect the quality of work 
life in this work group. 
 

 
1 

 
2 

 
3 

 
4 

 
5 
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Section 6: Caring Ethical Climate 

Instruction: 

The following statements below reflect your working environment.   

Please indicate the extent of your agreement or disagreement with each statement. 

Circle the number that best represents your opinion on a scale from 1 (strongly 

disagree) to 5 (strongly agree).  

 

No Item Strongly 
Disagree Disagree Neutral Agree Strongly 

Agree 

1 What is best for everyone 
in the company is the 
major consideration here.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

2 The most important 
concern is the good of all 
people in the company as a 
whole.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

3 Our major concern is 
always what is the best for 
the other person.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

4 In this company, people 
look out for each other’s 
good.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

5 In this company, it is 
expected that you always 
do what is right for the 
customers and public.  

 
1 

 
2 

 
3 

 
4 

 
5 

6 The most efficient way is 
always the right way in this 
company. 
 

 
1 

 
2 

 
3 

 
4 

 
5 

7 In this company, each 
person is expected above 
all to work efficiently.  
 

 
1 

 
2 

 
3 

 
4 

 
5 

 

End of Question. 

Thank you for your participation 
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