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During this digital disruption era, many organizations have to prepare themselves 

to be ready for coping with all the changes. One of the approaches that many 

organizations choose to perform is to create workforce flexibility by recruiting 

employees as short-term contract. The other approach is to replace some jobs that are 

currently performed by human with automation or robot. Anyway, many research 

papers found that jobs that will continue being performed by human are those jobs that 

require human skill, for example customer service or sales representative etc. In addition 

to this, many research papers also found that majority of the future labor force tends to 

prefer short-term contract employment to long-term permanent contract. Altogether, 

many organizations are facing with the challenge of attracting and retaining labor force 

with them, especially the short-term contract-based labor force who are working on the 

jobs that require human skill. Moreover, besides attracting and retaining the short-term 

contract-based employees with the organization, driving those employees to deliver high 

performance results is also important. 

There are three objectives of conducting this research which are (1) study the 

relationship among leader-member exchange, corporate social responsibility, 

communication job satisfaction, organizational commitment, employee performance, 

and turnover intention (2) modeling the relationship of leader-member exchange, 

corporate social responsibility, communication, job satisfaction, organizational 

commitment, employee performance, and turnover intention and (3) study the format 

and practical guidelines for communication, leader-member exchange and corporate 

social responsibility. 
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True Corporation Public Company Limited, including both office in Bangkok 

location and office in Khon Kaen location, was selected for conducting this research 

study. Sample population are short-term contract-based employees who are working in 

telemarketing department, of which the job scope is about selling all products of True 

Corporation Public Company Limited. This research was conducted by using mixed 

method methodology. After constructing the conceptual framework from reviewing 

related literatures, quantitative research methodology was used to study the statistical 

relationship among each factor. Such a statistical study was conducted by SEM 

(Structural Equation Model) techniques. 737 questionnaires were sent out to sample 

population and 679 questionnaires, which equals to 95%, were returned. After that, 

qualitative research was conducted by conducting the focus group interview with 20 

samples. Then, data collected from both quantitative research and qualitative research 

was analyzed together to make conclusion and recommendation. 

Based on the analysis of quantitative and qualitative data, the result revealed that 

all of the three independent factors, including communication, corporate social 

responsibility and leader-member exchange, have indirect impact on the turnover 

intention and employee performance. Communication is the independent factor that has 

highest total impact on employee performance and can also have direct and indirect 

impact on employee performance as well. While corporate social responsibility is the 

factor that has highest total impact on turnover intention and can also have indirect 

impact on turnover intention through job satisfaction and organizational commitment as 

well. 

As a result, in order to retain and drive performance of employees, organization 

should focus on developing and executing the practices and guidelines relating to 

communication and corporate social responsibility. When developing and executing the 

practices and guidelines for communication, types of communication that the 

organization should consider are direction communication, subordinate-initiated 

communication, sharing information communication, evaluation communication, and 

rationale communication. Regarding the practices and guidelines for corporate social 

responsibility, the organization should consider both perception of company’s corporate 

social responsibility program and participation in company’s corporate social 
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responsibility program. 
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CHAPTER 1 

INTRODUCTION 

1.1 Background and Significance of the Problem 

Currently, both public and private organizations have to be ready to cope with 

rapid and continuous change, which is the result of 5 factors. The first factor is the 

advancement of technology, including the application of automation, robotics, and 

artificial intelligence in doing business. The second factor is demographic change, 

which in this case is the movement toward an aging society. As a result, organizations 

need to re-skill or up-skill their workforces to fit future needs. At the same time, some 

organization may not be able to fulfill some of the required positions. The third factor 

is the increasing tendency for the labor force to move from capital cities to rural 

cities. The fourth factor is the increasing economic power of developing countries 

(PWC, 2018).  

The World Economic Forum (2018) forecasted that, in the future, 75 roles will 

be replaced by robots and computer systems. On the other hand, there will be 133 

million new roles created, for example data analysts, data scientists, software 

developers, application developers, social media specialists, ecommerce specialists, 

and the roles that require human skill such as customer service workers, sales 

professionals, marketing professionals, training and development, people and culture 

specialists, organizational development specialists, and innovation managers. More 

details are shown in Table 1.1.  

 

Table 1.1 Examples of stable roles, new roles, and redundant roles in all industries 

 

Stable roles New roles  Redundant roles 

▪ Managing directors 

and chief executives  

▪ General and operations 

▪ Data analysts and 

scientists* 

▪ AI and machine 

▪ Data entry clerks 

▪ Accounting, 

bookkeeping and 
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Stable roles New roles  Redundant roles 

managers * 

▪ Software and 

applications developers 

and analysts * 

▪ Data analysts and 

scientists * 

▪ Sales and marketing 

professionals*  

▪ Sales representatives, 

wholesale and 

manufacturing, 

technical and scientific 

products  

▪ Human resource 

specialists  

▪ Financial and 

investment advisors 

▪ Database and network 

professionals  

▪ Supply chain and 

logistics specialists 

▪ Risk management 

specialists   

▪ Information security 

analysts* 

▪ Management and 

organization analysts 

▪ Electrotechnology 

engineers  

▪ Organizational 

learning Specialists 

▪ General and 

operations managers* 

▪ Digital transformation 

specialists  

▪ Sales and marketing 

professionals 

▪ New technology 

specialists 

▪ Organizational 

development 

specialists* 

▪ Software and 

applications 

developers and 

analysts* 

▪ Information 

technology services  

▪ Process automation 

specialists 

▪ Innovation 

professionals   

▪ Information security 

analysts* 

▪ Ecommerce and 

social media 

specialists 

▪ User experience and 

human-machine 

interaction designers 

payroll clerks  

▪ Administrative and 

executive secretaries  

▪ Assembly and factory 

workers  

▪ Client information and 

customer service 

workers * 

▪ Business services and 

administration 

managers 

▪ Accountants and 

auditors 

▪ Material-recording and 

stock-keeping clerks 

▪ General and operations 

manager  

▪ Postal service clerks 

▪ Financial analysts 

▪ Cashiers and ticket 

clerks 

▪ Mechanics and 

machinery repairers  

▪ Mechanics and 

machinery repairers  

▪ Electronics and 

telecommunication 

installers and repairs 

▪ Bank teller and related 

clerks  
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Stable roles New roles  Redundant roles 

development 

specialists*  

▪ Chemical processing 

plant operators 

▪ University and higher 

education teachers  

▪ Compliance officers 

▪ Energy and petroleum 

engineers  

▪ Robotics specialists 

and engineers  

▪ Petroleum and natural 

gas refining plant 

operators 

▪ Training and 

development 

specialists 

▪ Robotics specialists 

and engineers 

▪ People and culture 

specialists 

▪ Client information 

and customer service  

workers* 

▪ Service and solutions 

designers  

▪ Digital marketing and 

strategy specialists 

▪ Car, van, and 

motorcycle drivers  

▪ Sales and purchasing 

agents and brokers  

▪ Door-to-door sales 

workers, news and 

street vendors, and 

related workers  

▪ Statistical, finance, and 

insurance clerks  

▪ Lawyers 

 

In addition, the International Labour Organization (2018) also found that the 

employment share, which is classified by different types of industry, in the Southeast 

Asia region keep changing continuously. Employment in the service sector, both non-

market services and market services, has significantly increased. Non-market services 

have increased from 11.3% in 1991 to 18.9% in 2016. Regarding market services, 

they significantly increased from 18.7% in 1991 to 34.6% in 2016. On the other hand, 

employment in the agriculture sector has significantly decreased. It decreased from 

57.1% in 1991 to 30.2% in 2016. Figure 1.1 demonstrates more details.  

In order to be comparable, the countries were grouped into different income 

groups and analyzed separately by that specific income group. The reader can refer to 

Figure 1.2, employment share in upper middle-income countries, which also includes 

Thailand, where there has been significant change since 1992, and Thailand is 

forecasted to change more significantly by 2025. Employment in the market service 

sector, which also includes sales professionals, will be the most significantly changing 

sector and have be the largest share by 2025.  
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PWC (2016) (PricewaterhouseCoopers) did research with selected groups of 

employees and asked them the question, “What is the level of your job satisfaction?” 

The results indicated that 831 employees, which was 60% of all respondents (1,385 in 

total), gave the score of 8, 9, and 10 (on a 1 to 10 scoring scale). This means that most 

of the respondents were happy and satisfied with their current job. When being asked 

the question “Do you have any plans to move to another job?,” 30% of the 

respondents answered that they planned to move to other jobs within the next 6 

months and 38% of the respondents answered that they planned to move to other jobs 

within 12 months. This indicates that, even though the employees feel happy and 

satisfied with their current job, it does not necessarily mean that they will not leave 

the organization in the near future. Furthermore, while most of the organizations are 

doing various kinds of surveys, including job satisfaction surveys and employee 

engagement surveys, and are expected to use the results from such surveys to develop 

policy and practices that could retain high-performance employees with the 

organization, there is no guarantee that this objective could be achieved. As a result, 

organizations are not facing the challenge of finding the factors that really have an 

impact on improving the organization’s commitment and retaining high-performance 

employees. Last, PWC (2016) also found that, for employees whose age is below 35, 

only one third of them feel committed to their organizations. 

Based on the aforementioned information, there is no clear information 

regarding the factors that could have an impact on job satisfaction, organizational 

commitment, employee performance, and turnover intention.   
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Figure 1.1  Employment shares by aggregate sector in 1991, 2005, and 2016 

(percentages)  

Source: International Labor Organization, 2018: 22. 

 

The International Labour Organization (2018) predicted that the average age of 

the workforce in Asia and the Pacific region will tend to increase significantly from 

2018 until 2030. In 1990, the average age of the labor force in Asia and the Pacific 

region was almost at the lowest rank. Further, the average age of the laborer in Asia 

and the Pacific region was expected to increase significantly and will be at the second 

highest rank, following only Europe and the Central Asian region, by year 2030. In 

addition to this, with reference to Figure 1.4, PWC (2016) found that the higher the 

age of the labor force, the higher is the need to work freelance (refer to Figure 1.3). 

This is in line with research conducted by the World Economic Forum (2018), which 

forecasted that, by 2022, half of the organizations around the world will decrease their 

proportion of full-time permanent employees.  

When we combine information from the International Labour Organization 

(2018) and information from PWC (2016) together for analysis, it can be seen that, in 

the future, working independently and without time constraints will be more favorable 
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for the labor force. As a result, organizations should be prepared to cope with this 

change by reviewing and revising their management practices so that they will be able 

to retain high-performance employees in the long run (refer to Figure 1.3 and Figure 

1.4).  

 

 

 

Figure 1.2  Employment shares by aggregate sector and income group, 1992-2025  

Source: International Labor Organization, 2018: 31. 
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Figure 1.3  Average age of the labor force, 1990-2030 (years)   

Source: International Labor Organization, 2018: 47. 

 

Moreover, PERSOLKELLY (2018) did a quantitative research by using an 

online survey tool, with hiring managers and candidates, whose age was between 20 

and 70 years across a diverse range of industries in the Asia Pacific (APAC) region 

from October to November 2017 and found that 43% of the respondents agreed that 

the employment trend is increasingly moving toward short-term, contract-based 

employment rather than permanent employment. This short-term, contract-based 

employment is much preferred by the workforce in Generation Z, compared to other 

generations. However, this short-term, contract-based employment has both 

advantages and disadvantages for employees and organizations, as shown in Table 

1.1. For the organization, the advantages are flexibility in changing the shape of the 

workforce because the organization can stop hiring immediately and automatically 

when the hiring contract comes to an end. However, with this short-term, contract-
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based employment, the organization is facing the challenge of managing these 

employees to make sure that they can work well with the permanent-contracted 

employees. For employees, the advantage of being hired as short-term, contract-based 

employees can enhance their job satisfaction and productivity. On the other hand, the 

disadvantages for the employees are that they will lose their job security and also lose 

the opportunity to get certain benefits, for example health insurance, etc.  

 

 
 

Figure 1.4  Desire to work independently, based on different age groups    

Source: PWC, 2016: 11. 
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Table 1.2  Advantages and disadvantages of non-permanent jobs from employees’   

and employers’ perspectives 

 

 Organization Employee 

Advantages Access to the labor force that 

has high flexibility and can 

easily adapt to fit with future 

change 

Enhances job satisfaction and 

productivity of employees 

Disadvantages Challenges of managing the 

short-term, contract-based 

employees to work well with 

permanent employees 

Employees may not be able to 

get some benefits, e.g. health 

insurance, etc.  

 

Besides the research from PERSOLKELLY (2018) as mentioned above, 

research from PWC (2018) also revealed similar results. PWC (2018) found that 

short-term contract-based employment will be increasingly important and will be an 

important factor in attracting a high-performance workforce to the organization. 

Referring to Figure 1.5, it can be seen that a flexible way of working is one of the top 

five factors, followed by a modernized work environment, continuous learning and 

development programs, partnerships with external providers, and compensation 

package improvements that can help the organization attract a high-performance 

workforce to work with it, following the modern workplace, continuous training and 

development programs, and compensation and benefits.  
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Figure 1.5  The right working environment tops the list of ways to attract talent    

Source: PWC, 2018: 16. 

 

Based on information from the International Labor Organization mentioned 

above, sales professionals are classified as one of the professions in the market-

services sector and they are continuously playing a more important role. In addition to 

this, the World Economic Forum (2018) also found that data analysts, data scientists, 

software and application and application developers, eCommerce and social media 

specialists, and jobs that require human skills (including customer service, sales and 

marketing, and training and development) will play a more important role and will be 

increasingly needed in the future.  

True Corporation Public Company Limited in Thailand was selected as the 

organization for this study. True Corporation Public Company Limited is a group of 

companies that is doing telecommunications and digital platforms in Thailand and 

they are also expanding to other countries outside Asia and to other regions. They are 

in the process of transforming their organization to become a digital organization. In 

order to put this research in line with information from the various sources mentioned 

in the above section, this research focuses on the jobs that will be highly required and 

will also be more important in the future; in this case it is telesales. Telesales jobs are 

managed by the Telemarketing Management department of True Corporation Public 

Company Limited. They are responsible for contacting the current customers and 
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potential customers by phone calls and via digital chat, offering customers all kinds of 

products and services of True Corporation Public Company Limited.  This sales force 

is playing a more important role as compared to other types of sales forces, such as 

direct sales and retail shops, because they are the most productive and cost-effective 

sales channels for True Corporation Public Company Limited.  

Regarding information about employees in the telemarketing management 

department, 75% of them are one-year contract-based employees and 10% of them are 

freelance employees, meaning that they can work today and freely disappear 

tomorrow. Based on information shown in Figure 1.6 and Table 1.2, the proportion of 

full-time contract telemarketing agents was only 15% in August, 2018, which 

decreased from 17% in January, 2018. 

 

 

 

Figure 1.6  Proportion trend of employees classified by type of employment contracts    

from January through August 2018  

Source: True Corporation Public Company Limited, 2018. 
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Table 1.3  Proportion of employees classified by each employment type of 

employment contract 

 
 Jan. 18 Feb. 18 Mar. 18 Apr. 18 May 18 Jun. 18 Jul. 18 Aug. 18 

Freelance 6% 6% 5% 4% 9% 13% 11% 10% 

One-year 

Contract 

77% 77% 78% 79% 74% 71% 73% 75% 

Permanent 

Contract 

17% 17% 17% 17% 17% 16% 16% 15% 

 

Source: True Corporation Public Company Limited, 2018. 

 

All of the information mentioned above is in line with research from the World 

Economic Forum (2018), which in 2018 found that, by the year 2022, many 

organizations will significantly decrease the number of their full-time employees and 

focus more on contract-based employment. This is because contract-based 

employment can the fulfill future needs of the organization and make the organization 

more flexible to change their structure and workforce to fit with the changes that 

occur continuously and at a very fast speed.   

When putting together information about the workforce trend from the research 

conducted by the International Labor Organization, PWC, PERSOLKELL, and 

Telemarketing management department of True Corporation Public Company 

Limited for analysis, it clearly showed that, in the future, every organization will have 

to increasingly face challenges in managing their workforce. Future employment will 

not be in the form of permanent contracts anymore. As a result, organizations need to 

change their policies and practices to fit these changes so that they can retain their 

employees at the organizations and, at the same time, motivate these employees to 

perform at a high-performance level.   

The telemarketing management department of True Corporation Public 

Company Limited is also aware of these challenges and is trying to develop policies 

and practices that can make their staff feel engaged with the department and the 

organization. As a source of information for developing such policies and practices, 

True Corporation Public Company Limited conducts employee engagement surveys 



 

    

13 

on an annual basis. In addition to this, the results from such employee engagement 

surveys are also compared with the results from the Best Employer Thailand survey. 

Ten factors that have received the lowest score from all respondents of the employee 

engagement survey, which was conducted by True Corporation Public Company 

Limited together with Aon during the year 2018, are shown in Table 1.4. According 

to the employee engagement survey results, besides the tangible factors such as 

compensation and benefits, intangible factors such as career advancement 

opportunity, a work-life balance, relationships with one’s direct supervisor, and 

empowerment are the key factors that should be focused on and improved so that the 

organizations can improve their employee engagement and, hopefully, retain their 

high-performance employees.  

Moreover, the attrition rate of the employees in the telemarketing management 

department of True Corporation Public Company Limited is at 7% on average. The 

company has to spend almost 3 months on hiring and recruiting new employees to 

replace the resigned ones. For this reason, every time that the employees resign, there 

is an impact on the sales volume of the department and the revenue of the company. 
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Table 1.4  Results of the employee engagement survey for employees in the telemarketing management department: year 2018 

 

Dimension Question Score: 

Year 2018 

Score: 

Compared to 

Year 2017 

Score: Compared to 

Best Employers 

Thailand Score 

Score: Compared 

to True Group 

Score 

Compensation I receive the compensation that 

suitable and match with my 

contribution for the success of the 

company. 

 -- - 14 + 12 

Benefit Overall, the benefit, that I’ve 

received, fulfill my needs. 

66 - 22 - 18 + 6 

Recognition I was recognized in various forms 

(besides money) when my work was 

successfully accomplished and I can 

create value for the company. 

67 - 18 - 13 + 8 

Opportunity for 

career 

advancement 

I have opportunity for career 

advancement in this company. 

68 - 13 - 13 + 12 

Group 

leadership 

True’s Group Leader is appropriately 

visible and accessible to employees.  

68 - 18 - 14 + 6 
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Dimension Question Score: 

Year 2018 

Score: 

Compared to 

Year 2017 

Score: Compared to 

Best Employers 

Thailand Score 

Score: Compared 

to True Group 

Score 

Tools and 

resources 

Tools and resources, which are 

provided by the company, enable me 

to work efficiently. 

69 - 18 - 13 + 16 

Work life 

balance 

I can appropriately balance my work 

life and my personal life.  

70 - 19 - 12 + 8 

Direct 

supervisor 

My immediate supervisor sets clear 

expectations and goals for me. 

70 -- -- 0 

Empowerment 

and autonomy 

I have sufficient influence and 

involvement in decisions about my 

project / roles. 

70 - 19 - 13 - 1 

Engagement My company motivates me to 

contribute more than is normally 

required to complete my work. 

71 - 2 - 14 + 10 

 

Source: True Corporation Public Company Limited, 2018. 
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After putting all of the above information together for analysis, the researcher 

found two research gaps that will be filled with this research. It is clear to conclude 

that the organization is seriously facing the challenge of retaining high-performance 

employees with the organization, especially short-term, contract-based employees. 

Unfortunately, almost all of the previous research on employee engagement was 

conducted using sample populations; that is, permanent-contract employees. The first 

research gap is that there is a very small, if any, number of researches on employment 

engagement that have been conducted with sample populations that are short-term, 

contract-based employees. For this reason, until now, there has been no clear 

information on the factors that can create or enhance employee engagement and, as a 

result, allowing for the retention of high-performance employees that are employed 

with short-term contracts. The organization that currently employs or plans to employ 

short-term, contract-based employees still has no clear information about how to 

engage, retain, and motivate this type of employee. The other research gap is that 

most of the previous research has been conducted to find the factors that can have an 

impact on employee engagement, job satisfaction, or organizational commitment. 

Some research has been conducted to study the impact that employee engagement, job 

satisfaction, or organizational commitment can have on turnover intention and 

employee performance. There is a very small number of researches, if any, that has 

attempted to find out the factors that can have an impact on turnover intention and 

employee performance through job satisfaction, employee engagement, and 

organizational commitment.  

In conclusion, due to the growing importance of hiring employees on short-term 

contacts, there is a need to conduct a research to find out the factors that could have 

an impact on the turnover intention and performance of employees that are employed 

with short-term contracts through employee engagement, job satisfaction, and 

organizational commitment. With the findings and analysis from this research, the 

organizations, which currently hire or plan to hire short-term, contract-based 

employees, will have relevant information to be used for developing their policies and 

practices so that they can retain short-term contract-based employees and motivate 

them to work effectively.  
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1.2 Research Objectives 

The objectives of this research are as follows:  

1) To study the relationships among communication, leader-member exchanges, 

corporate social responsibility, job satisfaction, organizational commitment, employee 

performance, and turnover intention  

2) To develop a relationship model of communication, leader-member 

exchanges, corporate social responsibility, job satisfaction, organizational 

commitment, employee performance, and turnover intention   

3) To study the practices and guidelines for communication, leader-member 

exchanges, and corporate responsibility  

 

1.3 Research Question  

1) How are communication, leader-member exchanges, corporate social 

responsibility, job satisfaction, organizational commitment, employee performance, 

and turnover intention related?  

2) What should be the relationship model for communication, leader-member 

exchanges, corporate social responsibility, job satisfaction, organizational 

commitment, employee performance, and turnover intention?   

3) What should be the practical guidelines for communication, leader-member 

exchanges, and corporate social responsibility?  

 

1.4 Contributions of the Study 

1.4.1 Contributions to Human Resource Management Professionals, 

Supervisors, and Management 

This study was performed in order to examine the factors that have an 

impact on employee performance and turnover intention, as well as the practical 

guidelines for each of the aforementioned factors. As a result, human resource 

management professionals, supervisors, and management can consider applying these 

practical guidelines for managing their workforce so that they can retain a high-

performance workforce in the long run. Specifically, this study will be beneficial to 
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the organizations that are hiring or plan to hire employees with short-term, renewable 

contract or as freelance workers, which is an employment type that is increasingly 

important. This is because this study was performed using a sample population that is 

employed as short-term, renewable contract and freelancers.   

 

1.4.2 Contributions to Public Administration  

Information from the Office of the Civil Service Commission, as 

summarized in Table 1.4 and Table 1.5, shows that 30% of the civilian workforce is 

employed as contract-based employees, including temporary employees, government 

employees (contract-based), and contractors. Employment in the form of temporary 

employees, government employees (contract-based), and contractors in the 

government sector has similar characteristics as contract-based and freelance 

employment in the business sector. They are similar in the way that the contract 

ending date is explicitly determined at the contract signing date, for example eleven 

months, one year, three years, four years, etc. For this reason, this research will 

contribute to public administration by proposing human resource practices that the 

government sector can also apply to managing their workforce so that they can 

motivate their contract-based employees to perform effectively from the first day of 

work until the contract ending date. Regarding the concern that the context of working 

in the government sector and working in business are different and that the results of 

this research may not be applicable to government sector, the researcher thinks that, 

even with such a difference, both the government sector and business sector have 

access to the same pool of workers. People are moving around from the government 

sector to the business sector and from the business sector to business sector. As a 

result, there will not be much difference in terms of the factors that can motivate them 

to work effectively and to keep them with the organization as long as possible or until 

the end of the contract.  
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Table 1.5  Proportion of civilian workforce (number of employees) 

 
Proportion of 

civilian 

workforce 

(number of 

employees) 

2018 2017 2016 2015 2014 2013 

Civil servant 1,334,893 1,318,314 1,299,615 1,293,213 1,274,002 1,271,395 

Permanent 

employee 

138,723 149,155 164,207 175,090 185,091 193,315 

Temporary 

employees 

229,630 300,527 363,867 332,570 301,270 408,537 

Government 

employees – 

contract-based 

145,374 146,099 154,344 155915 140,600 132,028 

Contractor 243,687 246,562 197,150 200902 190,800 183,487 

 

Source: Office of the Civil Service Commission, 2018. 

 

Table 1.6  Proportion of civilian workforce (percentage) 

 
Proportion of civilian workforce (%) 2018 2017 2016 2015 2014 2013 

Civil servant 64% 61% 60% 60% 61% 58% 

Permanent employee 7% 7% 8% 8% 9% 9% 

Temporary employees 11% 14% 17% 15% 14% 19% 

Government employees – contract-based 7% 7% 7% 7% 7% 6% 

Contractor 12% 11% 9% 9% 9% 8% 

 

Source: Office of the Civil Service Commission, 2018. 
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1.5 Scope of the Study 

This research was conducted by collecting data from the employees at the 

operation level of the telemarketing management department, True Corporation 

Public Company Limited. True Corporation Public Company Limited, which is a 

company under the Charoen Pokphand Group (CP Group), is operating a 

telecommunications and digital technology business. Examples of the businesses that 

they are performing include high-speed broadband Internet (known as “True 

Internet”), a mobile network (known as “Truemove H”), pay television (known as 

“True Visions”), digital television (known as “True4U”), television shopping (known 

as “True Select”), electronic money (known as “True Money”), etc. True Corporation 

Public Company Limited is one of the leading companies that continuously uses 

digital technology to operate their business and provides services to their customers. 

Mari is one of the examples. Mari is the AI (artificial intelligence) that True 

Corporation Public Company Limited uses for providing services to its customers. 

Mari can serve customers in a way similar to that of humans. Besides that, True 

Corporation Public Company Limited has continuously developed the organization to 

be a digital one by developing an application called “True Connect,” which is used for 

communication within the organization and also for approving various requests with a 

digital signature. As a result, True Connect can eliminate the need for signing with a 

pen. Moreover, True Corporate Public Company Limited is one of the very first 

companies in Thailand that pays attention to and has begun using “big data” for 

managing its business and creating new products or services. It has set up a 

department to be mainly responsible for big data analysis and digital product 

development. Therefore, True Corporation Public Company Limited is an 

organization that is highly advanced in the application of digital technology to 

develop products and services, provide service to customers, and to operate its 

business. For this reason, True Corporation Public Company Limited is an 

organization that was considered to be suitable for being used as a case study. 

Data were collected from short-term, contract-based employees, including one-

year contract employees, three-year contract employees, and freelancers. These 

employees were employed by True Corporation Public Company Limited during 2019 
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and were working at an office in two locations. One of the offices is located at True 

Tower 2, 1252 Pattanakarn Road, Suanluang, Suanluang, Bangkok. The other office is 

located at C.P. Tower Khon Kaen 3, 348, Moo.16, Maliwan Road, Muang, Khon 

Kaen. The telemarketing management department actually has two major functions, 

the sales function and sales support function. This research focuses on only the sales 

function because it is a job that is increasingly important and is also classified as a job 

of the future.  

The researcher collected data by distributing paper questionnaires to the 

respondents from April, 2019 until July, 2019, 4 months in total.  

 

1.6 Definition of Terms 

In the present discussion, communication means the exchange of information 

among members in an organization, which includes downward communication and 

upward communication via various communication channels, e.g. face-to-face, 

writing, or electronic (Miller, 2015). Communication can also mean the interaction 

among employees. Each employee can act as the receiver or the sender of information 

(Gray & Laidlaw, 2004). 

Corporate social responsibility is a self-regulating mechanism that specifies that 

organizations must be responsible for all related stakeholders when they are operating 

their business (Asrar-Ul-Haq, Kuchinke, & Iqbal, 2017). These are the activities that 

are beyond what is specified by law and can enhance the welfare of society 

(McWilliams & Siegel, 2001).   

Employee engagement means the dedication of employees, which could be in 

the form of behavior, ideas, and emotions, such that they can deliver high work 

performance according to the roles and responsibilities of each individual (Saks, 

2006) (Kahn, 1990).  

Employee performance means work performance according the roles and 

responsibilities that are specified in the job description of each employee.  

Job satisfaction means the level of fondness that each person has for his or her 

job and also the level of satisfaction that each person receives from working at such a 

job.  
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Leader-member exchange means the work-related relationship between the 

employee and his or her direct supervisor. Such a relationship is two-way (Chen, Yu, 

& Son, 2013; Gerstner & Day, 1997; Graen & Uhl-Bien, 1995). 

Market-services mean the services that are traded in the market at a price that 

can cover costs and generate a profit for the manufacturer. Market-services comprise 

(1) wholesale and retail trade, repair of motor vehicles, motorcycles, and personal 

household goods (which are categorized as “G”); (2) hotels and restaurants (which are 

categorized as “H”); (3) transportation, storage, and communication (which are 

categorized as “I”); (4) financial intermediation (which are classified as “J”); and (5) 

real estate, renting and business activities (which are classified as “K”) (The 

Organizational for Economic Co-operation and Development, 2007). 

Non-market services mean those services that are provided to the community 

free of charge or to individual consumers free of charge or with a very little fee. Such 

a fee is no more than 50 percent of the production costs (The Organizational for 

Economic Co-operation and Development, 2007).  

Organizational commitment means the loyalty and emotional relationship that 

each individual has with the organization (Spector, 2008) and will result in the form 

of the need to stay with the organization (Morrow, 2011) as well as the willingness to 

work hard for the organization (De Nobile, 2017; Morrow & Wirth, 1989). The key 

focus of organizational commitment is on the attachment to the organization. This is 

different from employee commitment in the sense that the focus of employee 

commitment is on the work roles and responsibilities of each employee.   

Turnover intention means the employees’ needs or feelings about quitting their 

organization, which could be impacted by various factors.    
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CHAPTER 2 

APPROACHES, THEORIES AND RELATED RESEARCH 

FINDINGS 

2.1 Approaches, Theories, and Research Findings Related to Work 

Engagement 

Until the present day, all leading organizations have placed importance on 

creating engagement within the organization with the hopes that this would improve 

employees’ work outcomes. Ultimately, such measures would help to improve the 

organization’s operations. Many researchers have studied and defined the term 

“engagement” in many ways. For instance, Truss, Delbridge, Alfes, Shantz, and 

Soane (2014) stated that in business, engagement consists of three main concepts: (1) 

job satisfaction, (2) engagement with the organization, and (3) behavior that goes 

beyond assigned roles and responsibilities.   

From the analyses of the data from more than 213 documents related to human 

resource management, psychology, and management (Shuck, 2011), the term 

“engagement” can be sub-divided into four approaches.  

(1)  Need-Satisfying Approach 

Kahn (1990) is considered one of the first scholars to use the theory of 

engagement in the work place. His use of the term refers to employees’ participation 

at work. Kahn (1990) viewed that engagement in one’s work is a motivating factor 

that involves both internal and external factors. As a result, employees will be 

dedicated to carrying out the work that they are responsible for. Such engagement can 

be manifested through one of three characteristics: physically engaged, emotionally 

engaged, and cognitively engaged. All three characteristics have been inspired by the 

following three factors. (1) Meaningfulness refers to employees’ feelings connected 

with what they will receive in exchange for their dedication to their work according to 

their assigned roles and responsibilities. The researcher views that this can be 

compared to the employees’ salary and compensations. (2) Safety refers to the 
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employees’ trust in the environment in which they work in terms of their ideas, 

emotions, and behavior. Such surroundings allow them to express themselves without 

fear when it comes to their image, status, and work responsibilities. The research 

views that managers and executives play an important role in creating this sense of 

safety in their employees. (3) Availability refers to the employees’ perceptions when 

it comes to the availability of physical, emotional, and spiritual resources such as 

material resources, sufficient budget, manpower, opportunities to attend training 

workshops, to develop their skills, etc. Such resources are vital to carrying out 

employees’ assigned work. 

(2) Burnout-Antithesis Approach 

Engagement with work is defined as having a positive attitude toward 

work which is manifested in the following characteristics: vigor, dedication, and 

absorption (Schaufeli, Salanova, González-romá, & Bakker, 2002).  

(3) Satisfaction-Engagement Approach 

According to this approach, employee engagement refers to their 

participation, satisfaction, and each employee’s eagerness to carry out his/her work. 

(4) Multi-dimensional Approach 

Saks (2006) defined employee engagement as a concept composed of 

the following components: thinking, emotions, and the behavior related to the work 

they have to carry out as per their assigned responsibilities. Saks (2006) made a 

distinction between job engagement and organizational engagement, stating that the 

former refers to the execution of duties according to assigned roles, while the latter 

refers to the execution of duties as a member of the organization.   

 Until today, a clear framework to describe the theory of work 

engagement has not been identified. The following conceptual frameworks have been 

commonly used to study work engagement (Truss et al., 2014). 

(1) The Needs-Satisfying Approach 

Kahn (1990) proposed that employees will be engaged if these three 

aspects are satisfied: (1) having significance (for example, a feeling that the 

dedication they put into their work is worthwhile); (2) emotional safety (for example, 

the feeling that they are not afraid to be themselves without fear that there will be 

negative consequences) which is inspired by the surrounding environment, consisting 
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of interpersonal relationships, group dynamics, and management style and social 

norms; (3) availability, which means the employees’ feeling that they have enough 

resources required for performing their assigned jobs. The feeling that the availability 

of physical and emotional resources is sufficient for employees to carry out the work 

they have been assigned, which includes the resources that each person possesses and 

will use in the execution of his/her work according to his/her roles. 

(2) The Job Demands-Resources Model (JD-R Model) 

The JD-R model is based on the assumption that work engagement is 

the consequence of the stimulation from the following two factors. First are the 

factors related to work that are essential to the successful outcome of the work, to a 

reduction in the work, or the employees’ motivation for development and growth. 

Examples are giving reflective feedback on the employees’ work, monitoring the 

employees’ work, and providing employees with social support from their colleagues. 

Second are factors related to employees such as personal factors that have to do with 

the employees’ ability to control various surrounding factors, confidence in 

themselves, and optimism and emotional stability. According to the JD-R model, the 

aforementioned factors will lead to engagement which will be manifested in the 

employees’ energy, dedication, and will. In addition, the JD-R model will also help 

employees yield positive outcomes such as work performance.  

(3) The Affective Shift Model 

This model describes how work engagement may change on each 

working day and may also change when employees change the roles they are carrying 

out from one role to another. Moreover, changes can also result from events that take 

place each day. The mechanisms that will lead to a high level of work engagement 

must also be able to change negative outcomes into positive ones. 

(4) Social Exchange Theory 

Social exchange theory deals with the idea that relationships related to 

work can be developed into trust, loyalty, and engagement when all employees focus 

on reciprocal rules. Saks (2006) believes that employees can compensate their 

organizations through engagement. The level of engagement will differ based on the 

amount of resources employees receive from the organization. On the other hand, if 



26 

 

    

the organization is not able to provide such resources to its employees, they may 

withdraw themselves from their work and suffer from burnout in the end.  

In the past, human resource management has tended to focus on trying to 

reduce attrition rates by addressing the issues that make the employees no longer wish 

to work for the organization. Nevertheless, in actual practice, organizations are not 

able to compete against pressures from the labor market in terms of opportunities for 

employees to work for other organizations that are more appealing. For this reason, 

the approaches to modern-day human resource management have changed. Now, 

there is greater focus on determining which employees should be retained and which 

employees should be made redundant at the most appropriate time. Once it has been 

determined which employees to retain, the organization will apply appropriate 

mechanisms to encourage these employees to stay with the organization. The various 

factors that will enable organizations to retain their employees are as follows:  

(1) Compensation – This is one popular factor which many 

organizations have been using to retain high-performing employees. It was also found 

that some organizations have a special form of compensation called “hot skills 

premium.” This premium is paid to employees that possess abilities and skills that are 

in high demand in the labor market. Nevertheless, organizations will only offer such 

premiums on a temporary basis and will cease such payments when the organizations 

no longer need those specific abilities and skills or when there are excessive numbers 

of people that possess those abilities and skills in the labor market (Harvard Business 

School, 2006). Apart from the aforementioned form of compensation, Beardwell and 

Thompson (2017) found that another form of compensation that will stimulate 

engagement is one that can be characterized by fairness. Here, the compensation must 

be equivalent when comparing the compensation paid both to employees within the 

organization and to employees outside the organization (Beardwell & Thompson, 

2017).  

(2) Job Design – Compensation is one mechanism that organizations 

can use to retain high-performing employees, but its impact lasts only a short period 

of time. If organizations wish to retain such employees for the long-term, they must 

resort to other measures apart from compensation. One such measure involves job 

design, which entails making careful considerations about the specific responsibilities 
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for specific positions. On the other hand, organizations may also design work 

specifications to motivate employees to (Havard Business School, 2001).  

(3) Job Customization – Apart from job design that is appropriate for 

specific employees, organizations may also design work so that it is appropriate and 

meets the needs of the employees. Some organizations organize a test for their 

employees to assess their skills, values, and interests. Such data can be used to 

determine employees’ compensation and benefits as well as appropriate work and 

tasks for each employee. Furthermore, part-time assignments are another example of 

job customization that is appropriate for employees that wish to use their time to 

engage in other activities or to take care of their parents rather than working full time 

(Havard Business School, 2001). 

(4) Social Ties – Loyalty to an organization may easily disappear; 

however, loyalty to colleagues does not tend to disappear easily. As a result, 

encouraging employees to build social ties can help reduce the organization’s attrition 

rate, especially for employees with skills that are in high demand by the labor market 

(Havard Business School, 2001). 

(5) Location – Choosing the right work location for each group of 

employees can help cut down on attrition rates (Havard Business School, 2001). 

(6) Hiring – Normally, when an organization looks for employees, it 

tends to place importance on attracting people that it wants to remain with it. 

However, in actual practice, finding and hiring employees that can do the work but 

that are not really needed may help organizations face less pressure that they may 

receive from a competitive labor market (Havard Business School, 2001). 

(7) Good Quality Line Management – Managers must pay attention to 

their employees, treat them fairly, support them to work diligently, pay attention to 

their career aspirations, and give them opportunities to develop themselves 

(Beardwell & Thompson, 2017). 

(8) Two-way, Open Communication – This kind of communication 

involves giving opportunities to employees to express their opinions and to provide 

suggestions. In addition, this also includes notifying and providing information to 

employees about the organization (Beardwell & Thompson, 2017).  
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(9) A Work Environment – This means the work environment in which 

the people that work within different departments of the organization help one 

another. Moreover, such a work environment is where there is mutual respect 

(Beardwell & Thompson, 2017). 

(10) Learning and Development – This means offering employees 

opportunities to attend workshops and training so that they possess the necessary 

skills to carry out their work based on their currently assigned responsibility. In 

addition, this also includes providing employees with opportunities to develop 

themselves (Beardwell & Thompson, 2017).  

(11) Welfare – This means looking after employees’ welfare, which 

includes their health and safety, trying to reduce the chances of accidents, injuries, 

violence, and various forms of harassment. In addition, in case that employees are 

affected by such incidents, the organization will respond in an efficient manner 

(Beardwell & Thompson, 2017).  

In summary, the concepts and theories that are often cited in research work on 

engagement are the needs satisfying approach, The Job Demands-Resources Model 

(JD-R Model), The Affective Shift Model, Social Exchange Theory, etc. As for the 

factors that will help create engagement with work or with the organization, there are 

several factors that can help create work engagement, such as compensation, job 

design, job customization, engagement with the environment, place of work, good 

quality line management, and two-way, open communication among other factors.  

 For this research, the researcher has selected leader-member exchange, which 

is related to good quality line management, as previously mentioned. Communication 

is another factor that can help keep employees with the organization. These two 

factors serve as the independent variables in this study. Moreover, corporate social 

responsibility is another factor that will be included in this study due to the fact that 

such concepts are popular and have been adopted by many organizations today. 
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2.2 Approaches, Theories, and Research Findings Related to Leader-

Member Exchange 

Many scholars and experts have defined “leadership” in diverse ways with 

changes made to the definition over time due to the influences of various changes in 

contexts, as well as the evolution in politics that has taken place around the world. 

Furthermore, leadership can be divided into two perspectives: (1) leadership as a trait 

and (2) leadership as a process. As for the former, leadership can be defined as a 

characteristic or part of a characteristic that everyone possesses to varying degrees 

(Jago, 1982). Leaders tend to have distinct characteristics from the time that they were 

born and that differentiate them from those that are not leaders (Northouse, 2013). On 

the other hand, according to leadership as a process perspective, the vital element of 

leadership lies in the relationship between a leader and his/her followers. Figure 2.1 

compares the differences between leadership as a trait and leadership as a process.  

 

 

 

Figure 2.1  Difference between “trait” definition of leadership and “process” 

definition of leadership 

Source: Northouse, P. G., 2016: 9. 
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Apart from the aforementioned perspectives on leadership, there are many other 

approaches and theories that are popular and that have been cited in many research 

studies on leadership, including the following. 

The trait approach asserts that people are born with such traits and only great 

leaders possess them. The trait approach has been widely used in research studies 

leading to many studies on the topic, and the approach has also served as criteria to 

determine what we should look for in a leader. Nevertheless, many aspects of the trait 

approach have been criticized. First, there are limitless traits that a leader can possess; 

as a result, this has led to a lack of clarity and on some occasions uncertainty. 

Secondly, the trait approach does not take the factors of a situation into consideration. 

In other words, an individual that possesses traits that make him/her a leader in one 

situation may no longer be considered a leader in a different situation. It can be stated 

that a specific situation influences leadership. The last criticism of the trait approach 

is that it can be used to train and develop leaders. This is because the various traits 

that have been identified as traits for leaders are all difficult to change. For example, it 

is almost impossible to enhance an executive’s IQ through training.  

The skills approach – While the trait approach places importance on the 

individual traits that a person has possessed since birth, which tend to not change, the 

skills approach places importance on skills and abilities that can be learned and 

developed. Such skills will differ from the traits that a person possesses. Skills can be 

accomplished while traits are part of the individual (Katz, 1974).  

Katz (1974) proposed that the important fundamental skills for leaders are, first, 

technical skills, which encompass knowledge and specialized expertise about work 

and various activities and that are composed of competencies, analytical ability, and 

the ability to use equipment and appropriate techniques. Second are human skills that 

encompass knowledge and skills used to work with other people that can help the 

leader work with his/her followers, colleagues, and superiors in an efficient manner so 

that they can achieve the organization’s goals. Leaders that possess human skill are 

able to adapt their thinking to other people’s thinking. In addition, they are able to 

create trust that will make employees feel at ease and safe, and employees will also 

feel that they want to participate in laying out various plans that involve them, Finally, 

conceptual skill is the ability to work with ideas that are key to crafting visions and 
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strategies for the organization. Even though the skills approach’s strength lies in its 

ability to be used in workshops and to develop leaders, there are still a number of 

criticisms. First, the skills approach has expanded its boundaries beyond leadership; 

for instance, it includes motivation, critical thinking, and conflict resolution, which 

are skills related to other topics not related to leadership. Secondly, certain skills are 

similar to traits. The last criticism is that given that the skills approach arose from 

studies that dealt with a sample consisting of soldiers, questions have arisen whether 

this approach can be used in other contexts. 

The behavioral approach – The behavioral approach places importance on what 

leaders do and how they act. This is an approach that has been used in studies on 

leadership in terms of the actions that the leader displays to his/her followers. 

Researchers on behavior have divided leadership into two types of behavior: (1) task 

behavior, which can help members achieve their goals, and (2) relationship behavior, 

which can make followers feel at ease. The main objective of the behavioral approach 

is to explain to leaders how they can control both types of their behaviors in order to 

influence their followers to try their utmost to carry out their work and achieve the 

organization’s goals.  

There are many strengths to the behavioral approach. First, it is an approach that 

has been widely researched, and that is why it has a high level of credibility. Second, 

the core of this approach consists of two types of behaviors—work and people. The 

heart of being a leader is to create a balance between behaviors related to work and 

behaviors related to people. Third, this behavioral approach can be applied 

heuristically. Leaders can use it to help them learn about their own behavior toward 

other people both in terms of work and in terms of interpersonal relationships.               

 Regardless, many aspects of this approach have been criticized: (1) research 

on the behavioral approach has not been linked with work outcomes; (2) research on 

behavioral approach cannot specify the universal traits of leaders and cannot be 

applied in all situations; and (3) this approach tacitly suggests that the most effective 

leaders are those that are skilled both when it comes to work as well as to people. 

However, in reality, leaders that are skilled in both areas (work and people) may not 

be suitable during certain situations.  
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The situational approach – the principle of this approach is that effective leaders 

are able to change themselves (style) to fit various situations. The situational approach 

places special importance on the fact that leadership consists of a directive dimension 

and a support dimension.  Each dimension will be applied in an appropriate manner to 

each situation. Leaders must assess their followers in order to determine whether they 

have sufficient competence and commitment to carry out their work successfully as 

per the prescribed goals. The situational approach hypothesizes that followers’ skills 

and motivation are constantly changing. As a consequence, leaders must adapt the 

level of their directives as well as their support at all times so that they are in line with 

their followers’ ever-changing needs.  

Despite the fact that there are strengths to the situational approach because it can 

be applied in real situations and it is clear what leaders should and should not do in 

different contexts, there are also some criticisms covering various issues. The most 

important issue is that there are limited research studies related to the situational 

approach; thus, this approach has not been fully accepted. This is because the effects 

from other factors that may impact leaders and follows have not yet been tested, 

especially demographic factors related to level of education, experience, age, and 

gender among other factors. 

Path-goal theory – path-goal theory gives importance to the relationship among 

the leader’s style, his/her followers’ characteristics, and the organizational setting. 

That is to say, leaders must use the behavioral approaches that are in line with their 

followers’ motivational needs. The path-goal theory was designed to explain the 

process that leaders can use to help their followers reach their goals. Leaders must 

choose behaviors that are in line with the followers’ needs and the situation in which 

the followers are working.   

The strengths of path-goal theory are (1) it is a theoretical framework that can be 

used to help shed light on leaders’ behavior and the impacts such behavior have on 

the followers’ satisfaction and how they execute their work; (2) it is a theory that 

integrates the motivation principles of expectancy theory with leadership theories; and 

(3) it is a theory that can be used in real life.  

Regardless, many aspects of the path-goal theory have been criticized by 

researchers: (1) it is a complicated theory that incorporates various perspectives about 



33 

 

    

leadership that may lead to confusion in interpreting it; (2) it is a theory that has 

received support from a limited number of empirical research studies; and (3) it is a 

theory that cannot be used to explain the relationship between the leaders’ behavior 

and the followers’ motivation. 

Leader-member exchange theory - Most theories concerning leadership place 

importance on the perspectives of leaders and those of their followers. However, the 

backbone of leader-member exchange theory is that it views leadership as a process. 

The theory places importance on communication between leaders and followers. 

At the beginning when the leader-member exchange theory was studied, 

researchers placed importance on vertical linkages between leaders and followers, 

which they referred to as vertical dyad linkages (VDL). The characteristics of the 

relationship between leaders and followers can be divided into three: (1) the vertical 

dyad – leaders (L) will create work-related relationships with each specific followers 

(F), as shown in Figure 2.2; (2) vertical dyads – leaders (L) will create special 

relationships with all of their followers (F); each relationship will be special with 

distinct characteristics, as shown in Figure 2.3; (3) in-groups and out-groups – leaders 

(L) will create unique relationships in the form of in-groups or out-groups. In-group 

relationships are characterized by mutual trust, respect, liking, and reciprocal 

influence, while out-group relationships are characterized by formal communication; 

the communication carried out is solely what is outlined in the job description, as 

shown in Figure 2.4. 

 

 

 

Figure 2.2  The vertical dyad 

Source: Northouse, P. G., 2016: 139. 
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Figure 2.3  Vertical dyads  

Source: Northouse, P. G., 2016: 139. 

 

 

 

Figure 2.4  In-groups and out-groups 

Source: Northouse, P. G., 2016: 139. 

 

Leaders should make their followers feel that they are part of the in-group by 

trying to avoid creating any negative feelings, as well as feelings of inequality, which 

would make the followers begin to feel that they are part of the out-group. The 

creation of leadership can be divided into three developmental stages, as shown in 

Figure 2.5. (1) The stranger phase is when the relationship between the leader and the 

follower proceeds according to the roles set out in the organizational chart, when their 

exchange quality is low. The quality of exchanges between the leader and the out-

group is also low. During the stranger phase, followers will follow their leaders 

according to the levels found in the formal hierarchy. Followers expect to be 

compensated and to be rewarded in the form of money. (2) The acquaintance phase is 
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when there are more exchanges, both in terms of exchanges dealing with work-related 

information as well as personal information. During this phase, the leader will try to 

assess whether the follower is interested in being given more roles and 

responsibilities. As for the follower, he/she will try to assess whether the leader is 

happy to give him/her new work that is more challenging. (3) The mature partnership 

phase is when there are quality exchanges between the leader and the member and this 

is when the leader and follower have mutual trust, respect, and obligations.   

 

 

 

Figure 2.5  Phases in leadership making 

Source: Northouse, P. G., 2016: 143. 

 

There are a number of strengths of the leader-member exchange theory. Firstly, 

it is a descriptive theory, in particular the way in which relationships between leaders 

and members are divided into two clear characteristics: out-group and in-group. 

Secondly, it is a theory that places emphasis on relationships with specific 

characteristics between leaders and each of the followers, which differs from other 

theories that focus on studying the characteristics of leaders, followers, companies, or 

all three components combined together. The focus of this theory is the exchanges 

between leaders and followers that are effective and that will enable them to be 

effective leaders. (3) An interesting aspect of the theory is that it sheds light on the 

importance of communication that will affect leadership. Communication is an 
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important tool that leaders and followers use to create, maintain, and protect 

beneficial exchanges. Leadership can be effective when communication between 

leaders and followers is based on mutual trust, respect, and obligations. (4) This 

theory is a tool that helps remind leaders not to be biased by dividing the in-group and 

the out-group. (5) Many research studies reveal that the leader-member exchange 

theory is related to work performance, commitment to the organization, job climate, 

innovation, organizational citizenship behavior, and empowerment and career 

progress. 

Nevertheless, many aspects of the leader-member exchange theory have been 

criticized by researchers. First, the theory fails to consider issues related to pay 

fairness and promotion opportunities. Pay fairness issues may impact exchanges 

between leaders and their members. Second, the theory fails to explain how 

exchanges between leaders and their members can be created, and third, there is still 

lack of clarity when it comes to how the level of exchanges between leaders and 

members can be measured. 

In summary, leadership can be divided into two perspectives: leadership as trait 

and leadership as process. Theoretical approaches that are often used in research 

studies on leadership include the trait approach, the skills approach, the behavioral 

approach, the situational approach, the path-goal theory, and the leader-member 

exchange theory. Each theory has its own distinct strengths and weaknesses. This 

research has selected the leader-member exchange theory as the theory to be used in 

its investigation because this theory is descriptive and focuses on the relationships 

between leaders and each individual member. As a result, this theory can be easily 

applied to real life. Moreover, it was also found that many research studies have 

shown that the leader-member exchange theory is also linked with the execution of 

work engagement and organizational engagement.  
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2.3 Approaches and Theories Related to Corporate Social Responsibility 

CSR) 

Many researchers have conducted studies and presented theories related to 

corporate social responsibility. These theories can be divided into various approaches 

as follows. 

Klonoski (1991) has divided theories related to corporate social responsibility 

into three groups. The first group is “fundamentalism,” which subscribes to the idea 

that companies are merely legal artifacts. The only responsibility that companies have 

toward society is to increase profits without infringing on the law. The second group 

consists of theories that protect the companies’ morals. In the end, companies must be 

held responsible for the actions taken by their agency. The third group focuses on the 

societal dimension of the company and has its roots in political theories and ethical 

theories. 

Windsor (2006) views that corporate social responsibility can be divided into 

three approaches: (1) ethical responsibility theory describes how companies must 

control their own behavior (self-restraint) and have a duty to help others (altruistic 

duties) as well as responding to public policies in order to strengthen the rights of 

shareholders;  (2) economic responsibility theory views that creating a strong market 

is an effect of minimalist public policy and doing business in an ethical manner is a 

habitual practice; and (3) corporate citizenship refers to being a good citizen as a 

company, one which adheres to the law, acts morally, and considers overall economic 

effects. 

 The research of Garriga and Melé (2004) categorized theories on corporate 

and environmental responsibility into four groups. First is corporate social 

performance theory, which draws its fundamental ideas from sociology and views 

that, apart from creating stability, businesses must also be responsible for the social 

problems that they have created from their business operations or for other reasons 

apart from being responsible in terms of the economy and the law. This includes 

carrying out various business operations in an ethical, careful, and empathetic manner 

as expected by society. It can also be said that the organization would carry out 

corporate social performance. The organization will have been successful when they 
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are able to change their behavior and way of doing things so that they can reduce 

waste and increase beneficial returns to society and those in society. The vital element 

of this theory is that since society has given the organization an opportunity to carry 

out its operations, the organization should also serve society as a way to compensate 

it. Serving society here not only refers to creating stability, but the organization must 

also help contribute to social needs and to meet society’s expectations that they have 

regarding the business. Second is Shareholder value theory or Fiduciary capitalism, 

which draws its fundamental ideas from theories of economics and views that the only 

social responsibility a business has is to create profits, where the main objective of the 

organization is to increase economic value for shareholders. As for other activities 

that the company is involved in, they will be approved as long as they are activities 

that have been regulated by law. In addition, these activities would increase the value 

of the shares held by shareholders. This policy gives the greatest importance to 

maximizing shareholder utility. Third is stakeholder theory, which draws its 

fundamental ideas from the ethical perspective that also takes into consideration the 

ideas that the company will bring together people or groups of people that have 

something to gain or to lose from the operations of the business. This theory views 

that a company is responsible for various groups of people in society more than only 

the group of shareholders and carries out its work beyond what is stipulated in the law 

or in agreements with labor groups (Jones, 1980). In other words, businesses must be 

responsible for every individual and every stakeholder that is impacted by the 

business activities and operations. For instance, this includes suppliers, employees, 

local community, etc. Fourth is the Corporate citizenship theory or corporate citizen 

approach, which refers to how organizations can be model citizens and involves 

charitable activities and donations to the community in which the business operates.  

Currently, businesses have begun to expand the scope of their activities to cover 

other purposes apart from only focusing on shareholders’ wealth. One example 

includes corporate responsibility; CSR consists of the activities that the organization 

carries out on a voluntary basis with an aim to uplift and improve the quality of the 

society and the environment (Vitaliano, 2010). 

Kinder, Lyndenberg, and Domini (KLD) is an important database related to 

corporate and environmental responsibility and was created by MSCI Inc. Many 
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scholars have used information from this database under various attributes, such as 

the environment, the community, employee relations, products, and corporate 

governance and human rights. The information is then used to calculate the CSR 

score. Research studies that collect samples from registered companies in the United 

States found that the differing locations of the companies’ offices will result in 

diverging CSR scores. In other words, companies with offices in rural areas will have 

higher CSR scores than those located in urban areas. More importantly, corporate and 

environmental activities can also contribute to improved finances for the company 

(Ardisak, 2012). 

In summary, corporate and environmental responsibility is a way to manage the 

organization by taking various dimensions, as well as various stakeholders that are 

related to each other, into consideration in a holistic manner. Examples include the 

overall economic system, various rules, regulations, and laws, winners and losers, 

stakeholders, employees, customers, etc. Some related theoretical approaches that 

have been selected and adapted in research studies on corporate and environmental 

responsibility include (1) corporate social performance theory, (2) shareholder value 

theory, (3) stakeholder theory, and (4) corporate citizenship theory or the corporate 

citizenship approach. 

 

2.4 Approaches, Theories, and Research Studies on Communication  

The definition of the word “communication” can be divided into three 

perspectives. First is the dissemination of information, which for many organizations 

involves transmitting data from high-level executives to frontline employees via their 

managers. Second is the management cascade, which is an effective way for the 

organization to disseminate information. Normally, high-level executives will share 

the latest news with their employees that are directly in their line of control. These 

employees will then share the information they receive with other employees below 

them in the organizational hierarchy until all employees have received the 

information. Third is upward communication, which involves front-line employees 

that are able to offer ideas and suggestions to those at the management level (Leary-

Joyce, 2004). 
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Organizational communication is an approach that cannot be explained using 

theories. Nevertheless, scholars that have conducted research on communication have 

drawn on various theories to study this topic.  

Systems theory is a theoretical approach that is composed of formal logic and 

technical and specialized vocabulary, such as terms used specifically in mathematics, 

etc. When explaining and creating understanding about various issues, systems theory 

has become very popular for use in conducting research on organizational 

communication because it is a theory that reflects the complexities in an organization 

and the communication that occurs within it. Even though there are many 

complexities, they are manageable; thus, this theory is suitable for modern as well as 

future organizations as these organizations will have to face more and more complex 

challenges. According to systems theory, a system is composed of a set of 

independent components that are linked to and depend on one another. The system 

has explicit goals that come in the form of specific goals to be achieved along with 

implicit goals, such as survival, growth, adaption, and information flow. The entire 

system will enable various components to coordinate with one another so that the 

system can achieve its goals. For this reason, as an organization is one type of system, 

it must pay a great deal of attention to communication so that it can achieve its goals 

(Putnam & Mumby, 2014). 

In addition, communication is also an important component in many theories 

and theoretical approaches related to management, including Frederic Taylor’s 

principles of scientific management, which discusses the idea that all tasks can be 

successfully accomplished using scientific means. In other words, the details of the 

task must be studied in order to find the best way to carry out the task. Moreover, the 

most appropriate person must be chosen for the task. Pay and compensation must be 

equal for everyone. All people must be trained to work efficiently. If the management 

incorporates and adopts scientific approaches to its work, there will be reduced waste 

of human effort. According to Taylor’s ideas, it can be seen that communication plays 

a vital role in organizational management because employees must receive 

information related to their work. Management must find the best way for everyone to 

work and communicate the given approach, along with related rules and regulations 

so that the employees are informed. 
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Another management-related theory that is related to communication is from a 

research study called the Hawthorne studies, which can be divided into four periods. 

The first period studied employees’ productivity, which changed once the brightness 

of the lights in the working area was changed. The outcome was that employees were 

able to work better when the lights were brighter. Nevertheless, what surprised the 

researchers was that when the lights were dimmed, the workers’ productivity 

increased. What they discovered was that the employees’ productivity would decrease 

when the lights were dimmed to the point that the employees could barely see 

anything. During the second period of the Hawthorne Studies, the factors considered 

dealt with work conditions, such as coffee breaks, pay incentives, and food quality, all 

of which were components of the study. The researchers adapted the levels of each 

factor so that they differed in order to determine the differences in the productivity of 

each employee. The results revealed that there were no differences in productivity 

when changes were made to the work conditions. Regardless, the results from the first 

stage became known as the “Hawthorne effect.” It can be concluded that people will 

change their behavior if they know that they are being watched. For this reason, 

communication is a very important factor when it comes to success in management. 

From the aforementioned research study, it can be seen that observation and 

recognition are factors that stimulate employees to work more effectively. As a result, 

managers must discuss other issues than work-related issues, work processes, and the 

organization’s rules and regulations. The managers must communicate with the 

employees about the quality of their work, regardless if it is positive or negative.  

The third period of the Hawthorne Studies involved interviews with employees 

and their perspectives about their work, their colleagues, and the management and 

their organization. The results from the study during this period showed that not only 

were the employees not afraid to express their ideas about their concerns, but they 

also liked to have the opportunity to voice their opinions about various issues. These 

interviews made the employees happier because they were able to share their feelings. 

The effect of the research during this period differed from the prior research. It is 

believed that communication in the organization proceeds in one direction, from top 

to bottom, or only from the management to the employees. However, the research 

during the third period of the Hawthorn Studies revealed that communication from the 
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bottom to the top, or when employees are given the opportunity to communicate with 

the management, can lead to more positive results rather than communication that is 

based on a top-to-bottom approach. 

The fourth period of the Hawthorne Studies involved observing employees’ 

behavior. It was found that employees usually adhered to the informal rules and 

norms that employees created by themselves in order to complete their tasks 

successfully. On some occasions, such standards may not be in line with the approach 

and process set out by the management. The results of this study are in conflict with 

classical theory, which was previously introduced and which indicated that the 

important information that employees receive must only be formal and communicated 

from top to bottom. However, from the fourth period of the Hawthorne Studies, it can 

be seen that correct rules can come from using informal approaches, for example from 

social peer-related pressure and governance, which are communicated horizontally 

among employees (Zaremba, 2010). 

Communication-related research can be divided into four dimensions. First, 

positive relationship communication involves managers making inquiries in order to 

receive suggestions from their subordinates in order to show that their subordinates 

are important as fellow human beings, to create a sense of familiarity with their 

subordinates, and to give their subordinates an opportunity to participate in voicing 

their opinions when it comes to making important decisions. Second, upward 

openness communication involves giving subordinates the opportunity to ask their 

leaders questions and to voice disagreements they may have with their managers. 

Third, negative relationship communication involves the type of communication when 

managers speak in an ironic manner and criticize their subordinates in front of others; 

and fourth, job-relevant communication involves managers providing feedback on 

their subordinates’ performance by giving information about rules, providing 

operational manuals, assigning work, setting up a work schedule, and setting work 

targets (Miles, Patrick, & King, 1996)   

Organizational communication can be divided into two dimensions: the 

informational dimension and the relational dimension. As for the informational 

dimension, satisfaction in terms of the way an organization communicates depends on 

the content that is communicated, the information exchanged among employees, the 
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managers, the other members in the organization, and the communication 

environment. As for the relational dimension, importance is placed on the 

relationships among employees, managers, and other members in the organization in 

the work context. People often pay attention to the perspectives of employees, 

managers, and all levels of employees (Jalalkamali, Ali, Hyun, & Nikbin, 2016). 

In conclusion, a theoretical approach that is often cited in research studies about 

communication is the Hawthorne Studies. This study found that communication from 

the bottom to the top, which gives opportunities to employees to communicate with 

management, can lead to more positive effects than communication that is only from 

the top to the bottom. In addition, communication can be divided into four 

dimensions: (1) positive relationship communication, (2) upward openness 

communication, (3) negative relationship communication, and (4) job-relevant 

communication. As for organizational communication, it can be divided into two 

dimensions: the informational dimension and the relational dimension. 

 

2.5 Approaches, Theories, and Research Findings Related to Job 

Satisfaction 

 Satisfaction is an approach that plays a very important to role in the drive 

theory and the need theory.  For the drive theory, being satisfied or stopping some 

behavior can occur when various primary drives have been satiated. However, for 

Maslow, “satisfaction” does not refer to physiological satisfaction, but it refers more 

to a psychological feeling of satisfaction rather than the receipt of a physical object 

that a person desires. Following studies that have been conducted on satisfaction over 

a period of time, the term “job satisfaction” was introduced, which refers to affective 

attitudes or the orientation that a person has toward his/her job. There are four 

important theoretical approaches that deal with satisfaction with one’s work: (1) 

fulfillment theory, (2) equity theory, (3) discrepancy theory, and (4) the two-factor 

theory (Lawler, 1973). 

The fulfillment theory is a theoretical approach that places importance on the 

“quantity” of the outcome that a person receives. In addition, it views whether a 

person is satisfied with the outcome that he or she has received and does not depend 
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on the quantity of the outcome that he/she receives. However, many research studies 

have discovered that a person’s satisfaction is derived from the quantity of the items 

that he/she receives and the quantity that he/she “thinks” he/she should or needs to 

receive. The important point deals with the individual-difference factor, an important 

factor that influences the reaction that each person has toward the things he/she 

receives. Because of this, many academics have criticized the credibility of the 

fulfillment theory and view that the discrepancy theory can address the weaknesses of 

the fulfillment theory (Lawler, 1973). 

The discrepancy theory views that satisfaction is a result of the difference 

between the outcomes that a person actually receives and other outcome levels. In 

other words, if the actual outcome is below the other outcome levels, then this will 

create dissatisfaction. For instance, an employee expects or thinks that he/she should 

receive a monthly salary of 20,000 baht, but, in reality, he/she only receives 15,000 

baht. In this case, this employee will be dissatisfied with his/her monthly salary, and it 

is possible that this employee will experience a higher level of dissatisfaction than 

employees that expect to receive 20,000 baht but only actually receive 18,000 baht 

(Lawler, 1973). 

Katz (1974) presented a formula to calculate satisfaction: Satisfaction = 1 – (|X 

– V| / V). X is the quantity of the outcome that actually occurred, and V is the 

quantity of the desired outcome. From Katz’s formula, the person that receives an 

outcome exceeding the quantity that he/she needs will be less satisfied than if he/she 

receives an outcome in the quantity that he/she needs. Scholars that have studied the 

discrepancy theory have indicated that total job satisfaction is a result of the total of 

the discrepancy that arises from various factors. In other words, employees’ total job 

satisfaction will equate to the satisfaction he/she has for his/her compensation plus the 

satisfaction he/she has with his/her managers plus the satisfaction he/she has 

regarding other issues. Regardless, some academics feel that regarding the calculation 

of all of the factors together, some factors should carry more weight than others based 

on each individual’s perspective. This is because factors that are important will be 

more influential when it comes to the person’s satisfaction with his/her work more 

than those factors that are not important to him/her. 



45 

 

    

The equity theory is an important theoretical approach when considering the 

factors that lead to satisfaction and dissatisfaction. According to this theory, 

satisfaction is a result of a balance between input and outcome. Each person is aware 

that satisfaction will arise when it is acknowledged that there is equity; dissatisfaction 

will arise when it is acknowledged that there is no equity. The important point about 

the equity theory is that even if a person is under-rewarded or is over-rewarded, both 

situations can lead to dissatisfaction. However, each individual may have different 

feelings. In other words, being over-rewarded may lead to feelings of guilt while 

those that are under-rewarded may feel that they have not been treated in an equitable 

manner (Lawler, 1973). The equity theory emphasizes that an individual will consider 

his/her input-outcome balance by considering other people’s input-outcome balance. 

The two-factor theory, which was first developed by Herzberg (1959), states that 

the factors related to work can be divided into those that lead to satisfaction and those 

that lead to dissatisfaction. The key point of Herzberg’s theory is that an individual 

can be both satisfied and dissatisfied at the same time. Such a factor as improved 

work conditions cannot lead to or increase the level of satisfaction, but it can 

contribute to an increased level of dissatisfaction (Lawler, 1973).  

The theoretical approaches dealing with satisfaction can be divided into two 

approaches. First are content theories, which place importance on specifying and 

ranking individuals’ needs, motives, and goals. Each person will feel satisfied when 

his/her needs are fulfilled. Second are process theories, which place importance on 

how to fulfill each person’s various motives, needs, and goals (Karanges, Johnston, 

Beatson, & Lings, 2015).  

A very important factor when it comes to job satisfaction level is the nature of 

the job. This factor is also one that ranks toward the top of the job satisfaction list. 

The research of Mavuso Mda (2010), which was based on data collected from 

employees that worked for an ICT company, revealed that the nature of each person’s 

job influences his/her level of job satisfaction. The job satisfaction of each employee 

can be reduced by the following three factors. One is when they feel that are 

underutilized. In other words, if the employees feel that they are doing work for which 

they do not have the opportunity to use their full potential, they will feel that the job 

holds no future for them (or is a dead-end job). As a result, they will feel less satisfied 
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with the job. Second is, given the fact that employees working for an ICT company 

need to be aware of and be able to access information about technological trends on a 

constant basis, whenever they feel that their job is holding them back and not helping 

them to develop, they will consider leaving the company immediately. Third is that 

when employees are working very hard for prolonged periods of time it will lead to 

burn out, pressure, and feelings that they are losing time they could be spending with 

their friends or family. This is another important factor that may lead them to consider 

changing jobs. 

Apart from the nature of the job, the nature and form of the relationship that 

employees have with their colleagues in the organization influence the level of their 

job satisfaction as well. A research project studied a group of employees from 

Microsoft Corporation and found that the level of trust that employees have for their 

colleagues and their managers can also influence their level of work satisfaction. If 

employees have a high level of trust in their colleagues and their managers, they will 

also have a high level of work satisfaction (Young, 2009). 

In addition, job satisfaction is closely related to employee engagement. As a 

result, many organizations have combined these two approaches, but each 

organization may choose to use different terms to refer to them. Some organizations 

may use the term job satisfaction while others may use the term employee 

engagement. For this reason, when studying job satisfaction, employee engagement 

should also be studied concurrently. 

Truss et al. (2014) defined “employee engagement” as employees that carry out 

their tasks while feeling content to “give it their all” by using their full intelligence, be 

in a good mood, and have good relationships with their colleagues. Based on this 

definition, employee engagement can be divided into three dimensions: (1) 

intellectual engagement, an example of which involves being serious about work and 

thinking of ways to help improve the work; (2) affective engagement—an example 

involves positive feelings about doing good work; and (3) social engagement, and an 

example involves having opportunities to talk with others at work about ways to 

improve and develop how their work is done.  

Smythe (2007) defined “employee engagement” as the level of involvement by 

employees in the organization’s success. This definition can be divided into two 
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perspectives: (1) the attitudinal perspective discusses how if employees play a part in 

the organization’s success, they will have certain attitudes, including pride, loyalty 

among other attitudes toward the organization; and (2) the behavioral perspective 

discusses how if employees play a part in the organization’s success, they will devote 

themselves and go beyond what they are currently responsible for doing.  

What an organization has to do to create employee engagement and retain good 

employees is the following. First is to create a good work environment with a friendly 

working ambiance where people share information about the business, financial 

results, and strategies and various operational plans. As a result, overall employees 

feel that the organization trusts them and values their ability to understand and devote 

themselves to the organization. Second is to create a good workplace structure, one 

that gives employee freedom to work, creates opportunities for employees to try doing 

something challenging, and creates flexibility in their work. Third is communicate on 

a continuous and regular basis, which consists of listening to employees’ ideas about 

management and the work environment (Harvard Business School, 2006). 

Employee engagement can affect the organization in many ways. First is profit. 

This is because employee engagement can increase earnings, profits, and 

shareholders’ dividends. Second is customers. This is because employees that have a 

good attitude toward the organization will devote themselves and use their skills to 

their full potential when giving their best customer service. Third is productivity. This 

is because employees that are engaged with their work tend to find ways to increase 

productivity, and fourth is innovation. This is because employees that are happy and 

satisfied tend to support an environment that lends itself to innovation. Fifth are key 

performance indicators for human resources, consisting of the rate of resignation and 

absenteeism. This is because employees that are engaged with their work tend to want 

to remain with the organization more than employees that are not engaged with their 

work. In addition, employees that are engaged with their work tend to not be absent 

from work (Bridger, 2018). 

Engagement tends to be cited as a component of the motivational construct. At 

the same time, motivation is regarded as a continuum that begins from trait-like 

motivation (being motivated by a certain thing) all the way to situation-specific state 
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motivation (being motivated by being connected to something), and behavioral 

motivation (manifesting certain work behavior due to motivation) (Albrecht, 2010). 

 Schaufeli et al. (2002) defined “engagement” as a positive feeling about work 

and fulfillment from doing work that is manifested in the following characteristics: 

vigor, dedication, and absorption. In addition, Albrecht (2010) defined “engagement” 

as enthusiasm and self-involvement with the task or collective involvement, for 

example with an organization, etc. The employees have received support in 

determining a corresponding dispositional orientation as well as a facilitating climate. 

There is also proactive value-directed behavior. In addition, Kahn (1990) explained 

that engaged employees will work persistently in their roles and responsibilities in the 

physical, cognitive, and emotional aspects.   

Popular theories that are used to present studies about engagement are described 

in the following. The conservation of resources theory provides details about stress 

and whose important point involves motivation that encourages people to conserve 

the resources that they currently have and to look for new resources. In addition, COR 

discovered that psychological stress can be attributed to three situations: (1) when a 

person is threatened to the point that he/she may lose resources; (2) when a person 

loses his/her resources; and (3) when a person does not receive the additional 

resources that he/she needs after having already used what he/she has. According to 

this theory, resources refer to various things that people value; these things may be an 

object, a state, or various conditions (Hobfoll, 1989). The foundation of self-

determination theory (SDT) comes from the belief that human nature consists of 

persistent positive features that will be continuously manifested in the form of effort, 

agency, and commitment. In terms of theory, this approach is referred to as “inherent 

growth tendencies.” Since birth, each individual has innate psychological needs that 

serve as the foundation for him/her to be self-motivated and to experience personality 

integration. Self-determination theory identifies three aspects of our innate needs that 

will allow us to carry out our tasks and to enjoy optimal function and growth: 

competence, relatedness, and autonomy (Deci & Ryan, 1985).  

The most important and complicated factor that impacts the level of employee 

engagement is person-related factors, which in turn are composed of (1) openness to 
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experiences, (2) conscientiousness, (3) friendliness and extraversion, and (4) 

emotional stability (Solano, 2009).  

Moreover, the social interaction of people in the same group and the feeling that 

they are taken care of, important, accepted, and supported will also lead to 

significantly positive effects when it comes to employee engagement. This is 

something that can occur at the individual level, group level, and workplace level. At 

the individual level, the benefits gained include (1) decreased depression and (2) 

psychological well-being. At the group level, the benefits gained include trust and 

work satisfaction (Hajli, Shanmugam, Hajli, Khani, & Wang, 2015). At the workplace 

level, the benefits gained include (1) job satisfaction, (2) organizational commitment 

(Shirey, 2004), and (3) work engagement (Christian, Garza, & Slaughter, 2011). The 

research work of Scrimpshire (2017), entitled “I get by with a little help from my 

(imaginary) friends: perspective-taking, Self-efficacy, and Employee engagement,” 

found that, in a situation where there is low level of social support or a complete lack 

of social support, those that are able to show empathy for others (perspective-taking) 

will tend to be aware of their own abilities (self-efficacy) and enjoy a high level of 

employee engagement. In addition, they will be able to carry out their work at a 

higher level than those that lack a perspective-taking ability. This aforementioned 

study also identified that self-efficacy and employee engagement have a direct 

correlation. In addition, those that have a low level of social support or a complete 

lack of social support will be perspective-taking and self-efficacious at a high level. 

On the other hand, those that have a high level of social support tend to be 

perspective-taking and self-efficacious at a low level. There are benefits of 

understanding others, or being a perspective-taking person, at both the individual and 

group levels (Scrimpshire, 2017). Another approach that is popular and applied to 

other research studies on an individual’s ideas, which include self-efficacy, is 

psychological capital or PsyCap, which is made up four characteristics: (1) self-

efficacy, (2) hope, (3) optimism, and (4) resiliency. Those with high PsyCap scores 

tend to rank highly when it comes to employee engagement (Ratzlaff, 2016). 

Apart from the factors that deal with the individual employee, as explained in 

the previous parts, the environmental factors at work can also affect the level of 

employee engagement. In other words, if the employee can sense that there are 
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organizational politics in the workplace, they will have a low level of employee 

engagement. An effect of this is that they will not want to exchange knowledge with 

one another. However, with working at a distance using technological means of 

communication and project-based work or modular units, which is becoming more 

prevalent today, many organizations have turned their attention to and placed more 

importance on knowledge management within the organization. Such organizations 

feel that knowledge management can help create innovation. More than that, 

knowledge management can also significantly increase employee engagement 

(Solano, 2009). 

Today, advances in ICT play a greater role and have more influence on our 

lives. An important impact is that employees in organizations have paid more 

attention to telecommuting. Telecommuting can be seen as giving employees more 

flexibility in their work. Research on workplace flexibility can be divided into three 

dimensions: (1) opportunity to use workplace flexibility arrangement, which is 

organized by the organization; (2) benefits from workplace flexibility in real life, 

which can be measured by the frequency of employees’ requests for such a work 

arrangement; and (3) being aware of opportunities to access flexible work 

arrangements. Workplace flexibility plays a role in reducing employee burnout. More 

than that, employees that work in organizations that offer a high level of workplace 

flexibility will also have a high level of employee engagement. 

Apart from changing the way in which employees are managed in the 

organization to reflect the direction and advances in ICT, as previously mentioned, the 

fundamental approaches to managing people are still important, and they also have 

influences on job engagement and organizational engagement. One study examined a 

sample of people that underwent training in an executive coaching program for at 

least 12 months and had a chance to practice that training at the management level in 

their own organizations. The following factors were covered during the training: (1) 

people management, which involves creating a culture of trust, equity, and mutual 

support as well as training and developing employees; (2) goal setting and 

prioritization, which consists of using key performance indicators to clarify the 

organization’s goals and their prioritization so that they can be achieved; (3) 

engagement and productivity; (4) dialogue and communication; (5) job engagement; 
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and (6) organizational engagement. All of these factors have a positive relationship 

with one another. In addition, it was found that people management, relationships 

with managers, and dialogue and communication are important factors that have an 

impact on job engagement as well as organizational engagement. The levels of job 

engagement and organizational engagement will increase if employees have a positive 

attitude toward people management, their relationship with their managers, goal 

setting and prioritization, engagement, productivity, and dialogue and communication 

(Richardson, 2018). 

In conclusion, theories dealing with job satisfaction are composed of four main 

theories: (1) fulfillment theory, (2) equity theory, (3) discrepancy theory, and (4) the 

two-factor theory. The two-factory theory can be divided into two groups: (1) content 

theories, which place importance on specifying and prioritizing each employee’s 

needs, motives, and goals; it was discovered that each person will be satisfied when 

these needs are satiated; and (2) process theories, which place importance on the 

methods or processes that can be used to satisfy each person’s various motives, needs, 

and goals. In terms of employee engagement, which refers to the employees’ 

willingness to dedicate themselves to the success of the organization, it can be divided 

into two perspectives: the attitudinal perspective and behavioral perspective. The 

important approaches to create employee engagement consist of creating a good 

environment at work, a good job design, and continuous and regular communication, 

which the organization can create at a high level of employee engagement. The 

benefits that the organization will receive are as follows: (1) increased profits, (2) 

increased customer satisfaction toward the organization’s product and service, (3) 

increased productivity, (4) increased innovation, and (5) a decreased rate of employee 

resignation and absenteeism. 

 

2.6 Approaches, Theories, and Research Findings Related to 

Organizational Commitment 

Research studies that are related to engagement have gained increasing attention 

in various aspects, including (1) action commitment and (2) attachment to action. 

Organizational commitment is the perceived bond between individuals and the 
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organization (Klein, Becker, & Meyer, 2009), which places importance on the 

organization instead of specific actions or goals that will lead to a certain action. On 

the other hand, interpersonal commitment is the commitment to an individual or many 

individuals, rather than action commitment, which aims to achieve a goal. 

Organizational commitment and interpersonal commitment can influence action 

commitment. The outcome of action commitment can impact commitment to the 

organization, as well as commitment to members of the organization. For instance, 

commitment to a supervisor can lead to commitment to an assigned goal. On the other 

hand, if the goal assigned by the supervisor is something that the employee is 

interested in, goal commitment will have an impact on the commitment to the 

supervisor as well. 

Organizational commitment consists of trust, which can impact a person’s 

mindset in three ways: (1) affective commitment (AC), which refers to emotional 

attachment, involvement, and identification with the organization (Allen & Meyer, 

1990); (2) normative commitment (NC), which is a feeling of loyalty that stems from 

feelings of obligation toward the organization; and (3) continuance commitment (CC), 

which is commitment to an organization and awareness of the cost once the employee 

leaves the organization or awareness that there is no other employment alternative. 

Klein (2019) found that organizational commitment leads to work-related outcomes, 

including turnover, absenteeism, performance, and stress and health (Klein et al., 

2009). 

In addition, approaches to organizational commitment can also be divided into 

two perspectives: (1) foci of commitment, which refers to people and groups of 

people whom employees are attached to (Reichers, 1985), such as co-workers, 

supervisors, subordinates, customers, and other groups of people in the organization; 

and (2) base of commitment, which refers to motivators of commitment and is 

composed of compliance, identification, and internalization. Compliance will occur 

when people have certain attitudes and behavior that will enable them to receive 

rewards or to avoid punishments. Identification will occur when people have certain 

attitudes and behavior that will allow them to have relationships with other people or 

groups of people. Internalization will occur when people have certain attitudes or 

behavior that are in line with their values (Kelman, 1958). Becker (1992) also found 
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that commitment with high-level executives, commitment with supervisors, and 

commitment with co-workers are more important factors that have an impact on job 

satisfaction, intention to quit, and prosocial organizational behavior as compared with 

organizational commitment (Becker, 1992).  

The factors that can influence the level of organizational commitment can be 

divided into the following: (1) factors at the individual level and (2) factors at the 

organizational level. Factors at the organizational level encompass policies and 

operational approaches that have been developed and used by the organization. This 

includes career development programs, corporate social responsibility programs, etc. 

One important people management policy of the organization is the policy related to 

compensation and benefits. Nuchrawee (2016) studied a sample in the Royal Thai 

Army and found that cash compensation and benefits were factors that can motivate 

employees and increase levels of organizational commitment. In addition, cash 

compensation is a factor that helps increase employees’ organizational commitment 

and that ultimately will lead to improved employee performance. As for employee 

benefits, career development is considered as an extrinsic benefit that many 

employees require from their organization. Li (2012)’s research examined the 

relationship between career development and the organizational commitment of the 

research sample, which consisted of part-time faculty in Hong Kong’s professional 

development sector. This study found that if employees are aware of the value of 

career development, they will tend to also have affective commitment, active 

continuance commitment, passive continuance commitment, normative commitment, 

and value commitment. Furthermore, it was also discovered that if employees 

perceive the availability of career development opportunities, they will perceive the 

value of career development, which will also make these employees have affective 

commitment, active continuance commitment, passive continuance commitment, 

normative commitment, and value commitment (Li, 2012). 

In order to increase the effectiveness of the organization’s operations, many 

organizations have attempted to adapt standards and frameworks that have been 

accepted internationally for use in the organization’s work. A well-known and the 

most widely accepted framework is the Malcolm Baldrige National Quality Award. 

There are many research studies that have tried to identify the impacts on employees’ 
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pride after organizations received this award and after their standards have been 

certified. Dial (2013) carried out a research study and found that there is a positive 

relationship between employee engagement and the path that the organization has to 

take to have its quality standards certified by Malcolm Baldrige. In other words, 

adopting the Malcolm Baldrige National Quality for use in the organization will help 

increase the level of affective commitment and the level of normative commitment.  

In addition to adapting standards and conceptual frameworks that have been 

internationally accepted for use, as mentioned above, organizational citizenship 

behavior (OCB) is another important factor that influences the effectiveness of an 

organization. OCB will help employees have trust in the organization. Ultimately, this 

will help increase employees’ organizational commitment. Research that collected 

data from students at the Catholic Institutions of Higher Education discovered that, 

when employees have a high level of trust in the organization, regardless whether it is 

system-level trust or trust at the interpersonal level, they will display a high level of 

organizational citizenship behavior. In turn, this will contribute to increases in the 

level of their organizational commitment (Ball, 2013). Moreover, this research study 

also found that demographic variables, such as job type, managerial responsibilities, 

gender, minority status, age, level of education, number of years working with the 

organization, total work experience, length of time working with the current 

supervisor, shared values, and level of income and religion are variables that can 

influence the relationship between organizational commitment and organizational 

citizenship behavior.   

Apart from the indirect effects on organizational commitment as mentioned, 

demographic factors also have direct influences on organizational commitment. Li 

(2012) found that demographic factors that can have significant influences on 

organizational commitment are employees’ age, weekly work hours, the proportion of 

time spent on travelling to work, years of work experience, and job involvement (Li, 

2012). In other words, the employees’ age is a factor that has a negative relationship 

with affective commitment and value commitment. This means that older employees 

tend to have lower levels of affective commitment and value commitment than 

younger employees. Moreover, it was also discovered that weekly work hours, the 

proportion of time spent travelling to work, years of work experience, and job 
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involvement all have a significant influence on value commitment, affective 

commitment, normative commitment, and active continuance commitment. However, 

no relationship was seen with passive continuance commitment. Apart from the 

previously mentioned demographic factors, level of education is another demographic 

factor that has a positive influence on affective commitment. This means that 

employees with a high level of education will have a high level of affective 

commitment. J. Smith (2013) also found that ethnicity is another factor that has a 

significant influence on continuance commitment. In other words, Caucasians and 

Hispanics tend to have higher levels of continuance commitment than African 

Americans. Normative commitment draws influence from factors related to gender. In 

other words, when comparing males’ level of commitment and females’ level of 

commitment, females tend to have a higher level of normative commitment than 

males (J. Smith, 2013).  

Nevertheless, there is disagreement when it comes to the influences that 

demographic factors have on employee engagement, job satisfaction, organizational 

commitment, job satisfaction, and organizational commitment. For instance, a 

research conducted by Byrne (2011) found that demographic factors such as level of 

work, number of years working with the organization, etc. have no influence on the 

relationship among leadership styles, organizational commitment, and professional 

satisfaction. 

Affective commitment is another important factor and has an influence on the 

level of employees’ organizational commitment as well. The important factor 

involving affective commitment is the trust that employees have toward the 

organization. This trust can be divided into many dimensions: (1) the keeping 

commitments dimension, (2) the negotiating honestly commitments dimension, and 

(3) the avoiding taking advantage dimension. These various dimensions of trust all 

have influences on organizational commitment. Freund (2014) found that if 

employees have a high level of trust in their organization, they will tend to also have a 

high level of organizational commitment. When examining more deeply each type of 

organizational commitment, it can be seen that organization trust has a positive 

relationship with continuance commitment and affective commitment. According to 

Freund (2014), there is no relationship whatsoever with normative commitment. 
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When examining each dimension of trust, it was found that the keeping commitments 

dimension of trust has a positive relationship with continuance commitment, affective 

commitment, and normative commitment, while the negotiating honestly dimension 

of trust has a positive relationship with continuance commitment and affective 

commitment. As for the avoiding taking advantage dimension of trust, it only has a 

positive relationship with affective commitment (Freund, 2014). 

Apart from the factors related to trust in the organization, trust in co-workers 

and in the supervisor also have an influence on the level of organizational 

commitment. Young (2009) found that employees that have a high level of trust in 

their co-workers and supervisors tend to have a high level of affective commitment.  

In conclusion, organizational commitment is commitment that employees have 

to the organization. These employees will give importance to and prioritize 

organization’s goals. Organizational commitment can be divided into three types: (1) 

affective commitment, (2) normative commitment, and (3) continuance commitment. 

In addition, the factors that have an influence on employees’ organizational 

commitment can be found at the individual level, such as ethnicity, the trust that 

employees have for the organization, etc. The other level is the organizational level, 

such as career development programs, policies on compensation and various benefits, 

corporate social responsibility programs, etc. 

 

2.7 Approaches, Theories, and Research Studies Related to Employee 

Performance………. 

Employee behaviors can be classified into two types: (1) task performance or 

job performance, which refers to behavior and activities that are important to the 

organization, such as producing goods and services, laying out plans for work, 

coordinating work, etc.; and (2) contextual performance, which does not relate 

directly to the organization’s main work but is important due to organizational, social, 

and psychological factors (Jalalkamali et al., 2016).    

To date, various organizations all have placed the highest level of importance on 

organizational performance or outcomes. The organization’s operating results are due 

to each employee’s efforts as well as those of the team. Because of this, each 
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organization has paid more attention to identifying the factors that can influence the 

employees’ and team’s work performance. 

The most tangible factors that are closest to employees in the organization are 

compensation and benefits. A research study, which was conducted with a sample 

population from the Royal Thai Army in Thailand, found that cash compensation and 

benefits can have a positive effect on work, both directly and indirectly. In other 

words, in terms of direct impacts, employees that receive higher cash compensation 

and benefits will lead to improved work performance. As for indirect impacts, cash 

compensation and benefits can lead to employee commitment, which ultimately will 

contribute to improved work performance (Nuchrawee, 2016).  

From the past to the present, there have been many researches that have studied 

the relationships between employee engagement and the organization’s performance. 

For instance, research that collected data from sample populations that work in an 

educational institution found that employee engagement alone cannot influence the 

organization’s operational performance, which was measured by student retention. 

Nevertheless, if there is employee engagement together with student engagement, 

there will be a positive impact on the organization’s operational performance. In this 

specific case, there was greater student retention at significant levels (Travisano, 

2016).  

Apart from the factor of employee engagement, organizational citizenship 

behavior is another factor that has been of interest among scholars that have studied 

the influence that OCB has on the organization’s work. For instance, Ahearne (2000) 

collected data from salespeople in a company involved in the pharmaceutical industry 

to study the influences of organizational citizenship behavior on the performance of 

the team of salespeople. The study encompassed seven dimensions of organizational 

citizenship behavior: (1) sportsmanship, which involves being a fighter and not giving 

up in the face of adversity; (2) civic virtue, which refers to behavior that gives 

importance to the team’s well-being; (3) altruism, which refers to being selfless and 

willing to help others that have problems related to work; (4) cheerleading, which 

refers to talking or behaving in a way to cheer up or support other team members so 

that they can achieve goals; (5) courtesy, which refers to manners while working and 

avoidance behavior that will create problems for others at work; (6) peacekeeping, 
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which refers to behavior that helps to protect, solve, and mitigate non-productive 

conflicts that arise between individuals; and (7) helping, which refers to the merging 

of various dimensions. It was discovered that the sales team that possesses 

organizational citizenship behavior in the dimension of helping and civic virtue will 

have a high-level of employee performance. In terms of their organizational 

citizenship behavior from the dimension of sportsmanship, it was not seen to have any 

influence whatsoever on employee performance. Furthermore, it was discovered that 

supporting employees to have the opportunity to make decisions will increase their 

organizational citizenship behavior in the dimension of helping. For this reason, 

leaders are those with important roles in motivating employees to have the 

opportunity to participate in voicing their opinions. This point is in line with Roper 

(2009)’s research findings, which revealed that leaders are people that have an 

influence on the organization’s characteristics and culture. The culture of an 

organization is another factor that influences the operations of an organization as well. 

In summary, the employees’ work performance can be divided into two types: 

(1) task performance or job performance and (2) contextual performance. It was found 

that cash compensation and benefits are the factors that indirectly influence the work 

of the organization’s employees through employee commitment. In addition, it was 

also found that employees involved in sales, sales teams that display organizational 

citizenship behavior in the dimension of helping and civic virtue, will have a high 

level of work performance.  

 

2.8 Approaches, Theories, and Research Findings Related to Turnover 

Intention 

 The foci of commitment perspective is based on an original approach about 

organizational commitment which refers to individuals and groups of people, among 

which are employees that are attached to an organization (Reichers, 1985). This 

includes, for instance, co-workers, supervisors, subordinates, customers, and other 

groups of people in the organization. It is an important factor that influences 

employees’ turnover intention. In other words, commitment to high-level executives, 

commitment to supervisors, and commitment to co-workers are more important 
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factors that have a greater impact on job satisfaction, employees’ intention to quit, and 

prosocial organizational behavior than organizational commitment. 

In addition, a factor that ranks among the most important factors that impact job 

satisfaction is the nature of the job. The research work of Mavuso Mda (2010), which 

studied a sample of workers from an ICT company, found that the employees tended 

to have a need to be aware of and to be able to access information related to 

technological trends on a continuous basis. As a result, whenever they reached the 

point that they felt that their work was holding them back, they considered resigning 

from their work immediately. Also, if they have to work very hard for a continuous 

period of time, they will experience burn out, stress, and feel that they are losing time 

that they could spend with their friends or family. This is another important factor that 

can motivate them to change jobs. 

In addition, organizations and the surroundings of the employees are other 

important factors that have a big influence on their decision to work. An important 

approach related to this topic is “embeddedness,” which refers to linkages among 

employees, organizations, and their social surroundings. From research that was 

conducted with samples of employees from a company in India and the United States, 

it was found that the level of job embeddedness has an influence on employee 

turnover. In general, employees that experience family embeddedness are more likely 

to stay with an organization than employees that lack family embeddedness. Indian 

employees that are more connected with their social surroundings tend to have a low 

rate of resigning from their work. Moreover, it was found that, for employees in the 

United States, their job fit will lead to a low rate of resignation. As for employees in 

India, the organization fit will lead to a low rate of resignation. Furthermore, family 

embeddedness has higher influences on Indian employees’ decision to resign than 

American employees (Ramesh, 2007). This may be due to Indian culture where 

people are more connected to their families when compared with Americans. 

Having relationships with those that are surrounding us is another factor that 

influences how we make decisions. From research work dealing with employees in an 

ICT company, it was found that social networks are a factor that influences whether a 

person will decide to stay in a job or resign from the organization. Such social 

networks can be divided into three types: (1) family, (2) higher education affiliation, 
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and (3) place of work. In addition, this research study also found that age was a 

moderating factor which influenced the relationship between the family and the 

decision to resign from an organization. For instance, young employees tend to not 

agree with their parents’ suggestion to stay with a company for a long time. As a 

result, the family has no influence on the decision to work and stay with the 

organization or the decision to resign of these young workers (Mavuso Mda, 2010). 

In terms of employment, the relationship between employees and employers 

begin from the signing of an employment contract. The legal forms of such contracts 

influence the feelings that employees have toward their employers and the 

relationship between the employer and employee as well. Nevertheless, apart from the 

legal employment contract, it was also found that a psychological contract is another 

important factor that influences employees’ motivation. Employees that are not 

satisfied with their psychological contract tend to have a low level of job satisfaction 

and organization commitment. In addition, they may display counterproductive 

behavior. On the other hand, if the employees are satisfied with the psychological 

contract, they will have a high level of job satisfaction and organizational 

engagement. The final outcome is that if the employees have a high level of job 

satisfaction and organizational engagement, they will not look for a new job in a new 

organization and make the attrition rate of the organization become low (Seto, 2013). 

Apart from the various factors that were previously mentioned, another 

important fundamental factor that can retain employees with an organization is 

compensation and benefits. The base pay is a factor that has a significant relationship 

with turnover intention (Holston-Okae, 2017; Mavuso Mda, 2010). Nevertheless, the 

fact that the organization hires employees based on a competitive base pay is a factor 

that will only help keep the employees with the organization in the short term. Also, 

paying a higher salary than other organizations or higher than the market rate does not 

necessarily help the organization retain the employee in the long run (Mavuso Mda, 

2010). Apart from factors related to compensation in the form of salaries, other 

factors related to compensation and benefits, which include the system used to 

determine pay raises, funds to assist employees during their retirement and for their 

housing expenses, and company shares or the privilege to use the company car, are 

factors that can also influence turnover intention. 
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Based on the aforementioned information, it can be concluded that the overall 

factors that influence turnover intention are job embeddedness and base pay. In 

addition, it was found that the factors that influence turnover intention differ 

depending on the industry and nationalities. In other words, in terms of different 

industries, it was found that the ICT industry’s turnover intention depends on the 

opportunities to access and be aware of information about technological trends. 

However, in terms of the differences in people’s nationalities, the factors that 

influence the turnover intention of Indians are connections with society and the 

surroundings, organizational fit, and family embeddedness, while for Americans, the 

one factor that was seen to influence turnover rate was job fit. 

 

2.9 Influences of Job Satisfaction and Organizational Commitment on 

the relationship between Leader-Member Exchange and Employee 

Performance 

In creating employee engagement, leaders are individuals that have a very 

important role to play. Good relationships between leaders and followers or what is 

known as the “leader-member exchange” can lead to employee engagement. In 

addition, if the employees are aware of the positive behavior of their supervisors in 

“showing them the ropes,” the employees will have a high level of engagement 

(Kuzmycz, 2011; Richardson, 2018).  

There are many studies on the relationship between employee engagement and 

the organization’s performance. From a research study that collected data from a 

sample of employees working in an educational institution, it was found that 

employee engagement alone cannot influence the organization’s performance, which 

was measured by student retention. Only when employee engagement and student 

engagement are increased simultaneously will the performance of the organization, in 

this case student retention, increase significantly (Travisano, 2016).  

Research by Afshari (2016) found that the leadership styles that can increase 

organizational commitment are contingent reward leadership, transactional leadership, 

and transformational leadership. On the other hand, Byrne (2011) found that 

transactional leadership will reduce both job satisfaction and organizational 
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commitment. Nevertheless, the reasons for the differences may be due to different 

contexts. In other words, in the research conducted by Afshari (2016), the research 

sample was in Australia while the research conducted by Byrne (2011) dealt with a 

research sample from the United States. Regardless, what was in common in both 

studies was that transformational leadership can increase organizational commitment. 

Additionally, apart from leadership characteristics, the interaction between leaders 

and followers, or what is known as leader-member exchange, is another factor that 

can influence the level of organizational commitment. Effective commitment and 

normative commitment are significantly related with leader-member exchange. In 

other words, if employees have a good relationship with leaders, they will have high 

levels of both affective commitment and normative commitment (J. Smith, 2013). 

Communication between leaders and followers is one form of leader-member 

exchange. The frequency of such communication is a moderating factor that can 

influence the relationship between the leader-member exchange and job-performance 

ratings. In other words, if the quality of the leader-member exchange is high and there 

is a high frequency in the communication between employees and their supervisors, 

the employees will tend to be given a higher job-performance rating than those 

employees that do not engage in such frequent communication. On the other hand, in 

case the quality of the exchange is low and the employee frequently communicates 

with the leader, the job-performance rating would be low (Kacmar, Witt, Zivnuska, & 

Gully, 2003). 

Nevertheless, the leader-member exchange approach, as previously mentioned, 

is an approach that involves the relationship between leaders and followers and is 

based on the work of academics from the Western region. There are differences when 

comparing the context of Asian countries, whose cultures are based on familial 

relationships and the importance placed on personal relationships. For this reason, the 

approaches of the relationship between leaders and their members in a Chinese 

context, which are similar to the context found in the Asian region, were examined 

under the approach called “leader-member guanxi” (LMG). This approach focuses on 

personal relationships between leaders and their members whose relationships are 

developed through after-work parties, the exchanging of gifts, visiting family 

members during the holidays, and other social activities (Law, Wong, Wang, & 
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Wang, 2000). The differences between leader-member exchange and leader-member 

guanxi are (1) that leader-member exchange is an exchange dealing with work while 

Leader-Member Guanxi places importance on exchanges not related to work; (2) 

Leader-Member Guanxi is clearer than leader-member exchange. In other words, the 

former emerges from relationships with the family, with the school and sharing 

similar personalities, while the latter is based on contributions, commitment, and 

loyalty.  

Nevertheless, from a research study that was conducted on employees and their 

supervisors in a local textile company in China, it was found that Leader-Member 

Guanxi had no influence on the employees’ performance rating. However, leader-

member exchange had an influence on their performance rating (Law et al., 2000). 

From the review of the literature in the previous paragraphs, it was found that 

apart from the fact that leadership style and leader-member exchange have an 

influence on organizational commitment, exchanges between leaders and their 

members also have direct and indirect influences on employees’ work performance 

through the frequency of communication between leaders and their subordinates. 

Thus, the researcher offers the following hypotheses:  

 

 H1: There is a positive and indirect relationship between 

leader-member exchange and employee performance through job 

satisfaction. 

 H2: There is a positive and indirect relationship between 

leader-member exchange and employee performance through 

organizational commitment. 

 H1a: There is a positive and direct relationship between leader-

member exchange and employee performance. 
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2.10 Influences of Job Satisfaction and Organizational Commitment on 

the Relationship between Leader-member Exchange and Turnover 

Intention 

A research study to investigate the relationship between turnover intention and 

job satisfaction was carried out by collecting data from employees in the hospitality 

industry in Western Georgia, Central Mississippi, and North Central Texas in the 

United States. It was found that job satisfaction is a psychological factor that can 

influence employees’ turnover intention (Holston-Okae, 2017). In addition, there are 

other research studies that have found that commitment with high-level executives, 

commitment to supervisors, and commitment to co-workers are factors that can have 

an impact on job satisfaction, intention to quit, and prosocial organizational behavior 

more than organizational commitment.  

In addition, there is research work that has found that people management, goal 

setting and prioritization, engagement and productivity, dialogue and communication, 

job engagement and organizational engagement all have positive relationships. It was 

also revealed that people management, relationships with supervisors, dialogue and 

communication are important factors that influence job engagement and 

organizational engagement. The level of job engagement and the level of 

organizational engagement will increase if employees have a positive feeling toward 

people management, their relationship with supervisors, goal setting and 

prioritization, engagement, productivity, and dialogue and communication 

(Richardson, 2018). In addition, it was found that employee engagement is a 

psychological factor that can influence the employees’ turnover intention (Holston-

Okae, 2017).    

Apart from the people management approach, interactions between supervisors 

and employees are also another important factor that influences the employees’ 

behavior as well. It was found that interactions between supervisors and employees, 

which is called “leader-member exchange,” has influences on employees’ turnover 

intention along with their well-being  (Ali, 2014). 

Many research studies have revealed the influences that the leader-member 

exchange has on organizational commitment and turnover intention. It was found that 
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the quality of the leader-member exchange has a positive relationship with 

organizational commitment. In other words, if the quality of the leader-member 

exchange is at a high level, employees will have increased organizational 

commitment. In addition, it was also found that organizational commitment has a 

negative relationship with turnover intention. This means that if the employees have a 

low level of organizational commitment, they will tend to have a high level of 

turnover intention (Kang, Stewart, & Kim, 2011). Thus, it may also be said that the 

quality of the leader-member exchange can have influences on turnover intention. 

This is in line with the research of Joo (2010), who found that organizational 

commitment is a mediating factor that can influence employees’ turnover intention. 

Employees will have organizational commitment at a high level if they are aware of a 

good organizational learning culture and if they receive good support from 

management. A high level of organizational commitment can have an influence on 

employee turnover intention in terms of it existing at low level. Additionally, 

organizational commitment can be increased at organizational levels, which is the 

organizational learning culture, and at group levels, which is the quality of leader-

member exchange. These two factors, which are organizational learning culture and 

quality of leader-member exchange, must be carried out using a holistic approach by 

both human resources development professionals and leaders (Joo, 2010).  

In general, employees have a tendency to notice the differences that exist in the 

relationships between each leader and each follower. If the employees notice that a 

leader is biased or is particularly close with a follower more than other followers, this 

will create what is called a leader-member guanxi differentiation. This concept is a 

factor that will impact employees’ work attitudes as well as their turnover intention. 

In other words, if employees notice that there is a high level of differences in the 

Leader-Member Guanxi differentiation, they will have a low level of job satisfaction 

and will have a high tendency to resign as well (Chen et al., 2013). 

In summary, the factors influencing turnover intention include job satisfaction, 

relationships with high-level executives, relationships with supervisors, relationships 

with co-workers, and the Leader-Member Exchange. It was found that the leader-

member exchange is a factor that can have impact on the turnover intention directly 
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and indirectly through organizational commitment. As a result, based on the above 

review of the literature, the researcher suggests the following hypotheses: 

 

 H4: There is a negative and indirect relationship between 

leader-member exchange and turnover intention through job 

satisfaction. 

 H5: There is a negative and indirect relationship between 

leader-member exchange and turnover intention through 

organizational commitment. 

 H1b: There is a negative and direct relationship between 

leader-member exchange and turnover intention. 

 

2.11 Influences of Job Satisfaction and Organizational Commitment on 

the Relationship between Corporate Social Responsibility and 

Employee Performance 

A research that was conducted to study the influences of corporate social 

responsibility on job satisfaction and organizational commitment by collecting data 

from samples of employees at a university in Pakistan revealed that awareness of the 

organization’s CSR has a significant relationship with job satisfaction and 

organizational commitment. In other words, employees that work in the university, 

regardless if they are support staff or professors, will have a high level of job 

satisfaction and organizational commitment if the university organizes more and more 

CSR activities (Asrar-Ul-Haq et al., 2017). 

Corporate social responsibility can be divided into five dimensions based on the 

type of stakeholders: (1) employee relations, (2) product quality, (3) community 

relations, (4) environmental issues, and (5) diversity issues. Inoue and Lee (2011) 

studied the relationships among all five dimensions of CSR and financial performance 

in the following industries: airlines, casinos, hotels, and restaurants. It was found that 

CSR in the dimensions of environmental issues and diversity issues has an influence 

on financial performance while CSR in the dimension of product quality has a 

positive impact on financial performance in the airline, hotel, and restaurant 
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industries. In addition, it was also found that CSR in the dimension of employee 

relations has a positive impact on financial performance for only the airline industry. 

This may be due to the fact that, in general, CSR in the dimension of employee 

relations does not have an impact on improving the productivity of organizations 

involved in the tourism industry. As for CSR in the dimension of community 

relations, research studies found that CSR in the dimension of community relations 

has a negative impact on the financial performance of organizations in the airline 

industry; however, there are positive impacts on the financial performance of the hotel 

and restaurant industries. This may be due to the fact that businesses in the hotel and 

restaurant industries must depend on the local communities in terms of labor as well 

as their demands for supplies. For these reasons, engaging in activities to build 

relationships with the local communities leads to operational efficiency, competitive 

advantages, and ultimately profits for the organization (Inoue & Lee, 2011).  

The research of Chaudhary (2018), which looked at the influences of corporate 

social responsibility on in-role behaviors, extra-role behaviors, and employee 

performance found that if the employees are aware of what the organization is doing 

in terms of its CSR activities, their job performance will tend to increase. This, in 

turn, impacts their job performance. This is due to the organization’s activities that 

involve corporate social responsibility toward social and non-social stakeholders, 

corporate social responsibility toward employees, corporate social responsibility 

toward customers, and corporate social responsibility toward the government 

(Chaudhary, 2018).  

The financial crisis, which began in 2008, caused many organizations to turn 

their attention to the influences of corporate social performance (CSP) activities on 

corporate financial performance. From research conducted on 154 financial 

organizations in 22 countries all over the world, it was found that organizations that 

have high levels of employee relations and corporate governance will also enjoy high 

levels of corporate financial performance. In addition, it was found that during a 

financial crisis, if the organizations had good relations with the community, investors 

would value the organization more, which would increase corporate financial 

performance (Esteban-Sanchez, de La Cuesta-Gonzalez, & Paredes-Gazquez, 2017). 



68 

 

    

Moreover, many studies have examined the relationships between corporate 

social responsibility and job performance. These include the studies by Williams 

(2017) and Alfermann (2011), which found that corporate social responsibility is one 

factor that can motivate employees to be committed to the organization. If the 

employees are aware that their companies are socially responsible, they will tend to 

have a higher level of organizational commitment. At the same time, employees that 

work for companies that are engaged in corporate social responsibility activities will 

be motivated to work and will have a higher level of organizational commitment than 

those employees that work for companies that do not engage in such activities. On top 

of that, employees with organizational commitment will also have job commitment 

and job satisfaction. Considering organizations in the service industry, there are 

internal corporate social responsibility programs, such as progressive labor relations 

policies and compensation and benefits, which serve to motivate employees to be 

committed to the organization. Apart from these CSR programs, employees’ 

involvement in these CSR activities can also influence employee engagement. In 

other words, employees that have opportunities to participate in corporate social 

responsibility activities tend to have a high level of organizational commitment.  

In addition, there are many research studies in psychology that are interested in 

examining employees’ belongingness to the organization or what is known as the 

“organizational identification index.” It was found that the Organizational 

Identification Index is also a factor that has influences organizational commitment. 

More than that, it was also found that the Organizational Identification Index, 

corporate social responsibility to society, corporate social responsibility to 

stakeholders, corporate social responsibility to employees, corporate social 

responsibility to customers, and corporate social responsibility to the environment all 

are connected to organizational commitment as well (Del Rosario, 2016). 

In summary, the perception of the organization’s corporate social responsibility 

programs can have an influence on job satisfaction and organizational commitment. In 

addition, corporate social responsibility can have direct influences on financial 

performance, employees’ in-role behaviors, employees’ extra-role behaviors, and 

employees’ performance. As a result, based on the above review of the literature, the 

research offers the following hypotheses: 
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 H5: There is a positive and indirect relationship between 

corporate social responsibility and employee performance through job 

satisfaction. 

 H6: There is a negative and indirect relationship between 

corporate social responsibility and employee performance through 

organizational commitment. 

 H2a: There is a positive and direct relationship between 

corporate social responsibility and employee performance.  

 

2.12 Influences of Job Satisfaction and Organizational Commitment on 

the Relationship between Corporate Social Responsibility and 

Turnover Intention…… 

The research of Carnahan, Kryscynski, and Olson (2017) examined the impacts 

of activities related to corporate social responsibility on employees’ turnover 

intention. The study focused on how corporate social responsibility can reduce 

turnover in the most effective manner when the decision to resign comes from 

preferences and meaningful work. This research collected data from a law consulting 

firm in the United States and found that if the company engages in a large number of 

corporate social responsibility activities, the rate of employees that will resign in 

order to set up their own law firms or to change occupations will decrease. More than 

that, businesses’ engagement in CSR activities has a more significant impact on 

employees’ turnover intention if they have experienced shocking incidents in their 

lives such as the 9/11 attack. As a result, the impacts of CSR activities on turnover 

intention will depend on the specific contexts of each organization, each individual, 

and the surroundings. This is in line with the research of Williams (2017), which 

found that if the companies have a large number of CSR programs, employees will 

also tend to continue to stay with the company. 

Moreover, a research study that examined employees from an oil and gas 

company, an information technology company, a consulting firm, an electronics 

company, an automobile company, an insurance company, and an e-commerce 
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company in India found that employees’ perception of the organization’s corporate 

social responsibility program will lead to a higher level of work engagement and a 

lower level of turnover intention. More than that, work engagement also has an 

influence on the relationship between employees’ perception of the organization’s 

CSR program and turnover intention (Chaudhary, 2018). This finding is consistent 

with the research of Lin and Liu (2017), who studied a research sample of employees 

in the banking in Taiwan in order to identify the impacts of CSR and ethical 

leadership on work engagement and burnout, which will ultimately impact the 

employees’ turnover intention. This research found that CSR significantly impacts 

work engagement and burnout. In other words, CSR can lead to a higher level of work 

engagement and a lower level of burnout. In addition, employees with a high level of 

work engagement tend to be willing to devote themselves to their work and will not 

think of resigning from the organization. On the other hand, employees that suffer 

from a high level of burnout will tend to look for new options and ultimately resign 

from the organization (Lin & Liu, 2017). 

Hollingworth and Valentine (2014) collected data from employees that were 

working in a financial firm in the United States and found that there was a significant 

relationship between employees’ perception of their company’s corporate social 

responsibility program and their company’s continuous process improvement 

orientation. In addition, employees’ perception of their company’s corporate social 

responsibility program and their company’s continuous process improvement 

orientation made the employees have a higher level of organizational commitment. As 

a result, their turnover intention will decrease. This is in line with the research 

findings of J. Kim, Song, and Lee (2016), which revealed the impacts of corporate 

social responsibility on the organizational commitment and turnover intention of 

employees in the casino industry. They found that CSR did not have direct impact on 

turnover intention; however, CSR will have an indirect impact on turnover intention 

through organizational commitment. In other words, if employees are aware of their 

organization’s CSR efforts, they will have a higher level of organizational 

commitment. Ultimately, this will decrease their turnover intention (J. Kim et al., 

2016). 
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For salespeople, the topic that often arises in discussions deals with ethics. 

Research findings reveal that, even though organizations try to communicate their 

corporate social responsibility activities so that their employees are aware of them, 

this has no impact whatsoever on improving their behavior and ethics. Organizations 

that carry out CSR activities to the point that they become well-known and are 

accepted by individuals outside the firm will increase salespeople’s job satisfaction 

and organizational commitment and decrease their turnover intention (Bourdeau, 

Graf, & Turcotte, 2013).  

In addition, a research study that collected data from employees that worked at a 

branch of a bank and a large financial company in the southern part of the United 

States. Following analyses of the data, it was found that awareness of the 

organization’s corporate social responsibility activities will increase employees’ 

organizational commitment in the dimension of value-fit commitment. Ultimately, 

this will decrease their turnover intention (Valentine & Godkin, 2017). 

In summary, corporate social responsibility has a direct and an indirect influence 

on turnover intention. The indirect influences come from factors dealing with 

organizational commitment. Thus, the research has identified the following 

hypotheses:  

 

H7: There is a negative and indirect relationship between 

corporate social responsibility and turnover intention through job 

satisfaction. 

H8: There is a negative and indirect relationship between 

corporate social responsibility and turnover intention through 

organizational commitment. 

H2b: There is a negative and direct relationship between 

corporate social responsibility and turnover intention.  
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2.13 Influences of Job Satisfaction and Organizational Commitment on 

the Relationship between Communication and Employee 

Performance 

Internal communication in an organization is an important approach that has a 

positive influence on employee engagement. Such forms of communication both from 

the organization itself and from supervisors are all factors that can have a positive 

relationship with employee engagement. Nevertheless, supervisors can develop 

employee engagement by communicating with employees so that they feel that they 

are part of the organization. For instance, this can be achieved by giving employees 

the opportunity to present their ideas to the management and to the organization. The 

organization and the management should be open to giving employees the opportunity 

to exchange their views about their roles and responsibilities as well as the aims of the 

organization on a frequent basis. More importantly, the management and the 

organization should communicate with employees so that employees understand the 

connection between their goals and values and the goals and values of the 

organization (Karanges et al., 2015). 

Rapid technological advancements in communication are quickly changing how 

people have worked. As a result, currently, employees can work anywhere and 

anytime and no longer need to go to the office. The research study of S. A. Smith, 

Patmos, and Pitts (2018), which examined employees that are teleworkers in the 

United States, found that there is a positive relationship between the communication 

dimensions of extraversion, openness, agreeableness, and conscientiousness with job 

satisfaction. More than that, it was found that phone communication and video 

communication have an influence on openness dimension of communication and job 

satisfaction. Further, phone communication has an influence on the relationship 

between the agreeableness dimension of communication and job satisfaction. 

One way to build a good relationship between leaders and followers is 

“communication.” The communication behavior of supervisors can be classified into 

five dimensions: (1) direct communication, (2) subordinate-initiated communication, 

(3) sharing information relationship behavior, (4) evaluation communication, and (5) 

rational communication (Miles et al., 1996). In addition, superior-subordinate 
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communication can also be classified into four types: (1) positive relationship 

communication, (2) upward openness communication, (3) negative relationship 

communication, and (4) Job-relevant communication. All four types of superior-

subordinate communication previously mentioned are factors that can influence part-

time employees’ job satisfaction as well. Nevertheless, even if supervisors practice 

positive relationship communication and upward openness communication more often 

than part-time employees, these two forms of communication do not have any 

influence on job satisfaction (Miles et al., 1996). 

Measuring communication outcomes in terms of satisfaction toward the 

communication can be carried out in two perspectives: (1) informational 

communication satisfaction, which refers to satisfaction with the communication 

received from the organization and the exchange of information among the 

employees, supervisors, and other employees in the organization; and (2) relational 

communication satisfaction, which refers to satisfaction with the relationships among 

the employee, supervisors, and other employees in the organization under the context 

of work; the focus will be on the feelings that employees have toward other people in 

the organization. It was found that informational communication satisfaction can have 

a significant influence on job performance because, if employees receive important 

information about their work, such as personnel news, benefits, policy, goals, 

changes, achievements, etc., they will tend to carry out their work more appropriately. 

Moreover, it was found that relational communication satisfaction can have a positive 

and significant relationship with job performance. For instance, if employees feel that 

the organization’s meetings are well organized, the various requests and reports are 

clear and concise, and the relationship between employees and supervisors is at an 

acceptable manner, they will tend to have a high level of job performance (Jalalkamali 

et al., 2016).  

In addition, the research study of Neves and Eisenberger (2012) examined the 

relationship between management communication and in-role performance and extra-

role performance by collecting data from supervisors and subordinates in an 

organization located in the Atlantic region of the Unites States. It was found that 

perceived organization support has an influence on the relationship between 

management communication and employee performance in terms of both in-role 
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performance and extra-role performance. This is due to the fact that management 

communication will make the employees feel that their well-being is cared for. 

In summary, communication is a factor that has a direct influence on employee 

engagement, job satisfaction, and employee performance. In addition, management 

communication has an indirect influence on employee performance through perceived 

organizational support. Management communication can be divided into five 

dimensions: (1) direction communication, (2) subordinate-initiated communication, 

(3) sharing information relationship behavior, (4) evaluation communication and (5) 

rational communication. Thus, based on the review of the literature above, the 

researcher has identified the following hypotheses:   

 

H9: There is a positive and indirect relationship between 

communication and employee performance through job satisfaction. 

 H10: There is a positive and indirect relationship between 

communication and employee performance through organizational 

commitment. 

 H3a: There is a positive and direct relationship between 

communication and employee performance.  

 

2.14 Influences of Job Satisfaction and Organizational Commitment on 

the Relationship between Communication and Employee Turnover 

Intention 

Since the past, there have been many research studies identifying the 

relationships between communication and turnover intention, beginning with research 

by Scott et al. (1999), which studied the relationship between communication and 

turnover intention by examining a research sample of employees from a middle-sized 

government office. The dimensions of communication were used as a variable, which 

consisted of organization-wide communication and the strengths of the 

communication relationships with both co-workers and supervisors. The research 

found that the strengths of the relationships with supervisors had a significant 

relationship with turnover intention. In other words, if employees have a good 
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relationship with their supervisors in terms of communication, they will tend to 

remain working at the organization.  

Superior-subordinate communication can be divided into four patterns: (1) 

positive relationship communication, (2) upward openness communication, (3) 

negative relationship communication, and (4) job-relevant communication. The 

communication between supervisors and subordinates through these four dimensions 

previously mentioned is a factor that has an influence on part-time employees’ job 

satisfaction. Even if supervisors are recipients of positive relationship communication 

and upward openness communication more than part-time workers, these two types of 

communication are not factors that have an influence on job satisfaction (Miles et al., 

1996). 

Internal communication is an important approach and has a positive impact on 

employee engagement. Internal communication, both from the organization itself and 

from supervisors, is a factor that has a positive relationship with employee 

engagement. Supervisors can build employee engagement by communicating with 

employees so that they feel that they are part of the organization. For instance, this 

can be achieved by giving employees the opportunity to present their ideas to the 

management and to the organization. The organization and the management should be 

open to giving employees the opportunity to exchange their views about their roles 

and responsibilities as well as the aims of the organization on a frequent basis. More 

importantly, the management and organization should communicate with employees 

so that employees understand the connection among their goals and values and the 

goals and values of the organization (Karanges et al., 2015). 

In addition to corporate communication, team communication is also very 

important, which can be divided into three categories. First is promoting team 

synergy, which consists of creating a positive work atmosphere. For example, this can 

be achieved by members respecting and motivating one another. Other approaches 

include dealing with stress at work, listening attentively to members, giving 

importance to subordinates, and helping members in the team. Second is 

communicating in order to ensure quality decisions, including preparing necessary 

information to be used in making decisions, collaborating with others when making 

decisions, and offering constructive ideas that are beneficial when making a decision. 
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Third is individualizing communication, which was examined in a research study that 

found that communication that promotes team synergy has a significant influence on 

turnover intention (Apker, Propp, & Zabava Ford, 2009). 

Miles et al. (1996) classified the leaders’ communication into three main types: 

(1) job-relevant communication, (2) upward communication, and (3) positive 

relationship communication. H. Kim and Lee (2009) studied a research sample of 

state registered social workers in California in the U.S. and found that job-relevant 

communication and positive relationship communication will reduce burnout and, 

more importantly, these types of communication can have a direct impact on turnover 

intention (H. Kim & Lee, 2009). 

Moreover, when working in an organization, employees may sometimes not be 

able to express their genuine emotions. This is because such emotions may not be 

what is expected by the organization, so many employees have to resort to surface 

acting. There have been research studies that have examined the relationship between 

genuine emotions and the turnover intention of employees in the hotel business in 

China. It was found that genuine emotions have a small influence on turnover 

intention. If employees have to resort to surface acting more frequently, relationships 

will be even more significant if communication is carried out superficially. As a 

consequence, in-depth communication with intimate characteristics is an important 

factor and also has an influence on turnover intention (Xu, 2017). 

In summary, communication can be divided into many types, such as team 

communication, communication that ensures quality decisions, job-relevant 

communication, upward communication, positive relationship communication, etc. 

Many research studies have found that communication has a direct influence on 

turnover intention and organizational commitment. Thus, the researcher has identified 

the following hypotheses:  

 

  H11: There is a negative and indirect relationship between 

communication and turnover intention through job satisfaction. 

 H12: There is a negative and indirect relationship between 

communication and turnover intention through organizational 

commitment. 
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 H3b: There is a negative and direct relationship between 

communication and turnover intention.  

 

2.15 Summary of Review of the Literature 

From the review of the literature above, it was found that leaders and 

communication are factors that have an influence on job satisfaction, organizational 

commitment, employee performance, and employee turnover intention. Nevertheless, 

it was found that there were very few research studies that examined the influence of 

leaders and communication on employee performance and turnover intention through 

job satisfaction and organizational commitment. For this reason, apart from studying 

the direct influence that leaders and communication has on job satisfaction, 

organizational commitment, employee performance, and turnover intention, the 

researcher also studied the influence that leaders and communication have on 

employee performance and turnover intention through job satisfaction and 

organizational commitment. In terms of leaders, the researcher chose the concept of 

leader-member exchange as a factor to study because it is a factor that focuses on the 

relationship between leaders and followers. This factor can be adapted and used 

without much difficulty. In terms of communication, the researcher chose direction 

communication, subordinate-initiated communication, the sharing of information 

communication, evaluation communication, and rational communication because 

these factors can be easily noticed without the need for interpretation. As a result, 

there is clarity and ease when organizations applying them in a practical manner. 

Moreover, corporate social responsibility is an activity that many organizations 

have paid more attention to recently. The factors that the researcher has selected to 

study in this research are perception of the company’s CSR programs and 

participation in the company’s CSR programs. This is because these factors are clear 

and empirical data can be collected for them. More importantly, organizations can 

apply them in a practical manner. 
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2.16 Conceptual Framework 

Based on the review of the literature, which can be found in previous sections in 

this chapter, past research studies related to performance, turnover intention, job 

satisfaction, and organizational commitment have mainly been based on the collection 

of data from a sample group of employees that work full-time. This is in contrast to 

employment trends in the future, which will be based more and more on part-time 

work. In addition, very few studies have examined the roles of job satisfaction and 

organizational commitment as mediating variables.  

Due to the limitations of previous research in the collection of data, the 

researcher has identified some research gaps. This research has been designed to 

address these gaps as follows. First, the data to be examined in this research come 

from contracted employees, including full-time and temporary workers, and 

freelancers. This point distinguishes this research from other previous studies which 

focused solely on collecting data from full-time employees. Second, there will be 

experiments on job satisfaction and organizational commitment as mediating 

variables. 

Once the researcher processed the data from the review of the literature and 

consultations with personnel in the organization whom the research chose to study, 

the researcher came up with the conceptual framework, as shown in Figure 2.6. The 

conceptual framework for this study will examine the relationships among leader-

member exchange, communication, corporate social responsibility, job satisfaction, 

organizational commitment, turnover intention, and employee performance. Job 

satisfaction and organizational commitment are the mediating variables.         
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Figure 2.6  Conceptual framework 

 

2.17 Research Hypotheses 

2.17.1  Main Hypotheses  

H1: There is a positive and indirect relationship between leader-

member exchange and employee performance through job satisfaction. 

H2: There is a positive and indirect relationship between leader-

member exchange and employee performance through organizational commitment. 

H3: There is a negative and indirect relationship between leader-

member exchange and turnover intention through job satisfaction. 

H4: There is a negative and indirect relationship between leader-

member exchange and turnover intention through organizational commitment. 

H5: There is a positive and indirect relationship between corporate 

social responsibility and employee performance through job satisfaction. 

H6: There is a negative and indirect relationship between corporate 

social responsibility and employee performance through organizational commitment. 

H7: There is a negative and indirect relationship between corporate 

social responsibility and turnover intention through job satisfaction. 
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H8: There is a negative and indirect relationship between corporate 

social responsibility and turnover intention through organizational commitment. 

H9: There is a positive and indirect relationship between 

communication and employee performance through job satisfaction. 

H10: There is a positive and indirect relationship between 

communication and employee performance through organizational commitment. 

H11: There is a negative and indirect relationship between 

communication and turnover intention through job satisfaction. 

H12: There is a negative and indirect relationship between 

communication and turnover intention through organizational commitment. 

 

2.17.2  Sub-Hypotheses 

H1a: There is a positive and direct relationship between leader-

member exchange and employee performance. 

H1b: There is a negative and direct relationship between leader-

member exchange and turnover intention. 

H2a: There is a positive and direct relationship between corporate 

social responsibility and employee performance.  

H2b: There is a negative and direct relationship between corporate 

social responsibility and turnover intention. 

H3a: There is a positive and direct relationship between 

communication and employee performance. 

H3b: There is a negative and direct relationship between 

communication and turnover intention.  
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CHAPTER 3 

RESEARCH METHODOLOGY 

For this research, the researcher has selected the mixed-methods approach, 

which involves collecting data and analyzing data by integrating quantitative and 

qualitative research methods. This mixed-methods approach allows for various 

phenomena to be understood and is the most appropriate method for research in the 

social sciences. In addition, this research method can lead to the development of 

approaches that organizations can apply and use in real life. The researcher used the 

research method according to the steps outlined in Figure 3.1. In the first step, the 

researcher carried out a review of the literature and studied approaches and theories 

related to turnover intention and employee performance in order to create a 

conceptual framework for the next step of the research, which consists of carrying out 

the research using quantitative methods, which was then followed by qualitative 

methods.   

In the second step, the researcher used quantitative methods in order to find the 

relationships and influences among the various variables stated in the research 

hypotheses by creating a survey questionnaire on paper, which was distributed to the 

research samples that were part-time employees and freelancers working for the 

organization being studied. The data were collected and then analyzed statistically in 

order to compile, summarize, and create a model to show the relationships among the 

various variables according to the conceptual framework.  

As for the third step, the researcher used qualitative methods by conducting 

focus group interviews in order to collect data and to understand in-depth various 

perspectives, such as the expectations that employees have when it comes to 

exchanges between leader and members, and communication and corporate social 

responsibility.  Additionally, the researched examined the patterns and experiences 

that employees have had with leader-member exchanges, communication and 

corporate social responsibility, etc. The data collected were significant for the analysis 

of the data and will, in particular, help shed light on the aforementioned quantitative 
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data that were collected. The researcher used the data for analysis in an integrated 

manner and presented a pattern or approach for human resource management that will 

help organizations retain high-performance employees in the long run. 

 

 

 

Figure 3.1  Research methodologies  

 

3.1 Quantitative Research 

3.1.1  Population and Research Sample  

Regarding the population sampling strategy for collecting data to 

perform the quantitative analysis according to the conceptual framework of this study, 

the researcher used the stratified random sampling approach, which was first based on 

dividing the research samples into subgroups or strata. The approach taken to divide 

the research samples was based on the principle that everyone in the same group was 

as homogeneous as possible. However, there would still be different characteristics 

between groups. For this research, the researcher selected the location of the office 

where the research samples were working. The research sample was then divided into 

two subgroups. The researcher believed that different locations of the office (in this 

case, they were in different provinces) would have an impact on the beliefs, attitudes, 

mindsets, and behaviors of the research samples, which would differ. For this reason, 

the researcher subdivided the research sample into two groups: (1) employees that 

were working in an office in Khon Kaen province and (2) employees that were 
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working in an office in Bangkok. The researcher then determined the number of 

members for the research sample for both groups according to the ratio of the total 

population. More details are provided in Table 3.1. 

The researcher found that there are many approaches to determining 

the size of the research samples that were to be used for statistical analysis using the 

structural equation model (SEM) technique. However, in general, the research sample 

size will be determined by considering the number of observed variables (p). In other 

words, the sample size must be greater than the variance minus the co-variance of 

observed variables. The number is (p(p+1)/2) where n > (p(p+1)/2) or sample is 10 to 

20 times the size of the observed variables.  

Another approach concerning the sample size has been described by 

Hair, Black, Babin, and Anderson (2010), who explained that SEM is an analytical 

technique for analyzing data that requires a greater number of samples than 

multivariate analysis. If the number of samples is too low, the results of the analysis 

from SEM will not be credible. In general, the sample size that is required for each 

analytical technique for analyzing the data must be determined so that they are in line 

with the possibility of the sampling error. In addition, determining the sample size for 

SEM should also take into consideration other additional factors such as (1) 

multivariate normality of the data; (2) the estimation technique where, in general, the 

sample size should be between 100 and 400 samples; (3) model complexity, which 

means that the more complex the model, the higher is the number of samples needed; 

and (4) the number of sampling increases according to the amount of missing data that 

is expected by the researcher. Nevertheless, Hair et al. (2010) summarized that the 

suitable sampling size for SEM should be around 100 to 500 samples, depending on 

the aforementioned factors. 

For the conceptual framework of this research, there were three 

observed variables: leader-member exchange, (2) job satisfaction, and (3) turnover 

intention. Thus, according to กลัยา (2556), the sample size for a quantitative research 

using SEM should be 20 times the number of observed variables. Therefore, the 

sample size for this research is 60. The researcher believes that this number is 

insufficient, which is in line with Hair et al. (2010), who wrote that, for a conceptual 
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framework with a high degree of complexity, the sample size should at least consist of 

500 samples. Hence, the researcher determined the sample size to be 500. A total of 

737 survey questionnaires were distributed, and a total of 679 were returned, which 

represents 95% of the total population. Details are outlined in Table 3.1.       

      

Table 3.1  Sample size for quantitative research  

 

Group of employees Population size Sample size  

Employees working at the Bangkok office 350 (47%) 235 

Employees working at the Khon Kaen office 387 (53%) 265 

Total employees from both locations 737 500 

 

3.1.2 Quantitative Research Instruments 

This research used paper-based survey questionnaires as the research 

instrument. The questions were divided into seven parts. There was a total of 66 

questions. Each question asked respondents to choose items on a five-point Likert 

scale, with 5 = strongly agree, 4 = agree, 3 = neutral, 2 = disagree and 1 = strongly 

disagree. The details are outlined in Table 3.2.  

 

Table 3.2  Summary of questions used as the quantitative research instrument 

 

Topic Question Citations 

Leader-member 

exchange  

I am confident that my direct supervisor 

would protect me and help me solve 

problems that arise from work even if in 

the future he will not have the same 

authority according to his/her current 

position.  

(Kuzmycz, 2011; 

Watt, 2007) 

 I am confident how satisfied my direct 

supervisor is with my work. 

(Watt, 2007; Wichai, 

2016) 

 My direct supervisor understands my 

problems that arise at work. 

(Barhite, 2017; Voigt, 

2011; Wichai, 2016) 

 My direct supervisor uses his/her (Voigt, 2011; Wichai, 
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Topic Question Citations 

authority to help me solve problems that 

arise at work. 

2016) 

  

 I am happy to devote myself in an 

extraordinary manner in order to work to 

achieve goals according to what my 

direct supervisor prescribed even if it 

means I have to work beyond my own 

duty responsibility. 

(Walford, 2016) 

 I am confident in my direct supervisor to 

the point that I can stand in for him/her 

when he/she is not present in a particular 

situation.  

(Barhite, 2017; 

Kuzmycz, 2011) 

 I can work well with my direct 

supervisor. 

(Wichai, 2016) 

Communication My direct supervisor sets clear work 

goals for me.   

(Miles et al., 1996)  

 

 My direct supervisor clearly sets 

deadlines for my work.  

 

(Miles et al., 1996) 

 My direct supervisor repeats what he/she 

asks me to do to ensure that I have 

understood his/her work assignments. 

(Miles et al., 1996) 

 I tend to ask my direct supervisor every 

time I do not understand the work that I 

have been assigned. 

(Miles et al., 1996) 

 I tend to give suggestions to my direct 

supervisor about what the guidelines for 

work should be.  

(Miles et al., 1996) 

 I tell my direct supervisor about the 

problems I encounter while doing my 

work.  

(Miles et al., 1996) 
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Topic Question Citations 

 My direct supervisor asks for my 

opinion about what I think is appropriate 

when it comes to working guidelines and 

how work is done. 

(Miles et al., 1996) 

 My direct supervisor tells me about 

future work plans for my work team. 

(Miles et al., 1996) 

 My direct supervisor tells me about the 

situation of other work teams. 

(Miles et al., 1996) 

 My direct supervisor tells me so that I 

am aware if he/she sees that my work 

results do not meet required standards. 

(Miles et al., 1996) 

 My direct supervisor tells me so that I 

am aware if he/she sees that I am not 

able to work well with others. 

(Miles et al., 1996) 

 My direct supervisor tells me so that I 

am aware about my work performance 

in comparison to that of my co-workers. 

(Miles et al., 1996) 

 My direct supervisor explains to me the 

reason behind each task that I have to 

do. 

(Miles et al., 1996) 

 My direct supervisor explains to me the 

reasons behind why I have to change the 

way I work so that my work is of better 

quality. 

(Miles et al., 1996) 

 My direct supervisor explains to me the 

reasons why my work schedule has to be 

changed. 

(Miles et al., 1996) 

Corporate 

social 

responsibility  

True Corporation Public Company 

Limited offers various forms of 

donations to charities.   

(J. Kim et al., 2016) 
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Topic Question Citations 

 True Corporation Public Company 

Limited has projects to help alleviate 

social problems. 

(E. M. Lee, Park, & 

Lee, 2013) 

 True Corporation Public Company 

Limited lends its support to local 

communities.  

(E. M. Lee et al., 

2013) 

 I am (or have been) a member of the 

team involved in carrying out corporate 

social responsibility activities such as 

donating goods to the disadvantaged or 

the ConnectED, etc.  

(Seunghee, Yang 

Woon, & Ji Yeon, 

2016) 

 I have participated in corporate social 

responsibility activities such as donating 

goods to the disadvantaged or 

participating in the ConnectED program 

which is organized by True Corporation 

Public Company Limited. 

(Seunghee et al., 

2016) 

 I have brought goods and money to 

contribute to what True Corporation 

Public Company Limited donates to 

various charitable organizations. 

 

Job satisfaction  Overall, I am happy with the work that I 

am doing. 

 

(Muddassar, Wang, 

Muhammad Ibrahim, 

& Adnan Tariq, 2018; 

Scrimpshire, 2017) 

 I have been complimented for the work I 

have done. 

 

 I am happy to work with my co-workers. 

 

(Aldhuwaihi, 2013; 

Young, 2009)  

 I receive appropriate compensation for (Aldhuwaihi, 2013; 
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Topic Question Citations 

the amount of work that I do at present.  

  

Morris-Sweeney, 

2018; Young, 2009) 

 The work process at True Corporation 

Public Company Limited is not an 

obstacle for me to be successful in my 

work. 

(Aldhuwaihi, 2013; 

Young, 2009) 

 My immediate supervisor shows 

empathy toward his/her subordinates. 

 

 I receive clear explanations about the 

work I have been assigned. 

(Aldhuwaihi, 2013; 

Young, 2009) 

 Employees at True Corporation Public 

Company Limited are encouraged to 

share their new ideas. 

(Alfermann, 2011) 

 Internal communication at True 

Corporation Public Company Limited 

enables me to receive beneficial 

information in a quick manner. 

(Alfermann, 2011) 

 I am enthusiastic about working with 

True Corporation Public Company 

Limited. 

(Barhite, 2017; 

Holston-Okae, 2017; 

Morris-Sweeney, 

2018) 

 I feel proud to work with True 

Corporation Public Company Limited. 

(Barhite, 2017; 

Holston-Okae, 2017; 

Morris-Sweeney, 

2018) 

 I am happy to work with True 

Corporation Public Company Limited 

even if I have to work very hard. 

(Barhite, 2017; 

Holston-Okae, 2017; 

Morris-Sweeney, 

2018) 

 Every morning when I wake up, I feel (Barhite, 2017; 
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Topic Question Citations 

that I want to go to work.  Holston-Okae, 2017; 

Morris-Sweeney, 

2018) 

 The working process and system of my 

unit are efficient. 

(Alfermann, 2011) 

Organizational 

commitment   

I would be very happy if I can work with 

True Corporation Public Company 

Limited until I retire. 

 

(Afshari, 2016; 

Nuchrawee, 2016; 

Seunghee et al., 2016; 

Simpson, 2014; J. 

Smith, 2013; Young, 

2009) 

 I feel that I am a part of True 

Corporation Public Company Limited. 

(Afshari, 2016; J. 

Smith, 2013; Voigt, 

2011; Young, 2009) 

 I feel that True Corporation Public 

Company Limited is like a part of my 

family. 

(Afshari, 2016) 

(J. Smith, 2013) 

 I feel that I should not resign from True 

Corporation Public Company Limited 

even if I have better opportunities at 

other companies. 

(Afshari, 2016; 

Aldhuwaihi, 2013; 

Ramesh, 2007; J. 

Smith, 2013) 

 I feel that I am indebted to True 

Corporation Public Company Limited.  

(Afshari, 2016; 

Aldhuwaihi, 2013; J. 

Smith, 2013; Voigt, 

2011) 

 I would feel guilty if I had to resign from 

True Corporation Public Company 

Limited at this time. 

(Afshari, 2016; 

Aldhuwaihi, 2013; 

Nuchrawee, 2016; J. 

Smith, 2013; Voigt, 
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Topic Question Citations 

2011) 

 If I resign from True Corporation Public 

Company Limited at this time, I will 

lead a life of difficulty. 

(J. Smith, 2013) 

 

 

 I am not able to resign from True 

Corporation Public Company Limited 

because there are no available vacancies 

for a position that I want at other 

companies. 

(Voigt, 2011) 

 

 I am not able to resign from True 

Corporation Public Company Limited as 

I would like because I have to take care 

of my family. 

(Li, 2012) 

Employee 

performance  

I tend to solve new problems that occur 

using creative methods.  

(Mensah, 2018; 

Nuchrawee, 2016) 

 I am able to deal well with uncertainties 

and unexpected eventualities at work.   

(Mensah, 2018; 

Nuchrawee, 2016) 

 I can adapt myself well to changes to my 

work.  

(Mensah, 2018; 

Nuchrawee, 2016) 

 I listen to and am ready to learn from 

opinions, criticisms, and suggestions 

from others. 

(Mensah, 2018; 

Nuchrawee, 2016) 

 I am able to carry out the duties I have 

been assigned well.   

(Mensah, 2018; 

Nuchrawee, 2016) 

 I am able to communicate with my co-

workers in an effective manner. 

(Mensah, 2018; 

Nuchrawee, 2016) 

 I am able to carry out my duties that 

have been assigned to me in a thorough 

manner. 

(Wong, 2015) 

 I am able to carry out my duties and (Wong, 2015) 
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Topic Question Citations 

responsibilities according to set goals. 

 I am able to do more work than others.  (Mensah, 2018; 

Nuchrawee, 2016) 

Turnover  

intention 

I want to resign from True Corporation 

Public Company Limited even if I have 

to encounter a similar working 

environment and do a job with similar 

characteristics. 

(J. Kim et al., 2016) 

 I will resign from True Corporation 

Public Company Limited immediately 

once I have the opportunity.  

(Morris-Sweeney, 

2018; Voigt, 2011)  

 

 I am currently looking for a job in 

another company.  

(Gowda, 1996; 

Morris-Sweeney, 

2018; Voigt, 2011) 

 I often think about resigning.  (Dimitriou, 2012; 

Holston-Okae, 2017; 

K.-A. Lee, 2005; 

Morris-Sweeney, 

2018; Scrimpshire, 

2017; Voigt, 2011) 

 I plan to resign from True Corporation 

Public Company Limited soon. 

(Aldhuwaihi, 2013)  

 

 I might start looking for a new job next 

year.  

(Holston-Okae, 2017; 

K.-A. Lee, 2005; Ma, 

2018; Scrimpshire, 

2017) 

 

The researcher has created a code for each questionnaire, which was 

delivered to the sample group at the office in Khon Kaen province and the office in 

Bangkok province. The researcher used the “BKK-xxx” code to indicate the 

questionnaire which was to be sent to the sample population working in the Bangkok 



92 

 

    

office, e.g. BKK-001, BKK-002, etc. The researcher used the “KKN-xxx” code to 

indicate the questionnaire that was to be sent to sample population working in the 

Khon Kaen office, e.g. KKN-001, KKN-002, etc. By assigning a code to each 

questionnaire, the researcher was able to distinguish questionnaires that were sent to 

the sample population working in the Khon Kaen office the from questionnaires that 

were sent to the sample population working in the Bangkok office.  

 

3.1.3 Instrument Validity and Reliability 

3.1.3.1 Survey Questionnaire Design 

The survey questionnaire, which was used to collect the data 

for the statistical analysis according to the conceptual framework for this research, 

was designed based on a review of the literature related to approaches and theories 

from many scholars. The researcher took questions that he found, sifted through them, 

and selected only questions that fit the context of Thailand and used them in order to 

collect data according to the conceptual framework for this research.   

3.1.3.2 Pre-testing of Questionnaire 

Before taking the survey questionnaire that the researcher 

created in order to collect the data, the researcher took a draft of the survey 

questionnaire and sought the opinions of three experts: (1) an expert whose work is 

related to employee engagement at Siam Commercial Bank Public Company Limited, 

(2) an expert whose work is related to employer branding at Siam Commercial Bank 

Public Company Limited, and (3) an expert whose work is related to performance 

management at Kiatnakin Bank Public Company Limited. In addition, the researcher 

also gave a draft copy of the survey questionnaire to a total of 15 people that 

represented the research sample so that they could try to answer the survey 

questionnaire and share their opinions about the survey questionnaire. These opinions 

dealt with the use of words that may have been too technical and may not have been 

understood by those that filled out the survey questionnaire. Additionally, opinions 

were shared about the way that the words were organized in the sentences, which may 

have presented comprehension problems. The researcher used all of the comments 

from the experts and representatives of the research sample to make adjustments to 
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the survey questionnaire and to prepare the final version which was used to collect 

data from the research samples.   

 

3.1.3.3 Instrument Validity 

Content validity for the set of questions for this research was 

verified by many scholars, namely Aldhuwaihi (2013), Alfermann (2011), Barhite 

(2017), Dimitriou (2012),  E. M. Lee et al. (2013), Gowda (1996), Holston-Okae 

(2017), J. Kim et al. (2016), J. Smith (2013), K.-A. Lee (2005), Kuzmycz (2011), Li 

(2012), Ma (2018), Mensah (2018), Miles et al. (1996), Morris-Sweeney (2018), 

Muddassar et al. (2018), Nuchrawee (2016), Ramesh (2007), Scrimpshire (2017), 

Seunghee et al. (2016), Voigt (2011), Wong (2015), Walford (2016), Watt (2007), 

Wichai (2016), Young (2009). For this reason, the questions used to collect the data 

for this study were ones that had sufficient validity because they were questions that 

had been used in previous survey questionnaires to collect data for those previous 

research studies by the aforementioned scholars.   

3.1.3.4 Instrument Reliability 

The researcher verified the reliability of the set of questions 

that the researcher used to carry out this research study. In order to ensure reliability, 

item total correlation and Cronbach’s alpha coefficient were used. The result of the 

Cronbach alpha coefficient is shown in Table 3.3. On the other hand, the value of item 

total correlation should be greater than 0.5 and the value of the Cronbach’s alpha 

coefficient should be 0.7 or higher (Hair et al., 2010). 

 

Table 3.3  Reliability of questions for each variable being studied 

 

Questions Item Total 

Correlation 
 

Cronbach’s 

alpha 

coefficient 

1. Employee performance (EP)   

    1.1 Adaptive performance (AP) 

Item 1 I tend to solve new problems 

that occur using creative methods. 

.67 .85 
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Questions Item Total 

Correlation 
 

Cronbach’s 

alpha 

coefficient 

Item 2 I am able to deal well with 

uncertainties and unexpected eventualities at 

work.   

.77  

Item 3 I can adapt myself well to 

changes to my work. 

.75  

    1.2 Contextual performance (CP) 

Item 1 I listen to and am ready to learn 

from opinions, criticisms, and suggestions 

from others. 

.71 .82 

Item 2 I am able to carry out the duties 

I have been assigned well.   

.70  

Item 3 I am able to communicate with 

my co-workers in an effective manner. 

.60  

    1.3 Task performance (TP) 

Item 1 I am able to carry out my 

duties that have been assigned to me in a 

thorough manner. 

.66 .74 

Item 2 I am able to carry out my 

duties and responsibilities according to set 

goals. 

.68  

Item 3 I am able to do more work than 

others.  

.53  

2. Turnover intention (TI) 

Item 1 I want to resign from True 

Corporation Public Company Limited even if 

I have to encounter a similar working 

environment and do a job with similar 

characteristics. 

.77 .96 
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Questions Item Total 

Correlation 
 

Cronbach’s 

alpha 

coefficient 

Item 2 I will resign from True Corporation 

Public Company Limited immediately once I 

have the opportunity. 

.88  

Item 3 I am currently looking for a job in 

another company. 

.91  

Item 4 I often think about resigning. .88  

Item 5 I plan to resign from True 

Corporation Public Company Limited soon. 

.91  

Item 6 I might start looking for a new job 

next year. 

.87  

3. Leader-member exchange (LME) 

 Item 1 I am confident that my direct 

supervisor would protect me and help me 

solve problems that arise from work even if 

in the future he/she will not have the same 

authority according to his/her current 

position. 

.72 .88 

 Item 2 I know how satisfied my direct 

supervisor is with my work 

.63  

 Item 3 My direct supervisor understands 

my problems that arise at work. 

.72  

 Item 4 My direct supervisor uses his/her 

authority to help me solve problems that 

arise at work. 

.63  

 Item 5 I am happy to devote myself in an 

extraordinary manner in order to work to 

achieve goals according to what my direct 

supervisor prescribed even if it means I have 

.60  
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Questions Item Total 

Correlation 
 

Cronbach’s 

alpha 

coefficient 

to work beyond my own duties and 

responsibilities. 

 Item 6 I am confident in my direct 

supervisor to the point that I can stand in for 

him/her when he/she is not present in that 

particular situation. 

.71  

 Item 7 I can work well with my direct 

supervisor. 

.72  

4. Corporate social responsibility  

    4.1 Perception of company’s CSR program 

         Item 1 True Corporation Public 

Company Limited offers various forms of 

donations to charities.   

.84 .94 

         Item 2 True Corporation Public 

Company Limited has projects to help 

alleviate social problems. 

.91  

        Item 3 True Corporation Public 

Company Limited lends its support to local 

communities. 

.88 
 

    4.2 Participation in company’s CSR program  

         Item 1 I am (or have been) a member 

of the team involved in carrying out 

corporate social and environmental 

responsibility activities such as donating 

goods to the disadvantaged or the 

ConnectED, etc. 

.74 .84 

         Item 2 I have participated in corporate 

social and environmental responsibility 

.78  
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Questions Item Total 

Correlation 
 

Cronbach’s 

alpha 

coefficient 

activities such as donating goods to the 

disadvantaged or participating in the 

ConnectED program, which is organized by 

True Corporation Public Company Limited. 

         Item 3 I have brought goods and 

money to contribute to what True 

Corporation Public Company Limited 

donates to various charitable organizations. 

 

 

.60 

 

5. Communication (Com) 

    5.1 Direction communication  

         Item 1 My direct supervisor sets clear 

work goals for me. 

.73 .86 

         Item 2 My direct supervisor clearly sets 

the deadline for my work. 

.72  

         Item 3 My direct supervisor repeats 

what he/she asks me to do to ensure that I 

have understood his/her work assignments. 

.73  

    5.2 Subordinate-initiated communication  

         Item 1 I tend to ask my direct 

supervisor every time I do not understand the 

work that I have been assigned. 

.51 .71 

         Item 2 I tend to give suggestions to my 

direct supervisor about what the guidelines 

for work should be. 

.50  

         Item 3 I tell my direct supervisor about 

the problems I encounter while doing my 

work. 

.52  

    5.3 Sharing information communication  
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Questions Item Total 

Correlation 
 

Cronbach’s 

alpha 

coefficient 

         Item 1 My direct supervisor asks for 

my opinion about what I think is appropriate 

when it comes to working guidelines and 

how work is done. 

.68 .83 

         Item 2 My direct supervisor tells me 

about future work plans for my work team. 

.70  

         Item 3 My direct supervisor tells me 

about the situation of other work teams. 

.67  

    5.4 Evaluation communication  

         Item 1 My direct supervisor tells me so 

that I am aware if he/she sees that my work 

results do not meet required standards. 

.60 .78 

         Item 2 My direct supervisor tells me so 

that I am aware if he/she sees that I am not 

able to work well with others. 

.60  

         Item 3 My direct supervisor tells me so 

that I am aware about my work performance 

in comparison to that of my co-workers. 

.68  

    5.5 Rationale communication  

         Item 1 My direct supervisor explains to 

me the reason behind each task that I have to 

do. 

.78 .89 

         Item 2 My direct supervisor explains to 

me the reasons behind why I have to change 

the way I work so that my work is of better 

quality. 

.79  

         Item 3 My direct supervisor explains to 

me the reasons why my work schedule has to 

.78  
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Cronbach’s 

alpha 

coefficient 

be changed. 

6. Job satisfaction  

   Item 1 Overall, I am happy with the work 

that I am doing. 

.73 .94 

   Item 2 I have been complimented for the 

work I have done. 

.60  

   Item 3 I am happy to work with my co-

workers. 

.57  

   Item 4 I receive appropriate compensation 

for the amount of work that I do at present. 

.67  

   Item 5 The working processes at True 

Corporation Public Company Limited are not 

obstacles for me to perform my job 

successfully. 

.73  

   Item 6 My immediate supervisor shows 

empathy toward his/her subordinates. 

.53  

   Item 7 I receive clear explanations about 

the work I have been assigned. 

.66  

   Item 8 Employees at True Corporation 

Public Company Limited are encouraged to 

share their new ideas. 

.73  

   Item 9 Internal communication at True 

Corporation Public Company Limited 

enables me to receive beneficial information 

in a quick manner. 

.76  

   Item 10 I am enthusiastic about working 

with True Corporation Public Company 

Limited. 

.71  
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Cronbach’s 
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   Item 11 I feel proud to work with True 

Corporation Public Company Limited. 

.77  

   Item 12 I am happy to work with True 

Corporation Public Company Limited even if 

I have to work very hard. 

.79  

   Item 13 Every morning when I wake up, I 

feel that I want to go to work. 

.72  

   Item 14 The working process and system 

of my unit are efficient. 

.77  

7. Organizational commitment 

    7.1 Affective organizational commitment  

         Item 1 I would be very happy if I can 

work with True Corporation Public 

Company Limited until I retire. 

.78 .92 

         Item 2 I feel that I am a part of True 

Corporation Public Company Limited. 

.85  

         Item 3 I feel that True Corporation 

Public Company Limited is like a part of my 

family. 

.87  

    7.2 Normative organizational commitment  

         Item 1 I feel that I should not resign 

from True Corporation Public Company 

Limited even if I have better opportunities at 

other companies. 

.78 .90 

         Item 2 I feel that I am indebted to True 

Corporation Public Company Limited. 

.77  

         Item 3 I would feel guilty if I have to 

resign from True Corporation Public 

.84  
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Company Limited at this time. 

    7.3 Continuance organizational commitment (COC) 

         Item 1 If I resign from True 

Corporation Public Company Limited at this 

time, I will lead a life of difficulty. 

.55 .76 

         Item 2 I am not able to resign from 

True Corporation Public Company Limited 

because there are no available vacancies for 

a position that I want at other companies. 

.55  

         Item 3 I am not able to resign from 

True Corporation Public Company Limited 

as I would like to because I have to take care 

of my family. 

.68  

 

3.1.4 Data Collection 

The researcher collected data in order to analyze them using quantitative 

research methods by distributing paper-based survey questionnaires to both sets of 

sample groups. The survey questionnaires were sent to the sample groups and they 

were self-administered. The researcher sent the survey questionnaires to the focal 

points for the office in Khon Kaen and in Bangkok by post mail so that the focal 

points could distribute them to the sample groups and collect the survey 

questionnaires that had been filled out; they were then sent back to the researcher. The 

researcher chose to collect the data by distributing paper-based questionnaires instead 

of internet-based questionnaires such as Survey Monkey to the sample population 

because the researcher was advised by the department head of the sample population 

that paper-based questionnaires were more suitable tools to be used for collecting data 

from the sample population. This is because, normally, telemarketing agents are not 

allowed to bring their mobile phone to the work area and they are not allowed to 

browse the Internet with personal computers at their work desk. Besides that, by 
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distributing paper-based questionnaires to sample population, it would be easier to 

follow up on the progress of questionnaire answering completion because the 

department head would distribute the set of questionnaires to each team leader. Thus, 

the team leader would quickly know how many questionnaires were not completed 

and could follow up accordingly. 

For each set of survey questionnaires, the questions were divided into 

eight sections with a total of 73 questions. The respondents had to choose an answer 

on a five-point Likert scale, with 5 = strongly agree, 4 = agree, 3 = neutral, 2 = 

disagree, 1 = strongly disagree.  

The researcher sent a total of 737 research questionnaires and received 

679 sets which represented 95% of the research sample. Details can be found in Table 

3.4.  

 

Table 3.4  Number of survey questionnaires collected for each sample group 

 

Group of employees Population 

size 

 

Required 

sample size 

Number of actual 

surveys collected 

Employees at the Bangkok 

office 

350 (47%) 235 324 

Employees at the Khon 

Kaen office 

387 (53%) 265 355 

Total employees at both 

offices 

737 500 679 

 

One of the techniques that is popularly used to analyze data by many 

researchers is structural equation modeling, which is a technique that can be used to 

analyze data, identify correlations, and identify causal relationships. This is because 

SEM is an analytical technique that can be used to analyze many variables. It can be 

said that it is a technique for analyzing and verifying the structure of the correlation of 

many variables in the form of a set of equations or multiple equations. In addition, 
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researchers can use SEM to analyze observed variables and latent or unobserved 

variables as well (กลัยา, 2556). 

For this reason, the researcher chose to use the structural equation 

modeling as the technique to analyze the data according to the conceptual framework 

for this research. This technique is appropriate and is in line with the conceptual 

framework that the researcher would like to study. In other words, SEM is an 

analytical technique for many variables. Apart from its ability to verify the correlation 

of many equations at the same time, some variables in SEM can be both independent 

and dependent. For this research study, it can be seen that job satisfaction and 

organizational commitment can be both independent and dependent variables. More 

than that, SEM can be used to analyze both observed variables and latent or 

unobserved variables as well. According to the conceptual framework for this study, 

there was a total of three observed variables - leader-member exchange, job 

satisfaction, and turnover intention. There were also four latent or unobserved 

variables - communication, corporate social responsibility, organizational 

commitment, and employee performance.  

 

3.2 Qualitative Research Methods    

Research using qualitative research methods allows researchers to understand 

the approaches and practices related to the independent variables from the conceptual 

framework, which in this study consisted of communication, corporate social 

responsibility, and leader-member exchange. Both public and private organizations 

can consider adapting and applying these practices to manage their human resources 

so that high-performance employees will be retained with the organization for the 

long run.  

 

3.2.1  Choosing Research Samples  

For the step involved in carrying out a qualitative research study, the 

researcher used the purposive sampling approach. The researcher chose the research 

samples that could be classified based on the province where their offices were 

situated. The first group consisted of employees with temporary contracts that worked 
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at the office in Bangkok, and the second group consisted of workers with temporary 

contracts that worked at the office in Khon Kaen. The researcher determined the 

number of research samples for each group so that they were of the same proportion 

as the number of at in each office: 47% for workers working in the office located in 

Bangkok and 53% of the workers working in the office in Khon Kaen.  

In terms of the sample size for a qualitative research study, Ritchie 

(2013) found that there are differences based on the research characteristics as 

follows. 

(1) When conducting individual interviews, the sample size should not 

exceed 50 samples because if there are more than 50 samples, it will be difficult to 

manage and may impact the quality of the data collection and the analyses of the data.  

(2) When conducting a group discussion, the size of the sample should 

be between 6 to 12 people per discussion group. If there are between 15 and 20 people 

during a group discussion, it will be difficult to manage and questions may arise about 

the data that were collected. 

In addition, after having conducted qualitative research studies for 

business or academic purposes for more than 31 years, Boddy (2016) found that the 

appropriate sample size for conducting a qualitative research project tends to depend 

on the content of each research. In general, twelve research samples are considered 

sufficient for analytical purposes because it was found that in following in-depth 

interviews with six research samples there will be data saturation. In other words, the 

researcher will not find new data from subsequent interviews. If interviews are 

conducted until the twelfth research sample is reached, it was found that the data that 

are obtained will clearly result in data saturation. Nevertheless, researchers that focus 

on qualitative research will collect data up to thirty research samples in order to 

ensure that the data are credible (Given, 2016). 

For this research study, which used qualitative research methods, the 

researcher determined the number of research samples based on the research of Boddy 

(2016), who stated that after having interviewed in-depth six research samples, the 

researcher will suffer from data saturation. As a result, the researcher selected 20 

research samples for the qualitative research part of this study, dividing the research 

samples into nine samples from the office located in Bangkok (47% of the total 
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sample size) and 11 research samples from the office in Khon Kaen (53% of the total 

sample size). Details can be found in Table 3.5.  

 

Table 3.5  Sample size for qualitative research methods 

 

Group of employees Population size Sample size 

Employees at the Bangkok office 350 (47%) 9 

Employees at the Khon Kaen office 387 (53%) 11 

Total employees at both offices 737 20 

 

3.2.2 Qualitative Research Instrument 

 In general, questions that are selected as qualitative research instruments 

can be divided into the following types. 

(1) Descriptive questions are questions used to talk about specific 

situations and involve conversations that are in-depth and detail oriented. For 

example, “Try thinking of a situation when your supervisor talked to you about your 

latest job performance. Please describe to me as many details as possible based on 

what you can remember.” 

(2) Grand tour questions are questions that are used to give the informant 

the opportunity to share details about his/her experience in a specific environment. 

For example, “Please tell me about your life when you were an executive at True 

Corporation Public Company Limited.” 

(3) Specific grand tour questions are questions similar to grand tour 

questions, but allow the informant to describe a specific or particular situation. For 

example, “Please tell me what happened in the meeting room yesterday from the start 

of the meeting until the end of the meeting.”  

(4) Task-related grand tour questions are questions that researchers use 

to get informants to talk about a situation that is related to an educational context and 

then the researchers will delve into details based on the response received. For 

example, “Please tell me about your past professional path, and please tell me details 

about the important turning points in your life.” 
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(5) Mini tour questions are questions similar to grand tour questions, but 

these questions will focus more on details. For example, “Please tell me during your 

coffee break during the training course, what did you do?”     

(6) Example questions are questions that researchers tend to use when 

informants answer questions or talk about something in a general manner or are not 

concrete enough. Researchers will talk and ask questions so that the informant can try 

to give some examples about his/her experience that are relevant. This will allow the 

informant to expand on what he/she wishes to talk about in a clearer manner. For 

example, “Can you give me an example?” 

(7) Structural questions are questions that researchers use to understand 

the context or environment that makes the informant feel or give meaning to his/her 

experience. For example, “Let’s go back to when you told me about ways to take care 

of children in a day care. You talked about paying close attention to each child, 

parent-teacher conferences, activities to build rapport, as well as notifying parents if 

you suspect there is an incident involving bullying.” 

(8) Contrast questions are questions that are influenced by falsification. 

Such questions will help open new perspectives for the researcher and the informants. 

For example, “Just now, you talked about various obstacles that you had to encounter 

while doing this project. Please try to tell me what impressed you or what made you 

feel good while you were doing this project?” (Bhattacharya, 2017).  

As for this research, the researcher selected descriptive questions as the 

main question pattern used during the focus group interviews. The purpose was to 

understand the details of the patterns, perspectives, and approaches that the informant 

has toward the three variables: leader-member exchange, communication, and 

corporate social responsibility. The following are the questions asked: 

(1) Leader-member exchange 

• Please talk about your direct supervisor. What type of 

person is he/she? 

• What do you think are your direct supervisor’s strengths 

and weaknesses? 

• Do you think you are able to or not able to work well with 

your direct supervisor? Why do you think like that? 



107 

 

    

• How often do you talk about your work performance with 

your direct supervisor? How do you talk about it? 

• Have you ever notified your direct supervisor about some 

problems you had at work? What was the problem and how did you feel after you told 

him/her about the problem?  

• Have you ever defended your direct supervisor? If yes, 

what was it about and why did you decide to defend him/her? 

 (2) Communication 

• How often do you talk informally with your direct 

supervisor? What method or channel do you use, such as LINE or face-to-face 

discussion? 

• During this informal discussion, what topic did you talk 

about? 

• How often do you speak formally with your direct 

supervisor? What method or channel do you use, such as LINE or face-to-face 

discussion?  

• During this formal discussion, what topic did you talk about? 

(3) Corporate social responsibility 

• Do you know that True Corporation Public Company 

Limited carries out corporate social responsibility activities? What types? 

• How do you access information about True Corporation 

Public Company Limited’s corporate social responsibility activities? What channels 

do you use? 

• Have you ever been involved in True Corporation Public 

Company Limited’s corporate social responsibility activities? If yes, why did you 

decide to participate in those activities? 

• If you have participated in True Corporation Public 

Company Limited’s corporate social responsibility activities, please give some 

examples. 

• If you have participated in True Corporation Public 

Company Limited’s corporate social activities, what were your favorite activities? 
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• What types of corporate social responsibility activities 

would you like True Corporation Public Company Limited to organize? 

• What is the reason why you decided to participate in True 

Corporation Public Company Limited’s corporate social and environmental 

responsibility activities? 

 (4) Other questions 

• What do you think is the factor that supports or motivates 

you to be successful in your work and to achieve the goals set by your direct 

supervisor? 

• What are the factors that made you want to resign from 

True Corporation Public Company Limited? 

 

3.2.3 Data Collection 

The researcher collected qualitative data through focus group interviews. 

The researcher divided the key informants into two groups: (1) nine employees that 

work in the office located in Bangkok and (2) eleven employees that work in the 

office located in Khon Kaen. The number of people that joined each focus group 

interview was between six and twelve people, which is considered an appropriate 

number (Tracy, 2013) The researcher spent about ninety minutes interviewing the 

informants in each group, which is considered to be an appropriate amount of time as 

well (Tracy, 2013).  

 

3.2.4 Data Analysis   

After the researcher collected data using the focus group interviews, the 

researcher organized all of the data and compiled them in order to summarize them. 

The researcher set up categories for the data collected based on the independent 

variables from the conceptual framework: leader-member exchange, communication, 

and corporate social responsibility. From there, the researcher analyzed and 

summarized the data into patterns and practical applications for each independent 

variable.   
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CHAPTER 4 

DATA ANALYSIS 

4.1 Overall Data on the Survey Questionnaire Respondents 

A total of 679 research samples responded to the survey questionnaires, 

representing diverse traits from many perspectives, such as gender, age, level of 

education, years of work experience, marital status, number of times they extended 

their contracts, and the province where their office is situated. A summary of the 

details is provided in the following paragraphs. 

In terms of the location of their office, the research samples consisted of 324 

employees whose office is situated in Bangkok, or 48% of the total, and 355 

employees whose office is situated in Khon Kaen, or 52% of the total. Details are 

shown in Figure 4.1.  

 

 
 

Figure 4.1  Ratio of employees whose office is in Bangkok and employees whose 

office is in Khon Kaen 

In terms of gender, due to the fact that the population consists of more females 

than males, the research samples that responded to the survey questionnaire consisted 

of more female employees than their male counterparts. It was found that the research 
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samples consisted of 509 females, or 75% of the total, while there were 170 males, or 

25% of the total. Details are shown in Figure 4.2. 

 

 
 

Figure 4.2  Ratio of employees based on gender 

 

 

 

Figure 4.3  Ratio of employees based on age 

 In addition, the research samples were diverse in terms of age. It was 

found that more than half of the samples were below the age of 30. Those between 21 

and 25 years of age totaled 236 research samples, or 35% of the total survey 

questionnaire respondents. This was followed by 227 survey respondents that were 
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between 26 and 30 years of age, representing 33% of the total survey questionnaire 

respondents. Those between 31 and 35 years of age totaled 120 research samples, or 

18% of the total survey questionnaire respondents. Finally, those between 36 and 40 

years of age totaled 70 survey respondents, representing 11% of the total survey 

questionnaire respondents. Details are shown in Figure 4.3. 

In terms of level of education, it was found that the majority of those that 

responded to the survey questionnaires (a total of 470 people or 69% of the total 

survey questionnaire respondents) completed a bachelor’s degree. This was followed 

by 203 research samples, or 30% of the total survey questionnaire respondents, who 

completed a level of education below a bachelor’s degree: high school diploma 

(Mathayom 6), vocational certificate, high vocational certificate, and diploma. There 

were six survey questionnaire respondents, or 1% of the total survey questionnaire 

respondents, who completed a level of education higher than a bachelor’s degree. 

Details are shown in Figure 4.4. 

 

 

 

Figure 4.4  Ratio of employees based on their level of education 

 

 In terms of marital status, it was found that the majority of those that 

responded to the survey questionnaires (a total of 541 people or 80% of the total 

survey questionnaire respondents) were single. This was followed by 123 research 

samples, or 18% of the total survey questionnaire respondents, who were married. 

There were 15 survey questionnaire respondents, or 2% of the total survey 
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questionnaire respondents, who were widows/widowers and divorced or separated 

from their partners. Details are shown in Figure 4.5. 

 

 

 

Figure 4.5  Ratio of employees based on their marital status 

 

In terms of employment contract extensions, it was found that the majority of 

those that responded to the survey questionnaires (a total of 327 people or 48% of the 

total survey questionnaire respondents) had never had a contract extension because 

they were new employees and freelancers. As a result, there was no need for them to 

extend their contracts. Those that had extended their contracts three times, one time 

and two times, comprised 12% (or 83 survey respondents), 12% (or 80 survey 

respondents) and 11% (or 77 survey respondents) of the total survey respondents 

respectively. As for the rest, there were 112 survey questionnaire respondents, or 16% 

of the total survey questionnaire respondents, who had extended their contracts more 

than four times. Details are shown in Figure 4.6. 

In terms of years of work experience, it was found that the majority of those that 

responded to the survey questionnaires had worked for True Corporation Public 

Company Limited for less than three years. First, those with between 1 and 3 years of 

work experience totaled 267 people or 39% of the total survey questionnaire 

respondents. This was followed by 254 survey respondents that had less than 1 year of 

work experience, representing 38% of the total survey questionnaire respondents. 
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Those that had between 4 and 6 years of work experience totaled 86 research samples, 

or 13% of the total survey questionnaire respondents. Finally, those with 7 or more 

years of work experience totaled 72 survey respondents, representing 10% of the total 

survey questionnaire respondents. Details are shown in Figure 4.7. 

 

 

 

Figure 4.6  Ratio of employees based on number of times they extended their 

contracts 
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Figure 4.7  Ratio of employees based on their years of work experience 

 

4.2 Verification and Validation of the Measurement Model (CFA) 

Confirmation factory analysis is a way to verify the validity of the model 

measurement based on the following considerations: 

(1) The goodness of fit of the measurement model was based on the fix index 

which uses the following indices for measurement purposes: RMSEA, SRMR, NFI, 

CFI, and AGFI. 

(2) The construct validity of the measurement model was assessed from the 

factor loading and the average variance extracted for the factor loading component. If 

the value is between 0.50-0.69, it is considered to be good. If the factor loading 

component is equal to 0.70 or higher, it is considered to be excellent. For the average 

variance extracted v ), if it is 0.50 or higher, it is considered to be good.  

(3)  If the construct reliability ( c ) has a score between 0.60 and 0.69, it is 

considered to be acceptable. If the score is above 0.70, it is good (Hair, 2010). 

Verifying the validity of the measurement model will only be based on the latent 

variables that only have component factors. As for the observed variables, which are 

variables without component factors, these variables cannot be considered. According 
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to the conceptual framework for this research study, there are three observed 

variables: job satisfaction (JS), leader-member exchange, and turnover intention. 

There are four latent variables, which are employee performance, organizational 

commitment, corporate social responsibility and communication.  

Thus, the researcher verified the validity of the measurement model of the 

following variables: employee performance, organizational commitment, corporate 

social responsibility and communication. The results of the analysis of all seven latent 

variables are as follows: 

1. The goodness of fit of the measurement model for Employee Performance 

(EP) is made up of adaptive performance, contextual performance, and task 

performance. The results of the validity test are as follows:  

 

 
 

Figure 4.8  Measurement model of employee performance (EP) 

Chi-squared = 0.00, df = 1, p-value = 1.00, RMSEA = 0.00 

(For the perfect model fit apart from the above indices, there are no other indices.) 

 

Table 4.1 Parameters in the measurement model for employee performance (EP) 

 

Factor Factor loading  ME t-values Reliability 

AP 0.81 0.35 23.86 0.66 

CP 0.91 0.16 28.12 0.83 

TP 0.75 0.43 21.84 0.56 

c  = 0.87,  
 v  

= 0.68 

 

Note: ME refers to measurement error   

 

Step 1 – From the goodness of fit for the measurement model for employee 

performance in Figure 4.8, it was found that the p-value was equal to 1.00 ( > 0.05) 



116 

 

    

and the RMSEA was equal to 0.00 ( < 0.05). Thus, it can be concluded that the 

indices in the measurement model for employee performance passed the goodness of 

fit criteria. In other words, the employee performance measurement model exhibited 

goodness of fit with the empirical data. 

Step 2 -  The results of the analysis of the validity of the structure of the 

measurement model for employee performance in Table 4.1 showed that the factor 

loading had a value between 0.75 and 0.91 ( > 0.4), which passes the criteria, and the 

factor loading for all observed components with a statistically significance level of 

0.01 (determined from t-value   2.58). The construct reliability ( c ) had a value of 

0.87 (> 0.60), which passed the measurement criteria, and the average variance 

extracted ( v ) had a value equal to 0.68 ( > 0.50), which also passed the criteria. 

It can be concluded that the goodness of fit for the measurement model for 

employee performance passed both steps of the criteria. This points to the quality of 

the validity of the measurement model for employee performance. 

2.  The measurement model of organizational commitment was made up of 

affective organizational commitment, normative organizational commitment, and 

continuance organizational commitment. The results of the validity test are as follows:  

 

 

 

Figure 4.9  Measurement model for organizational commitment 

Chi-squared = 0.00, df = 1, p-value = 1.00, RMSEA = 0.00 

(For the perfect model fit apart from the above indices, there were no other indices.) 
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Table 4.2  Parameters in the measurement model for organizational commitment 

 

Factor Factor loading  ME t-values Reliability 

AP 0.79 0.38 21.96 0.62 

CP 0.93 0.14 26.60 0.87 

TP 0.65 0.58 17.64 0.42 

c  = 0.84,  
 v  

= 0.64 

 

Note: ME refers to Measurement Error   

 

Step 1 – From the goodness of fit for the measurement model for organizational 

commitment in Figure 4.9, it was found that the p-value was equal to 1.00 (> 0.05), 

which passed the criteria. The RMSEA was equal to 0.00 (< 0.05). Thus, it can be 

concluded that the indices in the measurement model for organizational commitment 

(OC) passed the goodness of fit criteria. In other words, the employee performance 

(EP) measurement model had a goodness of fit with the empirical data. 

Step 2 -  The results of the analysis of the validity of the structure of the 

measurement model for organizational commitment (OC) in Table 4.2 showed that 

the factor loading had a value between 0.65 and 0.93 ( > 0.4), which passed the 

criteria, and the factor loading for all observed components with a statistically 

significance level of 0.01 (determined from t-value   2.58). The Construct Reliability 

( c ) had a value of 0.84 (> 0.60), which passed the measurement criteria, and the 

average variance extracted ( v ) had a value equal to 0.64 ( > 0.50), which also passed 

the criteria. 

It can be concluded that the goodness of fit for the measurement model for 

organizational commitment passed both steps of the criteria. This points to the quality 

of the validity of the measurement model for organizational commitment. 

3. The measurement model for corporate social responsibility was made up of 

perception of the company’s CSR program and participation in the company’s CSR 

program. The measurement model for CSR is an over-identified model because there 

were only two components. Generally speaking, this would make it impossible to 

analyze; however, then it would be necessary to force the error by measuring so that 
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one of the observed variables was equal to 0, forcing the factor loading component to 

be equal to 1. As a result, only one observed variable can be used to approximate the 

parameter value. It is not appropriate to put this measurement model through a 

validity test because the parameters were forced. As a result, the real values of the 

parameters covering the other observed variable cannot be determined. 

4. The measurement model for communication is made up of subordinate-

initiated communication, sharing information communication, evaluation 

communication, and rational communication. The results of the validity test are as 

follows: 

 

 

 

Figure 4.10  Measurement model for communication 

Chi-squared = 1.49, df = 1, p-value = 0.22, RMSEA = 0.02, SRMR = 0.01,  

CFI = 1.00, AGFI = 0.99 (Model Fit) 

 

Table 4.3 Parameters in measurement model for communication  
 

Factor Factor loading  ME t-values Reliability 

FOR 0.78 0.39 23.93 0.61 

INT 0.75 0.44 21.21 0.56 

GOR 0.87 0.24 25.90 0.76 

MOR 0.79 0.37 23.31 0.62 

FLT 0.90 0.18 27.83 0.81 

c  = 0.91,  
 v  

= 0.67 

 

Note: ME refers to measurement error   
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Step 1 – From the goodness of fit for the measurement model for 

communication in Figure 4.10, it was found that the p-value was equal to 0.22 ( > 

0.05), which passed the criteria. The RMSEA was equal to 0.02 ( < 0.05). The CFI 

was equal to 1.00 ( > 0.95), which passed the criteria. The AGFI was equal to 0.99 ( > 

0.95), which passed the criteria. Thus, it can be concluded that the indices in the 

measurement model for communication passed the goodness of fit criteria. In other 

words, the communication measurement model had a goodness of fit with the 

empirical data. 

Step 2 -  The results of the analysis of the validity of the structure of the 

measurement model for communication in Table 4.3 showed that the factor loading 

had a value between 0.75 and 0.90 ( > 0.4), which passed the criteria, and the factor 

loading for all observed components with a statistically significance level of 0.01 

(determined from t-value   2.58). Construct reliability ( c ) had a value of 0.91 (> 

0.60), which passed the measurement criteria, and the average variance extracted ( v ) 

had a value equal to 0.67 ( > 0.50), which also passed the criteria. 

It can be concluded that the goodness of fit for the measurement model for 

communication passed both steps of the criteria. This points to the quality of the 

validity of the measurement model for communication. 

 

4.3 Analysis of Quantitative Data Using Statistical Techniques 

This research study had three research objectives: 

(1)  To study the relationships among leader-member exchange, corporate and 

environmental responsibility, communication, employee performance, and turnover 

intention 

(2)  To develop a relationship model for leader-member exchange, corporate 

social responsibility, communication, job satisfaction, organizational commitment, 

employee performance, and turnover intention. 

(3)  To study the practice and guidelines for Communication, leader-member 

exchange, and corporate social responsibility 
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From the review of the literature in Chapter 2, the first and second research 

objectives could be achieved using quantitative research methods, which the 

researcher describes in this section. As for the third objective, this was achieved 

through the use of qualitative research methods, which the researcher will explain in 

the subsequent section.  

For this research, the researcher looked for factors that had an influence on 

employee performance and turnover intention in the form of a causal relationship, 

which are leader-member exchange, corporate social responsibility, communication, 

job satisfaction, and organizational commitment. The research divided the analytical 

process into two parts: Part 1 - model testing of the causal relationship of the factors 

that had an influence on employee performance and turnover intention; and Part 2 - 

test of invariance for the model on the causal relationships of the factors that had an 

influence on employee performance and turnover intention for employees working at 

the office in Bangkok and for employees working at the office in Khon Kaen. The 

researcher believes that the two offices have different contexts. 

Symbols and Abbreviations Used to Present the Data Analysis and Findings 

 

1. Symbols Used to Present the Data Analysis and Findings 

X    Mean 

S    Standard deviation 

SE    Standard error 

n     Sample 

t    T -value 

rxy
       Partial correlation coefficient  

2    Chi-squared distribution 

df/2   Relative chi-squared 

R
2     Coefficient of determination 

df     Degree of freedom 

p     Rank order correlation 

GFI   Goodness of fit index 
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AGFI   Adjusted goodness of fit index 

RMSEA   Root mean square error of approximation 

CFI     Comparative fit index 

NFI    Normed-fit index  

SRMR   Standardized root mean square residual 

 x   Regression coefficient metric of external observed variables 

 y    Regression coefficient metric of internal observed variables 

     Causal relationship matric from external latent variable to 

internal latent variable 

   Causal relationship matric from internal latent variable to internal 

latent variable 

    Variance matric – covariance between external latent variables 

    Variance matric – covariance between internal latent variable error 

 

 2.  Abbreviations of variables 

Employee performance      EP 

Adaptive performance      AP 

Contextual performance      CP 

Task performance       TP 

Turnover intention      TI 

Leader-member exchange      LMX 

Corporate social responsibility     CSR 

Perception of company’s CSR program   PerCSR 

Participation in company’s CSR program   (ParCSR) 

Communication       Com 

Direction communication     DC 

Subordinate-initiated communication   SubC 

Sharing of information communication   SharC 

Evaluation communication    EC 

Rationale communication     RC 

Job satisfaction      JS 
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Organizational commitment    OC 

Affective organizational commitment   AOC 

Normative organizational commitment  NOC 

Continuance organizational commitment  COC 

 

Part 1: Model testing of the causal relationships of the factors that have an 

influence on employee performance and turnover intention 

The analysis in this part is divided into different steps. The first step consists of 

testing the conditions related to the relationships among the variables in order to avoid 

multicollinearity (when the variables are highly linearly related), which will lead to 

analyses with highly erroneous results that will not be credible. Pearson’s product 

moment correlation coefficient was used. The relationships among the variables 

should not have values exceeding 0.80. The results of the analyses can be found in 

Table 4.4.   

Correlation effect size benchmark ทรงศกัด์ิ (2556)  

± 0.10 to ± 0.29 This means that there is a very insubstantial or small 

correlation. 

± 0.30 to ± 0.49 This means that there is a moderate correlation. 

± 0.50 to ± 1.00 This means that there is a high correlation. 

 

According to Table 4.4, it can be seen that the internal relationships within the 

latent variables have a correlation coefficient value between 0.36 and 0.74, which 

means that there is a moderate to strong relationship. When considering each latent 

variable individual, it was found that the components for employee performance had a 

correlation coefficient value between 0.61 and 0.74, which means that there is a 

strong relationship. The components for organizational commitment had a correlation 

coefficient value between 0.41 and 0.73, which means that there is a moderate to 

strong relationship (but there is mainly a strong relationship). The components for 

corporate social responsibility had a correlation coefficient value of 0.36, which 

means that there is a moderate relationship. The components for communication had a 

correlation coefficient value between 0.47 and 0.72, which means that there is a 
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moderate to strong relationship (but there is mainly a strong relationship). The 

variables for turnover intention, leader-member es, and job satisfaction were observed 

variables; therefore, they did not have any components.  

When considering the relationships of the components (observed variables) 

between the latent variables, it was found that there was a correlation coefficient value 

between 0.14 – 0.68 (without considering the direction of the relationships). This 

means that the relationship ranges from weak to strong. However, all pairs had a 

relationship that was statistically significant at the 0.1 level. In addition, it is unlikely 

that any pairs would suffer from a multicollinearity problem.  



 

 

    

1
2
4
 

Table 4.4  Correlation coefficient among variables in the causal relationship model for the factors that have an influence on employee 

performance and turnover intention 

 
Variables AP CP TP TI JS AOC NOC COC LMX PerCSR ParCSR DC SubC SharC EC RC 

AP 1.00                

CP .74** 1.00               

TP .61** .69** 1.00              

TI -.34** -.30** -.25** 1.00             

JS .58** .59** .53** -.44** 1.00            

AOC .57** .52** .50** -.44** .67** 1.00           

NOC .57** .43** .48** -.47** .58** .73** 1.00          

COC .36** .31** .37** -.26** .43** .41** .60** 1.00         

LMX .47** .48** .42** -.32** .67** .45** .43** .31** 1.00        

 PerCSR .51** .48** .41** -.36** .57** .54** .50** .28** .40** 1.00       

 ParCSR .32** .19** .35** -.17** .35** .34** .37** .38** .26** .36** 1.00      

DC .40** .57** .39** -.22** .59** .39** .31** .24** .67** .39** .14** 1.00     

SubC .40** .48** .42** -.21** .54** .42** .33** .29** .60** .42** .23** .60** 1.00    

SharC .43** .49** .38** -.28** .62** .44** .39** .28** .68** .43** .26** .69** .65** 1.00   

EC .44** .50** .39** -.20** .53** .43** .37** .26** .52** .42** .21** .61** .47** .61** 1.00  

RC .40** .51** .36** -.32** .61** .43** .35** .25** .61** .41** .18** .70** .54** .68** .72** 1.00 

X  4.03 4.23 4.02 2.46 4.06 4.00 3.73 3.65 4.11 4.13 3.44 4.30 4.14 4.13 4.12 4.22 

SD 0.54 0.48 0.52 0.89 0.55 0.70 0.84 0.82 0.53 0.62 0.94 0.53 0.52 0.62 0.58 0.57 

 

Note: ** represents a statistically significance level of 0.01 
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Taking into consideration the relationships among the components, whether it is 

the internal relationships among the same latent variables or among the latent 

variables, it was found that there were relationships with a statistically significance 

level of 0.01, which revealed that there were appropriate relationships in order for 

further analysis to be carried out using structural equation modeling in the subsequent 

step.     

  

 

 

Figure 4.11   Causal relationship model of the factors that have an influence on 

employee performance and turnover intention 

 

Figure 4.11 reveals that the final dependent variable, which is turnover 

intention, is a variable that does not have a component. As result, there was an 

obstacle when attempting to carry out an analysis using structural equation modeling 

by using the maximum likelihood type of mode estimation method. However, it does 

not matter whether the other variables have or do not have components. What is 

important is that in the overall picture of the model, it cannot have the characteristic 

of an under-identified model. As a result, the researcher solved this problem by using 
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the questions or the indicator related to turnover intention as components while 

carrying out the analysis. There was a total of six questions, but questions with a 

correlation above 0.80 were combined. Doing so helped the research avoid a 

multicollinearity problem. Hence, there were four components left for the analysis, as 

outlined in Figure 4.12  

 

 

 

Figure 4.12   Causal relationship model of the factors that had an influence on 

employee performance and turnover intention following adjustments to 

make the model suitable for statistical analysis 

 

For the analysis of the causal relationship model of factors that had an influence 

on employee performance and turnover intention, the researcher started by first 

verifying the model fit and then analyzing the statistical correlation of the various 

factors.  
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4.3.1 Results of the Model Fit Test 

The first step that the researcher took was to verify the model fit in order 

to determine if the model that the researcher developed had a goodness of fit with the 

empirical data by using the fit index. In the second step, the researcher determined the 

quality of the parameters in the model by considering the degree to which the factors 

selected for this research study could together be used to explain the variance of the 

variables employee performance and turnover intention, which would shed light on 

internal validity. Details of the analysis can be found in the following sections. 

 

 
 

Figure 4.13  Internal parameters in the causal relationship model for the factors that 

had an influence on employee performance and turnover intention 

Chi-squared = 297.07, df = 113, p-value = 0.00, RMSEA = 0.05 

 

Table 4.5 provides details on the goodness of fit test of the causal 

relationship model for the factors that had an influence on employee performance and 

turnover intention. The indices used for the analysis were divided into three groups: 

(1) absolute fit indices, (2) incremental fit indices, and (3) parsimonious. It was found 

CSR

PerCSR 

ParCSR 

LMX 

Com

SubC 

EC 

SharC 

RC 

DC 

OC

NOC COC AOC 

EP CP 

AP 

JS 

TP 

TI

TI2 

TI1 

TI3 

TI4 

0.40 

0.76 

0.36 

0.47 

0.39 

0.38 

0.24 

0.11 0.14 0.59 

0.24 

0.24 

0.38 

0.32 

0.11 

0.31 

0.15 

0.87 

0.87 

0.79 

0.82 

0.94 

0.83 

0.92 

0.78 

0.49 

0.8O 

0.73 

0.78 

0.78 

0.87 

0.94 0.93 0.64 

-0.28 

0.25 

0.31 

0.26 

0.13 

0.43 

0.24 

0.65 

0.34 

R2=0.66 

R2=0.61 

R2=0.28 

R2=0.53 

-0.32 



128 

 

    

that the first group of indices, absolute fit indices, was composed of the normed chi-

squared index, which had a value equal to 2.63, the GFI index, which had a value 

equal to 0.96, the RMSEA index, which had a value equal to 0.05, and the SRMR 

index which, had a value equal to 0.03. If can be concluded that the indices in the first 

group all passed the criteria for the goodness of fit test. The indices for the second 

group, the incremental fit indices, were composed of the NFI index, which had a 

value equal to 0.99, and the CFI index, which had a value equal to 0.99. It can be 

concluded that all indices in the second group passed the criteria for the goodness of 

fit test. Finally, the third group, the parsimonious fit indices, was composed of the 

AGFI index, which had a value equal to 0.93. It can be concluded that the third group 

also passed the goodness of fit test. Overall, all of the indices that have been evaluated 

passed the goodness of fit test. This means that the causal relationship model for 

factors that had an influence on employee performance and turnover intention was 

consistent with the empirical data in the population group which the researcher was 

interested in studying. 

 

Table 4.5  Model fit test of the causal relationship model of factors that had an 

influence on employee performance and turnover intention 

 

Goodness of fit statistics Index in the model 

Chi-squared (
2χ ) is significant 

 297.07 (.00) 

Absolute fit measures  

   Normed chi-squared ( /dfχ 2  3) 
2.63 

   GFI (  0.90) 
0.96 

   RMSEA (< 0.07) 0.05 

   SRMR (< 0.08) 0.03 

Incremental fit indices  

   NFI ( 0.90) 
0.99 

   CFI (> 0.92) 0.99 

Parsimony fit indices  
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Goodness of fit statistics Index in the model 

   AGFI (  0.85) 
0.93 

 

Source: Schermelleh-Engel, Moosbrugger, and Muller (2003). Hair et al. (2010).  

 

4.3.2 Overall Results of the Statistical Analysis 

Overall, the quality of the parameters in the model appears in detail in 

Table 4.6. It was found that all of the variables in the causal relationship model had an 

influence on employee performance and turnover intention with a statistically 

significance level of 0.01. 

The purpose of this research was to identify the factors that had an 

influence on employee performance and turnover intention which were the dependent 

variables that the researcher was interested in studying. The researcher used the 5 

variables—organizational commitment, leader-member exchange, job satisfaction, 

corporate social responsibility, and communication—to explain the effect on 

employee performance and turnover intention. The results of the statistical analysis 

are summarized in the following paragraphs.  

From Table 4.6, when considering employee performance, which was 

the dependent variable, it was found that all of the factors that were studied had a total 

effect (TE) on Employee Performance with a statistically significance level of 0.01. 

The variable with the greatest effect was communication, followed by organizational 

commitment and corporate social responsibility, with an effect size in a positive 

direction equal to 0.37, 0.34 and 0.33 respectively. This is consistent with the results 

of research conducted by Chaudhary (2017), who found that employees will put high 

effort into their work in order to achieve a high performance level if they are aware 

that their organization has organized a corporate social responsibility program. The 

variable with the least effect was leader-member exchange, which had an effect size 

in a negative direction equal to 0.11. As for Turnover Intention, the present study 

found that all of the variables had a total effect (TE) on Turnover Intention, with the 

statistical significance level equal to 0.01. The variable that had the highest level of 

total effect was corporate social responsibility, followed by organizational 

commitment and job satisfaction, with the statistical significance level equal to 0.33, 



130 

 

    

0.32 and 0.28 respectively. The variable that had the lowest level of total effect was 

communication, with a statistical significance level equal to 0.07. 

In terms of direct effect (DE) on employee Performance, it was found 

that the variables with the most direct effect were organizational commitment, 

followed by communication and job satisfaction, which had an effect size of influence 

with a positive direction equal to 0.34, 0.31 and 0.25 respectively. If we consider the 

indirect effect (IE) on employee performance, it can be found that the variables that 

had the highest indirect effect were corporate social responsibility followed by leader-

member exchange, with an effect size that had a positive direction of 0.33 and 0.11 

respectively. These indirect effects passed the effect to employee performance 

through organizational commitment and job satisfaction. This is consistent with the 

results of research conducted by Kacmar et al. (2003), which found that leader-

member exchange is a variable that can have an indirect effect on employee 

performance. communication passed the effect to employee performance through job 

satisfaction with an effect size in a positive direction equal to 0.06. In summary, all of 

the factors combined helped to explain the variance of employee performance at 61%.  
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Table 4.6  Direct effects, indirect effects, total effects, and coefficient of determination (R2) in the causal relationship model for the  

factors that had an influence on employee performance and turnover intention 

 

Factor 

Internal latent variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 

- - - - - - 
0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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In terms of turnover intention (IT), which was the dependent variable, it 

was found that all of the factors studied had a total effect on turnover intention with a 

statistically significance level of 001. The variables with a high total effect were 

corporate social responsibility, followed by organizational commitment and job 

satisfaction, which have an effect size with a negative direction of 0.33, 0.32, and 0.28 

respectively. The variable with the lowest effect was communication, which had an 

effect size with a negative direction of 0.07. 

When considering the direct effects, it was found that the variables with 

the most direct effects on turnover intention were organizational commitment and job 

satisfaction, which had an effect size with a negative direction of 0.32 and 0.28 

respectively. This is consistent with the results from research conducted by Holston-

Okae (2017), which found that job satisfaction and organizational commitment are the 

variables that can have an effect on turnover intention. As for the indirect effects on 

turnover intention, it was found that the variables that had the highest indirect effects 

on turnover intention were corporate social responsibility and leader-member 

exchange, which had an effect size with a negative direction of 0.33 and 0.12 

respectively, passing the effects through organizational commitment and job 

satisfaction to turnover intention. This is consistent with the result of research 

conducted by Kang et al. (2011), which found that the quality of the leader-member 

exchange can have an effect on turnover intention through organizational 

commitment. In addition, it was also found that communication passed the effect 

through job satisfaction to turnover intention, which had an effect size with a negative 

direction of 0.7. Regarding the effect of communication on job satisfaction, the results 

of this research are consistent with the results of research conducted by S. A. Smith et 

al. (2018), which found that all types of communication, including extraversion 

communication, openness communication, agreeableness communication, and 

conscientiousness communication, can also have a positive effect on job satisfaction. 
In summary, all of the factors combined were able to explain the variance of turnover 

intention at 28%. 

In summary, it was found that the set of variables in the causal 

relationship model that had an influence on employee performance and turnover 

intention could explain employee performance better than turnover intention. 
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4.3.3 Results of the Statistical Data Analysis According to the Research 

Hypotheses 

This study has 18 research hypotheses, which can be divided into 12 

main research hypotheses and 6 sub-research hypotheses as follows: 

(1) Main Hypotheses 

H1: There is a positive and indirect relationship between 

leader-member exchange and employee performance through job satisfaction. 

 H2: There is a positive and indirect relationship between 

leader-member exchange and employee performance through organizational 

commitment. 

H3: There is a negative and indirect relationship between 

leader-member exchange and turnover intention through job satisfaction. 

H4: There is a negative and indirect relationship between 

leader-member exchange and turnover intention through organizational commitment. 

H5: There is a positive and indirect relationship between 

corporate social responsibility and employee performance through job satisfaction. 

H6: There is a negative and indirect relationship between 

corporate social responsibility and employee performance through organizational 

commitment. 

H7: There is a negative and indirect relationship between 

corporate social responsibility and turnover intention through job satisfaction. 

H8: There is a negative and indirect relationship between 

corporate social responsibility and turnover intention through organizational 

commitment. 

H9: There is a positive and indirect relationship between 

communication and employee performance through job satisfaction. 

H10: There is a positive and indirect relationship between 

communication and employee performance through organizational commitment. 

H11: There is a negative and indirect relationship between 

communication and turnover intention through job satisfaction. 

H12: There is a negative and indirect relationship between 

communication and turnover intention through organizational commitment. 



134 

 

    

(2) Sub-hypotheses 

H1a: There is a positive and direct relationship leader-member 

exchange and employee performance. 

H1b: There is a negative and direct relationship between 

leader-member exchange and turnover intention. 

H2a: There is a positive and direct relationship between 

corporate social responsibility and employee performance.  

H2b: There is a negative and direct relationship between 

corporate social responsibility and turnover Intention. 

H3a: There is a positive and direct relationship between 

communication and employee performance. 

H3b: There is a negative and direct relationship between 

communication and turnover intention.  
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Table 4.7  Hypothesis H1: There is a positive and indirect relationship between leader-member exchange and employee performance 

through job satisfaction 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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From Table 4.7, it can be seen that leader-member exchange and job 

satisfaction had a direct effect with an effect size of 0.26, while leader-member 

exchange and employee performance had an indirect effect with an effect size of 0.11. 

As a result, it can be concluded that leader-member exchange has an effect on 

employee performance through job satisfaction. 



 

 

    

1
3
7
 

Table 4.8  Hypothesis H2: There is a positive and indirect relationship between leader-member exchange and employee performance 

through organizational commitment 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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From Table 4.8, it can be seen that leader-member exchange and 

organizational commitment had a direct effect with an effect size of 0.13 while leader-

member exchange and employee performance had an indirect effect with an effect 

size of 0.11. As a result, it can be concluded that leader-member exchange has an 

indirect effect on employee performance through organizational commitment.  
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Table 4.9  Hypothesis H3: There is a negative and indirect relationship between leader-member exchange and turnover intention through 

job satisfaction 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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From Table 4.9, it can be seen that leader-member exchange and job 

satisfaction had a direct effect with an effect size of 0.26, while leader-member 

exchange and turnover intention had an indirect effect with an effect size of 0.12. As a 

result, it can be concluded that leader-member exchange has an indirect effect on 

turnover intention through job satisfaction.  
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Table 4.10  Hypothesis H4: There is a negative and indirect relationship between leader-member exchange and turnover intention 

through organizational commitment 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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From Table 4.10, it can be seen that leader-member exchange and 

organizational commitment had a direct effect with an effect size of 0.13 while leader-

member exchange and turnover intention had an indirect effect with an effect size of 

0.12. As a result, it can be concluded that leader-member exchange has an indirect 

effect on turnover intention through organizational commitment. This is consistent 

with the result from research conducted by Kang et al. (2011), which found that 

leader-member exchange can have an indirect effect on turnover intention through 

organizational commitment. 
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Table 4.11  Hypothesis H5: There is a positive and indirect relationship between corporate social responsibility and employee 

performance through job satisfaction 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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From Table 4.11, it can be seen that corporate social responsibility and 

job satisfaction had a direct effect with an effect size of 0.43, while corporate social 

responsibility and employee performance had an indirect effect with an effect size of 

0.33. As a result, it can be concluded that corporate social responsibility has an 

indirect effect on employee performance through job satisfaction. This is different 

from the results from research conducted by Chaudhary (2018), which found that 

perception of the organization’s corporate social responsibility can have a direct effect 

on employee performance. 
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Table 4.12  Hypothesis H6: There is a negative and indirect relationship between corporate social responsibility and employee 

performance through organizational commitment 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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From Table 4.12, it can be seen that corporate social responsibility and 

organizational commitment had a direct effect with an effect size of 0.65, while 

corporate social responsibility and employee performance had an indirect effect with 

an effect size of 0.33. As a result, it can be concluded that corporate social 

responsibility has an indirect effect on employee performance through organizational 

commitment. This is different from the research of Chaudhary (2017), which found 

that corporate social responsibility can have a direct effect on employee performance. 

Such corporate social responsibility includes corporate social responsibility toward 

social and non-social stakeholders, corporate social responsibility toward employees, 

corporate social responsibility toward customers, and corporate social responsibility 

toward government. 
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Table 4.13  Hypothesis H7: There is a negative and indirect relationship between corporate social responsibility and turnover intention 

through job satisfaction 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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From Table 4.13, it can be seen that corporate social responsibility and 

job satisfaction had a direct effect with an effect size of 0.43, while corporate social 

responsibility and turnover intention had an indirect effect with an effect size of 0.33. 

As a result, it can be concluded that corporate social responsibility has an indirect 

effect on turnover intention through job satisfaction.   
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Table 4.14  Hypothesis H8: There is a negative and indirect relationship between corporate social responsibility and turnover intention 

through organizational commitment 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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From Table 4.14, it can be seen that corporate social responsibility and 

organizational commitment had a direct effect with an effect size of 0.65, while 

corporate social responsibility and turnover intention had an indirect effect with an 

effect size of 0.33. As a result, it can be concluded that corporate social responsibility 

has an indirect effect on turnover intention through organizational commitment. This 

is consistent with the results of many research studies. The first research study is one 

that was conducted by Chaudhary (2017), which found that the perception of 

corporate social responsibility can have an indirect effect on turnover intention. The 

second research study was conducted by Hollingworth and Valentine (2014), which 

found that the perception of corporate social responsibility can have an indirect effect 

on turnover intention through organizational commitment. The third research study 

was conducted by J. Kim et al. (2016), which found that corporate social 

responsibility can have an indirect effect on turnover intention through organizational 

commitment.  
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Table 4.15  Hypothesis H9: There is a positive and indirect relationship between communication and employee performance through job 

satisfaction 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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From Table 4.15, it can be seen that communication and job satisfaction 

had a direct effect with an effect size of 0.24, while communication and employee 

performance had a direct effect and an indirect effect with an effect size for the direct 

effect of 0.31 and an effect size for the indirect effect of 0.06. As a result, it can be 

concluded that communication has both a direct and indirect effect on employee 

performance. The indirect effect sends the effect through job satisfaction.  
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Table 4.16  Hypothesis H10: There is a positive and indirect relationship between communication and employee performance through 

organizational commitment 

  

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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From Table 4.16, it can be seen that communication and organizational 

commitment did not have a direct effect or an indirect effect, while communication 

and employee performance had a direct effect and an indirect effect with an effect size 

for the direct effect of 0.31 and an effect size for the indirect effect of 0.06. As a 

result, it can be concluded that communication has both a direct effect and indirect 

effect on employee performance. There is no effect with organizational commitment 

which is a mediating variable.   
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Table 4.17  Hypothesis H11: There is a negative and indirect relationship between communication and turnover intention through job 

satisfaction 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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According to Table 4.17, it can be seen that communication and job 

satisfaction had a direct effect with an effect size of 0.24, while communication and 

turnover intention had an indirect effect with an effect size of 0.07. As a result, it can 

be concluded that communication has an indirect on turnover intention through job 

satisfaction.  
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Table 4.18  Hypothesis H12: There is a negative and indirect relationship between communication and turnover intention through 

organizational commitment 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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From Table 4.18, it can be seen that communication and organizational 

commitment did not have a direct effect or an indirect effect, while communication 

and turnover intention had an indirect effect with a total effect size of 0.07. As a 

result, it can be concluded that communication has an indirect on turnover intention 

without an effect on organizational commitment, which is a mediating variable.  

In addition, it was also found that job satisfaction had an effect on and 

could send its effect directly to employee performance and turnover intention, with an 

effect size of 0.25 and 0.28, respectively, as shown in Table 4.19.  
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Table 4.19  Statistical analytical results for the relationship and effect that job satisfaction has on employee performance and turnover 

intention 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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From Table 4.20, it was found that organizational commitment had a 

relationship and a direct effect on employee performance and turnover intention with 

an effect size of 0.34 and 0.32 respectively.   
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Table 4.20  Statistical analytical results for the relationship and effect that organizational commitment has on employee performance and 

turnover intention 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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Apart from the 12 main research hypotheses mentioned above, this 

research also had a total of six sub-hypotheses whose statistical relationships are 

analyzed below. 

From Table 4.21, it can be seen that leader-member exchange only had 

an indirect effect on employee performance with an effect size of 0.11. They did not 

have a direct effect. This is different from the results of research that was conducted 

by Law et al. (2000) and (Ali, 2014), which found that leader-member exchange can 

have an effect on employee performance.  
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Table 4.21  Hypothesis H1a: There is a positive and direct relationship leader-member exchange and employee performance 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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From Table 4.22, it can be seen that leader-member exchange and 

turnover intention only had an indirect effect with an effect size of 0.12. They did not 

have a direct effect. This is different from the results of research conducted by Kang 

et al. (2011), which found that leader-member exchange can have a direct negative 

effect on turnover intention. 

 



 

 

    

1
6
5
 

Table 4.22  Hypothesis H1b: There is a negative and direct relationship between leader-member exchange and turnover intention 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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From Table 4.23, it can be seen that corporate social responsibility and 

employee performance only had an indirect effect with an effect size of 0.33. They 

did not have a direct effect. This is consistent with the results of study conducted by 

Chaudhary (2018), which found that the employee’s perception of the company’s 

corporate social responsibility program can have an effect on employee performance.  
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Table 4.23  Hypothesis H2a: There is a positive and direct relationship between corporate social responsibility and employee 

performance 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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From Table 4.24, it can be seen that corporate social responsibility and 

turnover intention only had an indirect effect with an effect size of 0.33. They did not 

have a direct effect.  
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Table 4.24  Hypothesis H2b: There is a negative and direct relationship between corporate social responsibility and turnover intention 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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From Table 4.25, it can be seen that communication and employee 

performance only had a direct effect and an indirect effect. For the direct effect, the 

effect size was 0.31. For the indirect effect, the effect size was 0.06.  
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Table 4.25  Hypothesis H3a: There is a positive and direct relationship between communication and employee performance 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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From Table 4.26, it can be seen that communication and turnover 

intention did not have a direct effect, but they had an indirect effect with an effect size 

of 0.07. This is different from the results of conducted by Apker et al. (2009), which 

found that communication to promote team synergy can have a direct effect on 

turnover intention.  
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Table 4.26  Hypothesis H3b: There is a negative and direct relationship between communication and turnover intention 

 

Factor 

Internal Latent Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LMX 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:   ** refers to a statistically significance level of 0.01; values that appear in (  ) are standard errors 
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In summary, the statistical relationships of the various factors mentioned 

above are summarized in Table 4.27. 

 

Table 4.27  Summary of statistical relationship  

 
Independent variable Mediating variable Dependent 

variable 

Statistical 

relationship 

Leader-member 

exchange 

Job satisfaction Employee 

performance 

Accepted (+) 

Leader-member 

exchange 

Organizational 

commitment 

Employee 

performance 

Accepted (+) 

Leader-member 

exchange 

Job satisfaction Turnover 

intention 

Accepted (-) 

Leader-member 

exchange 

Organizational 

commitment 

Turnover 

intention 

Accepted (-) 

Corporate social 

responsibility 

Job satisfaction Employee 

performance 

Accepted (+) 

Corporate social 

responsibility 

Organizational 

commitment 

Employee 

performance 

Accepted (+) 

Corporate social 

responsibility 

Job satisfaction Turnover 

intention 

Accepted (-) 

Corporate social 

responsibility 

Organizational 

commitment 

Turnover 

intention 

Accepted (-) 

Communication Job satisfaction Employee 

performance 

Accepted (+) 

Communication Organizational 

commitment 

Employee 

performance 

Rejected 

Communication Job satisfaction Turnover 

intention 

Accepted (-) 

Communication Organizational 

commitment 

Turnover 

intention 

Rejected 

Leader-member - Employee Rejected 
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Independent variable Mediating variable Dependent 

variable 

Statistical 

relationship 

exchange performance 

Leader-member 

exchange 

- Turnover 

intention 

Rejected 

Corporate social 

responsibility 

- Employee 

performance 

Rejected 

Corporate social 

responsibility 

- Turnover 

intention 

Rejected 

Communication - Employee 

performance 

Accepted (+) 

Communication - Turnover 

intention 

Rejected 

 

Note: Symbol in parentheses ( ) indicates the relationship direction 

 

Apart from the results of the analysis of the causal relationship model of 

the factors that had an influence on employee performance and turnover intention 

mentioned above, the researcher believes that the contexts of the different location of 

the offices, one in Khon Kaen and the other in Bangkok, may also impact the 

approaches and perspectives of the employees. As a result, the design of the 

management patterns may also have differed in order to reflect the distinct contexts of 

the two locations. As a result, the researcher conducted further analyses by testing the 

invariance of the causal relationship model of factors that would have an influence on 

the employee performance and turnover intention of employees working in Bangkok 

and Khon Kaen. The following paragraphs outline the findings of this test. 

  The testing of the invariance of the causal relationship model of the 

factors that had an influence on employee performance and Turnover Intention 

between employees working in Bangkok and Khon Kaen involved two steps. The first 

step involved testing whether the two research populations had the same model form. 

In the second step, the values of the parameters of the two population groups were 

examined to see if they differed. If the tests revealed that the two population groups 
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had the model form and if the values of the parameters in the model did not differ, this 

would mean that there was no invariance between the two groups being studied as 

part of the causal relationship model of the factors that have an influence on employee 

performance and turnover intention. 

 Step One – Testing the model form that aims to prove whether the two 

population groups were similar in various aspects as follows: 

 (1) Number of variables in the model 

 (2) The structure of the causal relationships among the variables, and 

 (3) The matrix form and the matrix mode  

 In summary, this first step involves proving whether the form of the 

models of the two population groups were the same by considering the goodness of 

fit. The data were divided into two groups and then were analyzed together. The 

results of the analysis can be seen in Figures 4.13 and 4.14. 
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Model Group 1 Employees working in the Bangkok office 

 

Model Group 2 Employees working in the Khon Kaen office 

Overall Chi-squared = 423.45, df = 224, P-value = 0.00, RMSEA = 0.05 

 

Figure 4.14   The values of the parameters in the causal relationship model of the 

factors that have an influence on employee performance and turnover 

intention between employees working in the Bangkok office and 

employees working in the Khon Kaen office 

 

 

Model group 1 Employees working in the Bangkok office 

 

 

Model group 2 Employees working in the Khon Kaen office 

Overall Chi-Square = 423.45, df = 224, P-value = 0.00, RMSEA = 0.05 
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Table 4.28  The values of the goodness-of-fit indices for the causal relationship model 

of the factors that have an influence on employee performance and 

turnover intention in order to test the invariance 

 

Goodness of fit statistics Index 

Chi-squared (
2χ )   423.45 (.00) 

Absolute fit measures  

   Normed chi-squared ( /dfχ 2  3) 
1.89 

   RMSEA (< 0.07) 0.05 

   SRMR (< 0.08) Group 1 0.03 

   SRMR (< 0.08) Group 2 0.04 

   GFI ( 0.90) Group 1 
0.95 

   GFI ( 0.90) Group 2 
0.93 

Incremental fit indices  

   NFI ( 0.90) 
0.98 

   CFI (> 0.92) 0.99 

 

From Table 4.28, it can be seen that the first indices group, which was 

composed of normed chi-squared, GFI, RMSEA, and SRMR, passed the goodness of 

fit test criteria. Moreover, the second indices group, which was composed of NFI and 

CFI, also passed the goodness for fitness test criteria. Thus, it can be concluded that 

all of the indices that were used in the assessment passed the goodness for fitness test. 

In other words, the causal relationship model of the factors that had an influence on 

employee performance and turnover intention of employees that were working in the 

office in Bangkok and employees that were working in the office in Khon Kaen had 

sufficient variables in the model in the matrix form and the matrix mode in the same 

form. This means that the pattern of the demographic model for the two population 

groups had the same characteristics. 

The second step involved the testing of the values of the parameters in 

the model with the aim of proving whether the parameters within the model of the two 
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population groups were different. This research tested a total of eight matrices by 

beginning with the invariance of the matrix parameters with the least restrictions, all 

the way to the matrix parameters with the most restrictions (นงลกัษณ ์วิรชัชยั, 2542). This 

involved using hypotheses in the invariance testing of the values of the parameters in 

a hierarchical linear manner as follows: 

 

T

he 

result

s of 

the 

invari

ance 

testin

g of 

the 

value

s of the parameters within the causal relationship model of the factors that had an 

influence on employee performance and turnover intention between employees that 

worked in the office in Bangkok and the employees that worked in the office in Khon 

Kaen. Details are demonstrated in Table 4.29. 

Hypothesis 1:  H0 ( x ) 

Hypothesis 2:  H0 ( x y ) 

Hypothesis 3:  H0 ( x y  ) 

Hypothesis 4:  H0 ( x y   ) 

Hypothesis 5:  H0 ( x y    ) 

Hypothesis 6:  H0 ( x y     ) 

Hypothesis 7:  H0 ( x y      ) 

Hypothesis 8:  H0 ( x y       ) 
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Table 4.29 Results of the invariance test and the goodness of fit test indices 
Hypothesis Parameter Test  Fit Index 

% Contribution to chi-squared    

     Urban (40.48%) 2χ   df  
2χ  Δdf   p-value Invariance RMSEA NFI CFI GFI(1) GFI(2) SRMR(1) SRMR(2) 

     Rural (59.52%) 

Initial Model (Model Form) 423.45 224 - -  - - 0.05 0.98 0.99 0.95 0.93 0.03 0.04 

Hypothesis 1: H0( x ); LX = IN 426.04 229 2.59 5 0.76 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

Hypothesis 2: H0( x y ); LY = IN 453.16 236 27.12 7 0.00** Difference 0.05 0.98 0.99 0.94 0.93 0.04 0.05 

LY(7,3) 426.05 230 0.01 1 0.92 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

LY(7,3)LY(9,4) 425.96 231 0.09 1 0.76 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

LY(7,3)LY(9,4)LY(10,4) 426.06 232 0.10 1 0.75 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

LY(7,3)LY(9,4)LY(10,4)LY(11,4) 430.34 233 4.28 1 0.04* Difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

LY(7,3)LY(9,4)LY(10,4)LY(3,2) 430.21 233 4.15 1 0.04* Difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

LY(7,3)LY(9,4)LY(10,4)LY(6,3) 439.15 233 13.09 1 0.00** Difference 0.05 0.98 0.99 0.94 0.93 0.04 0.05 

LY(7,3)LY(9,4)LY(10,4)LY(4,2) 434.19 233 8.13 1 0.00** Difference 0.05 0.98 0.99 0.94 0.93 0.04 0.05 

Hypothesis 3: H0( x y  ); TD = IN 453.12 239 27.06 7 0.00** Difference 0.05 0.98 0.99 0.94 0.93 0.04 0.05 

TD(8,8) 426.05 233 0.01 1 0.92 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

TD(8,8)TD(4,4) 425.92 234 0.13 1 0.72 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

TD(8,8)TD(4,4)TD(7,7) 425.97 235 0.05 1 0.82 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

TD(8,8)TD(4,4)TD(7,7)TD(6,6) 425.77 236 0.20 1 0.65 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

TD(8,8)TD(4,4)TD(7,7)TD(6,6)TD(2,2) 426.22 237 0.45 1 0.51 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

TD(8,8)TD(4,4)TD(7,7)TD(6,6)TD(2,2)TD(5,5) 440.72 238 14.50 1 0.00** Difference 0.05 0.98 0.99 0.94 0.93 0.04 0.05 

TD(8,8)TD(4,4)TD(7,7)TD(6,6)TD(2,2)TD(3,3) 438.62 238 12.40 1 0.00** Difference 0.05 0.98 0.99 0.94 0.93 0.04 0.05 
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Hypothesis Parameter Test  Fit Index 

% contribution to chi-squared    

      Urban (40.48%) 2χ   df  
2χ  Δdf   p-value Invariance RMSEA NFI CFI GFI(1) GFI(2) SRMR(1) SRMR(2) 

    Rural (59.52%) 

Hypothesis 4: H0( x y   ); TE = 

IN 

481.07 247 54.85 10 0.00** Difference 0.05 0.98 0.99 0.94 0.92 0.04 0.05 

TE(7,7) 426.51 238 0.29 1 0.59 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

TE(7,7)TE(8,8) 427.84 239 1.33 1 0.25 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

TE(7,7)TE(8,8)TE(11,11) 428.97 240 1.13 1 0.29 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

TE(7,7)TE(8,8)TE(11,11)TE(9,9) 430.26 241 1.29 1 0.26 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

TE(7,7)TE(8,8)TE(11,11)TE(9,9)TE(5,5) 435.59 242 5.33 1 0.02* Difference 0.05 0.98 0.99 0.95 0.93 0.04 0.05 

TE(7,7)TE(8,8)TE(11,11)TE(9,9)TE(10,10) 442.21 242 11.95 1 0.00** Difference 0.05 0.98 0.99 0.95 0.92 0.04 0.05 

TE(7,7)TE(8,8)TE(11,11)TE(9,9)TE(4,4) 435.72 242 5.46 1 0.02* Difference 0.05 0.98 0.99 0.95 0.93 0.04 0.05 

TE(7,7)TE(8,8)TE(11,11)TE(9,9)TE(6,6) 452.22 242 21.96 1 0.00** Difference 0.05 0.98 0.99 0.95 0.92 0.04 0.05 

TE(7,7)TE(8,8)TE(11,11)TE(9,9)TE(3,3) 435.76 242 5.50 1 0.02* Difference 0.05 0.98 0.99 0.95 0.93 0.04 0.05 

TE(7,7)TE(8,8)TE(11,11)TE(9,9)TE(2,2) 434.29 242 4.03 1 0.04* Difference 0.05 0.98 0.99 0.95 0.93 0.04 0.05 

Hypothesis 5: H0( x y    ); 

BE = IN 

443.76 245 13.50 4 0.01** Difference 0.05 0.98 0.99 0.94 0.93 0.04 0.04 

BE(4,2) 431.13 242 0.87 1 0.35 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

BE(4,2)BE(4,1) 433.56 243 2.43 1 0.12 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

BE(4,2)BE(4,1)BE(3,2) 438.76 244 5.20 1 0.02* Difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

BE(4,2)BE(4,1)BE(3,1) 440.90 244 7.34 1 0.01** Difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 
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Hypothesis Parameter Test  Fit Index 

% Contribution to Chi-Square    

          Urban (40.48%) 
2χ   df  

2χ  Δdf   
p-

value 
Invariance RMSEA NFI CFI GFI(1) GFI(2) SRMR(1) SRMR(2) 

       Rural (59.52%) 

Hypothesis 6: H0( x y    

); GA = IN 

445.82 249 12.26 6 0.06 No difference 0.05 0.98 0.99 0.95 0.93 0.03 0.04 

Hypothesis 7: H0( x y    

 ); PH = IN 

471.86 255 26.04 6 0.00** Difference 0.05 0.98 0.99 0.94 0.92 0.05 0.06 

PH(1,1) 446.15 250 0.33 1 0.57 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

PH(1,1)PH(3,3) 446.61 251 0.46 1 0.50 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

PH(1,1)PH(3,3)PH(2,1) 447.57 252 0.96 1 0.33 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

PH(1,1)PH(3,3)PH(2,1)PH(3,2) 447.71 253 0.14 1 0.71 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

PH(1,1)PH(3,3)PH(2,1)PH(3,2)PH(2,2) 458.50 254 10.79 1 0.00** Difference 0.05 0.98 0.99 0.94 0.92 0.05 0.06 

PH(1,1)PH(3,3)PH(2,1)PH(3,2)PH(3,1) 462.35 254 14.64 1 0.00** Difference 0.05 0.98 0.99 0.94 0.92 0.05 0.06 

Hypothesis 8: H0( x y    

 ); PS = IN 

459.74 257 12.03 4 0.02* Difference 0.05 0.98 0.99 0.94 0.93 0.05 0.05 

PS(1,1) 447.51 254 0.20 1 0.65 No difference 0.05 0.98 0.99 0.94 0.93 0.04 0.05 

PS(1,1)PS(4,4) 448.00 255 0.49 1 0.48 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

PS(1,1)PS(4,4)PS(3,3) 450.71 256 2.71 1 0.10 No difference 0.05 0.98 0.99 0.95 0.93 0.04 0.04 

PS(1,1)PS(4,4)PS(3,3)PS(2,2) 459.74 257 9.03 1 0.00** Difference 0.05 0.98 0.99 0.94 0.93 0.05 0.05 

Note: * means statistically significant at the .05 level; ** means statistically significant at the .01 level 
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Table 4.29 demonstrates details on the results of the invariance test 

within the causal relationship model of the factors that had an influence on employee 

performance and turnover intention between employees that worked in the office in 

Bangkok and employees that worked in the office in Khon Kaen. The test involved a 

total of eight hypotheses. The test began with Hypothesis 1, and the testing process 

for each hypothesis is explained in the following paragraphs. 

1) Set all values of the parameters in the matrices to be equivalent for all 

population groups with the IN command. If the results revealed that the chi-squared 

value changed insignificantly, this meant that the values of the parameters in those 

matrices did not change within the groups. Next, subsequent hypotheses were tested 

until all eight hypotheses were tested.   

2) If it was found that the chi-squared value changed significantly, each 

value was tested individually by setting the values of the parameters to be equivalent 

for all population groups. This verified which values of the parameters were variant 

and which were invariant. 

Tests were conducted on Hypotheses 1-4, which involved the testing of 

the values of the parameters of each variable in the model. By considering each 

matrix, it was found that the factor loading of the matrices for the external observed 

variables (LX), which were the variables corporate social responsibility and 

communication, saw no variability between the groups. However, for the matrices that 

had errors from the external observed variables (TD), there was some variability for 

some of the values between the groups. The factor loading of the matrices for the 

internal observed variables (LY) and the matrices that had some errors from the 

internal observed variables (TE), some values experienced some variability between 

the groups. 

Overall, it can be concluded that differences existed in the values of the 

parameters within the model for measuring all of the latent variables between 

employees that were working in the office in Bangkok and employees that were 

working in the office in Khon Kaen. In other words, the values of the parameters at 

the model level to measure varied between groups.  

Hypotheses 5-8 was a test of the values of the parameters of the structure 

of the relationships between variables. These matrices included the effect sizes among 
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the latent variables themselves (BE), the effect sizes among the external latent 

variables, the internal latent variables (GA), the errors in the internal latent variables 

(PS), and the variance among the external latent variables (PH). When considering 

each dependent variable, it was found that the structure of the relationships among the 

factors that impacted employee performance had a parametric value equal to the effect 

size between the internal latent variables (BE) themselves along with the effect size 

between the external latent variables and internal latent variables (GA). There was no 

variability between groups. However, for the matrices that had a high rigidity, which 

consisted of errors in the internal latent variables (PS) and the variance among the 

external latent variables (PH), there were some parameter values that experienced 

some variability between groups. As for the structure of the relationships between the 

factors that had an influence on turnover intention, it was found that the values of the 

parameters of the effect size between the external latent variables and internal latent 

variables (GA) no not vary between groups. Nevertheless, the values of the 

parameters of the effect size between the internal latent variables themselves (BE) and 

the matrices with high rigidity, which consisted of errors in the internal latent 

variables (PS) and the variance between external latent variables (PH), varied between 

groups.  

Overall, it can be concluded that the values of the parameters of the 

structure of the relationships between the variables of employees that worked in the 

office in Bangkok and the workers that worked in the office in Khon Kaen were 

different. In other words, the value of the parameters of the structure of the 

relationships among the variables experienced variability between the groups. 

Regarding the overall picture of the invariance test of the model, 

regardless if it was at the level of the measurement model or the structure of the 

relationships among the variables, it can be seen that there were some values that 

experienced variability between groups. This is especially the case for the matrices 

with high rigidity, which also had values that experienced some variability between 

groups. As a result, under the conditions imposed by the invariance test, it can be 

concluded that the causal relationship model of the factors which have an influence on 

employee performance and turnover intention between employees that work in the 

office in Bangkok and the employees that work in the office in Khon Kaen has the 
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form and structure of a model as well. However, there were some values of the 

parameters within the model that differed. In conclusion, the model experiences 

variability between the population groups. The entire overall picture of the invariance 

test of the model can be found in Figure 4.15. 

 

 

 

Figure 4.15  This model summarizes the results of the invariance test of the causal 

relationship model of the factors which have an influence on employee 

performance and turnover intention between employees that work in the 

office in Bangkok and employees that work in the office in Khon Kaen 

 

Chi-squared = 450.71, df = 256, p-value = 0.00, RMSEA = 0.04 (Model Fit) 

Note:  The lines with the same values point to the value of the parameter that does not 

experience any variability between groups. As for the lines with two values, this 

points to the fact that there is variability between groups. The first value is data from 

the employees that work in the office in Bangkok and the underlined value is from 

employees that work in the office in Khon Kaen. 
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4.4 Analysis of the Qualitative Research Data 

When the researcher asked the key informants about what type of people their 

supervisors were, the researcher found that the majority responded that their 

supervisors tended to help their subordinates well, both when it came to work-related 

issues as well as personal issues. As for personal issues, their supervisors tend to ask 

questions about their lives and their family on a regular basis. Moreover, the 

supervisors provided various suggestions and advice about how to live their lives, 

which were highly beneficial to the key informants. As for work-related issues, the 

key informants shared additional information that their supervisors tend to give 

various advice on a frequent basis so that they can they reach sales targets that have 

been set. Although on some occasions the supervisors are serious about their work, 

the employees understand that the supervisors have good intentions and want the 

employees to work well and achieve the goals that have been set, which involves sales 

targets. In addition, their supervisors give the employees the opportunity to talk with 

them about the problems that they encounter while working at all times. This is 

because their supervisor’s desk is in the same area as the employees’ desks and is 

arranged in an open manner so that they can talk to one another easily. As a result, the 

employees are not afraid to talk to their supervisor or to inform him/her about 

obstacles or problems that they encounter while working on a daily basis. More than 

that, their supervisor tends to see them at their desk to ask about problems that they 

encounter while working. Very few key informants stated that they had much contact 

with their supervisor. 

Regarding the communication between supervisor and employees in the unit of 

the organization that was studied for this research, it was found that the diverse forms 

and frequency of the communication depended on the content being communicated. 

Examples include one-on-one written communication, calling for meetings, 

communication via the Line application, communication via emails, etc. The various 

forms are summarized in Table 4.30.   
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Table 4.30  Summary of the forms of communication based on the various content 

being communicated 

 

Content of communication Frequency of 

communication 

Form of 

communication 

Trends and directions of the 

organization and unit, Work 

performance 

Yearly Town Hall  

  Hourly, daily and 

monthly 

LINE Group in LINE 

Application 

  LINE Group in LINE 

Application, Email and 

face-to-face discussions  

Important information and 

necessary for work, such as 

work processes, details of the 

promotion, etc.  

Daily  Unit meeting 

Problems which the 

employees encounter while 

working 

Immediately LINE group in LINE 

Application, face-to-face, 

True Connect (an internal 

social media used in the 

organization) 

 Quarterly Unit meeting 

 

In addition, many key informants also shared information, stating that on every 

working day, their supervisor informs them of the sales plan for that working day 

along with things that they have to change in their work. This allows the employees to 

know on that day what they have to do in order to meet the work goals for each day. 

In addition, their supervisor tends to send information about the sales report to let 

them know about it on an hourly basis. This sales report consists of the amount of 

sales achieved by every sales employee in the organization. This allows them to know 

what their co-workers have achieved in terms of sales figures. If the employee has 
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poor sales figures or has sales figures that are less than that of their co-workers, they 

must be more active and try their hardest to achieve the same sales figures as their 

other co-workers in the unit. In addition, if after lunch it is found that they are not able 

to meet their sales targets, their supervisor will call each employee for a one-on-one 

coaching session by playing an audio file of the recording of the conversation 

between the employee and the customer so that the employee can hear what he/she 

said. By doing so, the supervisor can point out what the employee can improve when 

carrying out his/her work in the afternoon. The employees can then do their work so 

that they can achieve their daily and monthly goals. 

In addition, the majority of the key informants also shared that every time they 

faced an obstacle at work, they inform the supervisor immediately by going to see 

him or her at his/her desk or sometimes by sending a message through the LINE chat 

application. It is certain that the supervisor will tend to help solve this problem. 

Furthermore, one key informant gave additional information that on some occasions, 

if the same problem happens multiple times, the employees can communicate this 

problem to high-level executives in the organization so that they are aware of the 

issue via the “True Connect” communication channel. “True Connect” is a system 

that can be used on a personal computer, notebook computer, as well as mobile 

applications using both iOS and Android systems. The high-level executives will then 

be aware of the problem and obstacles that the employees face while carrying out 

their work and help find permanent solutions. In the past, the problems and obstacles 

that employees sent through the True Connect system were successfully solved.  

In terms of the projects for society and the environment, the key informants 

provided some information to the researcher that for the most part, they were aware of 

the projects for society and the environment that their organization is involved in. 

They receive information through emails and videos that are shown on a monitor, 

which can be found at the entry way of each floor of the office building as well as in 

every elevator. The employees know that True Corporation Public Company Limited 

organizes projects for society and the environment which consist of, for example, the 

CONNEXTED project, the True Plook Panya project, the True Plook Panya project 

for novices, and the arrangement for blood-donating buses to collect blood donations 

at the office. In addition, there are projects for society and the environment that are 
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organized by the employees’ units, including donating goods to the disadvantaged, 

tree planting activities, restoration of libraries and restrooms at schools that are 

disadvantaged, etc. Most of the key informants stated that they were impressed with 

having the opportunity to be involved in the activities for society and the environment 

that the organization and their units organized. Participating in these projects make 

them feel proud and happy to do good for others that are disadvantaged. In addition, 

they are able to see that there are others that lack necessities and money to carry out 

their lives. Such individuals also lack many more opportunities than the employees. 

As a result, the employees love their organization and love what they do. They try 

their best and dedicate themselves to do the work they have been assigned to the best 

of their abilities. Furthermore, some key informants further explained that having 

opportunities to participate in such activities for society and the environment allow 

them to get to know their supervisors and co-workers in the same unit and to talk to 

them about things not related to work. This allows them to develop a good 

relationship with each other. Moreover, they get to meet employees that work in 

different units when they all participate in these activities for society and the 

environment. As a result, when employees need help related to work from other 

employees in other units, they will have connections and ask for help from those that 

work in other units more easily and quickly. In the end, the result is that they will 

perform their work better. 
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CHAPTER 5 

CONCLUSION AND RECOMMENDATION 

5.1 Introduction  

The content in this chapter is divided into 5 parts. The first part is a summary of 

the analysis of the data obtained from the quantitative research. The quantitative data 

were collected by distributing the questionnaire and analyzing them using the 

structural equation modeling technique. The second part is a summary of the analysis 

of data obtained from the qualitative research methods. These qualitative data were 

collected by conducting focus group interviews. The third part is a summary and 

proposal of practical guidelines for managing temporary contract employees in public 

and private organizations. The fourth part concerns the limitations of this research. 

The fifth part is comprised of suggestions for future research.  

This research paper had 6 research objectives. The first objective was to identify 

the factors that have a direct effect on employee performance and turnover intention. 

The second objective was to identify the factors that have an indirect effect on 

employee performance and turnover intention. The third objective was to identify the 

factors mediating the relationship between the independent factors and employee 

performance. The fourth objective was to identify the factors mediating the 

relationship between the independent factors and turnover intention. The fifth 

objective was to develop a model of the relationships among the factors that have an 

impact on employee performance and turnover intention. The sixth objective was to 

explore the practices related to the independent factors that can have an impact on 

turnover intention and employee performance. The first five research objectives were 

accomplished using quantitative research, while the sixth objective were 

accomplished by integrating the qualitative research and quantitative research.  

Data that were used in this study can be divided into 2 main sets. The first 

dataset is the quantitative data that were collected from a sample of 679 individuals. 

Out of this number, 355 samples were working in the office in Khon Kaen province 
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while 324 samples were working in the office in Bangkok province. The 

questionnaire consisted of 73 questions which were grouped into 8 main topics. The 

second dataset was the qualitative data which were collected by conducting focus 

group interviews with 20 samples. Out of the 20 samples, 11 were working at office 

in the Khon Kaen province while 9 samples were working at office in Bangkok 

province.  

 

5.2 Summary of the Findings from the Quantitative Analysis 

The findings from this research that were mentioned in Chapter 4 can be used to 

fulfill the 2 main research objectives: (1) to identify the relationships among the 

leader-member exchange, corporate social responsibility, communication, employee 

performance, and turnover intention; and (2) to identify the impact of job satisfaction 

and organizational commitment on the relationships among leader-member exchange, 

corporate social responsibility, communication, employee performance, and turnover 

intention. Moreover, this research was conducted in order to answer four research 

questions: (1) how do leader-member exchange, communication, and corporate social 

responsibility relate to employee performance and turnover intention?; (2) how does 

leader-member exchange relate to employee performance and turnover intention 

through job satisfaction and organizational commitment?: (3) how does corporate 

social responsibility relate to employee performance and turnover intention through 

job satisfaction and organizational commitment?: and (4) how does communication 

relate to employee performance and turnover intention through job satisfaction and 

organizational commitment? The followings are the research hypotheses of this study.   

(1) Leader-member exchange has indirect positive relationship 

with employee performance and turnover intention through job satisfaction 

(2) Leader-member exchange has indirect positive relationship 

with employee performance through organizational commitment.  

(3) Leader-member exchange has indirect negative relationship 

with turnover intention through job satisfaction. 

(4) Leader-member exchange has indirection negative relationship 

with turnover intention through organizational commitment.  
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(5) Corporate social responsibility has indirect positive relationship 

with employee performance through job satisfaction.  

(6) Corporate social responsibility has indirect positive relationship 

with employee performance through organizational commitment.  

(7) Corporate social responsibility has indirect negative 

relationship with turnover intention through job satisfaction.  

(8) Corporate social responsibility has indirect negative 

relationship with turnover intention through organizational commitment. 

(9) Communication has indirect positive relationship with 

employee performance through job satisfaction.  

(10) Communication has indirect positive relationship with 

employee performance through organizational commitment.  

(11) Communication has indirect negative relationship with turnover 

intention through job satisfaction.  

(12) Communication has indirect negative relationship with turnover 

intention through organizational commitment.  

(13) Leader-member exchange has direct positive relationship with 

employee performance. 

(14) Leader-member exchange has direct negative relationship with 

turnover intention.  

(15) Corporate social responsibility has direct positive relationship 

with employee performance.  

(16) Corporate social responsibility has direct negative relationship 

with turnover intention. 

(17) Communication has direct positive relationship with employee 

performance.  

(18) Communication has direct negative relationship with turnover 

intention.  

 

Many theories and approaches were used to develop the aforementioned 

research hypotheses. The first one was the needs-satisfying approach, which divided 

engagement into three categories: (1) being physically engaged, (2) emotionally 
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engaged, and (3) cognitively engaged. Three factors that have and impact on these 

three engagements are (1) meaningfulness, (2) safety, and (3) availability. The second 

one was the burnout-antithesis approach, which defines work engagement as the 

positive attitude toward work. Such an attitude can be expressed in the form of vigor, 

dedication, and absorption. The third one was the satisfaction-engagement approach, 

which defines employee engagement as the involvement, satisfaction, and enthusiasm 

of each individual. The fourth one was the multi-dimensional approach, which 

focuses on the components of employee engagement. These components include 

cognitive component, emotional component, and behavior that are related to in-role 

performance. The fifth one was the job demands-resources model. According to the 

job demands-resources model, there are factors that can have an impact on work 

engagement, including the work-related factor and the employee-related factor. The 

sixth one was the affective shift model. According to this model, work engagement is 

dynamic and can change whenever employees move from one job to another job or 

whenever the context changes. The seventh one was the social exchange theory. 

According this theory, work engagement is the reciprocal relationship between 

employees and the organization, meaning that, if employees feel that their 

organization support them, they will reward their organization with dedication and 

commitment to their organization and the work that they do. The seventh one was the 

drive theory. According to this theory, being satisfied with or stopping certain 

behaving is the result of satiation in relation to primary drives. The eighth one was the 

fulfillment theory. This theory focuses on the amount of outcome that each person 

receives. The fact that people are satisfied or dissatisfied depends on the amount of 

outcome that they receive. The ninth one was discrepancy theory, which supports the 

idea that that satisfaction is the result of the differences between the outcome that a 

person receives and the outcome that other persons receive. The tenth one was equity 

theory, which states that satisfaction occurs only when equality is realized. On the 

other hand, dissatisfaction occurs only when there is awareness of inequality. The last 

one was the two-factor theory. This theory states that job-related factors can be 

classified according to two categories—the factors that cause satisfaction and the 

factors that cause dissatisfaction.  
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This research aimed at identifying the factors that can have an impact on 

employee performance and turnover intention. As a result, there were only two 

dependent factors where the researcher used the same set of factors to explain, which 

were employee performance and turnover intention. There were three dependent 

factors—leader-member exchange, corporate social responsibility, and 

communication, and two mediating factors—job satisfaction and organizational 

commitment. The results from analyzing the collected data are summarized as 

follows.  

Based on the results from the statistical analysis mentioned in Chapter 4, all of 

the factors that were used for this study (leader-member exchange, communication, 

corporate social responsibility, job satisfaction) and organizational commitment) had 

a total effect on employee performance and turnover intention and had a statistical 

significance level at 0.01. The factors that had the highest level of total effect on 

employee performance were communication, organizational commitment, corporate 

social responsibility, and job satisfaction, where the size of the positive effect was at 

0.37, 0.34, 0.33, and 0.25 respectively. The factor that had the lowest total effect on 

employee performance was leader-member exchange, where the size of the positive 

effect was 0.11. 

Regarding the direct effect, the factors that had the highest level of direct effect 

on employee performance were organizational commitment, communication, and job 

satisfaction. All three factors had an influence size in a positive direction equal to 

0.34, 0.31, and 0.25 respectively. Regarding the indirect effect, the factors that had the 

highest level of indirect effect on employee performance were corporate social 

responsibility and leader-member exchange, where the significance level was equal to 

0.33 and 0.11 respectively. These two factors had an effect on employee performance 

through organizational commitment and job satisfaction. Communication had an 

effect on employee performance through job satisfaction and had a significance level 

of 0.06 in a positive direction. To summarize, all of the factors were able to explain 

the variance in employee performance at 61%.  

Regarding turnover intention, all of the factors had a total effect on turnover 

intention, with a statistical significance level at 0.01. The factors that had the highest 

level of total effect on turnover intention were corporate social responsibility, 
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organizational commitment, and job satisfaction, with an effect size in a negative 

direct equal to 0.33, 0.32, and 0.28 respectively. The factor that had the lowest effect 

size was communication where the effect size was in a negative direction at 0.07. 

Regarding the direct effect, the factors with the highest direct effect on turnover 

intention were organizational commitment followed by job satisfaction, where the 

effect size was in negative direction at 0.32 and 0.28 respectively. This is consistent 

with the results of the research conducted by Carnahan et al. (2017) and Williams 

(2017), which found that corporate social responsibility is the factor that can have an 

effect on turnover intention. Regarding the indirect effect, the factors that had highest 

an indirect effect on turnover intention were corporate social responsibility followed 

by leader-member exchange, where the effect size was in a negative direction at 0.33 

and 0.12 respectively. Such an indirect effect was mediated by organizational 

commitment and job satisfaction. This is consistent with the results of the study of 

Del Rosario (2016), which found that corporate social responsibility can have an 

effect on organizational commitment. Additionally, this is also consistent with the 

results of research studies conducted by Hollingworth and Valentine (2014) and J. 

Kim et al. (2016), which found that corporate social responsibility can have an 

indirect effect on turnover intention through organizational commitment. Moreover, 

communication can have an indirect effect on turnover intention through job 

satisfaction, and in the present study the effect size was in a positive direction at 0.07. 

Altogether, all of the factors were able to explain the variance of turnover intention at 

28%. 

 

5.2.1 Factors Affecting Turnover Intention 

Based on the data in Table 5.1, when considering all of the independent 

variables, which included communication, corporate social responsibility, leader-

member exchange, and the mediating variables, which included job satisfaction and 

organizational commitment, it was found that corporate social responsibility was the 

factor that had the highest level of impact on turnover intention, where the total effect 

size was equal to 0.33. Such an effect was mediated by job satisfaction and 

organizational commitment. Moreover, corporate social responsibility can also have a 

direct effect on job satisfaction and organizational commitment. The effect of 
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corporate social responsibility on organizational commitment was at a higher level 

than the effect of corporate social responsibility on job satisfaction. This is because 

corporate social responsibility is the factor at the organizational level that is accessible 

by employees in general, so the effect on employees’ attitudes toward the 

organization is higher than the effect on employees’ attitudes toward the job itself.   

Next to corporate social responsibility, the factor that was seen to have 

an effect on turnover intention was leader-member exchange, and such an effect was 

mediated by organizational commitment and job satisfaction. Besides this, leader-

member exchange can also have a direct effect on organizational commitment and job 

satisfaction. The effect on job satisfaction was at a higher level than the effect on 

organizational commitment. This is because leader-member exchange is the factor at 

individual level that is related to each employee and his or her supervisor and can also 

vary according to each employee’s job role. As a result, if supervisors or executives 

have a good relationship with employees and immediately support them whenever the 

they find that employees are facing obstacles at work and try to understand the 

problems or obstacles that the employees are facing, the employees will be more 

likely to be satisfied with their work. Finally, this will result in employees wanting to 

continue working with the organization or, in the other words, they will have less 

intention to leave the organization.  

In conclusion, employees can have a high level of job satisfaction and 

organizational commitment (1) if the organization organizes corporate social 

responsibility activities, (2) if the organization gives employees opportunities to 

participate in those activities, (3) if the organization communicates the corporate 

social responsibility activity to employees, (4) if the supervisor builds a good 

relationship with his or her subordinates, and (5) if the supervisors support employees 

whenever they are aware that their subordinates are facing obstacles in their work. As 

a result, if the employees have a high level of job satisfaction and organizational 

commitment, they will be more likely to stay with organization in the longer run and 

will have lower intention to leave.  
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Table 5.1  Summary of the factors that have effect on turnover intention 

 

Factor 

Endogenous Variables 

JS OC EP TI 

DE IE TE DE IE TE DE IE TE DE IE TE 

JS 
- - - - - - 

0.25** 

(0.04) 
- 

0.25** 

(0.04) 

-0.28** 

(0.05) 
- 

-0.28** 

(0.05) 

OC 
- - - - - - 

0.34** 

(0.03) 
- 

0.34** 

(0.03) 

-0.32** 

(0.05) 
- 

-0.32** 

(0.05) 

LME 0.26** 

(0.04) 
- 

0.26** 

(0.04) 

0.13** 

(0.05) 
- 

0.13** 

(0.05) 
- 

0.11** 

(0.02) 

0.11** 

(0.02) 
- 

-0.12** 

(0.03) 

-0.12** 

(0.03) 

CSR 0.43** 

(0.06) 
- 

0.43** 

(0.06) 

0.65** 

(0.08) 
- 

0.65** 

(0.08) 
- 

0.33** 

(0.04) 

0.33** 

(0.04) 
- 

-0.33** 

(0.06) 

-0.33** 

(0.06) 

Com 0.24** 

(0.06) 
- 

0.24** 

(0.06) 
- - - 

0.31** 

(0.06) 

0.06** 

(0.02) 

0.37** 

(0.05) 
- 

-0.07** 

(0.03) 

-0.07** 

(0.03) 

R2 0.66 0.53 0.61 0.28 

 

Note:  ** indicates that significance level is at 0.01. Value in ( ) indicates standard error.  
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5.2.2 Factors Affecting Employee Performance 

Regarding the five factors that can have an effect on employee 

performance, which are leader-member exchange, communication, corporate social 

responsibility, job satisfaction, and organizational commitment, it was found that 

communication was the factor that can have an effect on employee performance with 

highest level of total effect. Moreover, communication can also have a direct effect 

and an indirect effect on employee performance. The indirect effect is mediated by 

job satisfaction. In addition, corporate social responsibility is also a factor that can 

have an effect on employee performance. It was found that corporate social 

responsibility was the factor that can have an effect on employee performance through 

job satisfaction and organizational commitment. Moreover, corporate social 

responsibility can also have an effect on organizational commitment at a higher level 

than job satisfaction. 

Based on the results from the statistical analysis, as mentioned in 

Chapter 4, it can be summarized that communication is the factor that can have an 

effect on employee performance at the highest level. Such communication can be 

classified according to five categories: (1) direction communication, which is the 

communication of business direction and the organization’s strategy from top 

executives to employees; (2) subordinate-initiated communication, which is the 

communication from employees to executives so that the executives are aware of their 

opinions, including obstacles and problems that they face in their daily operation; (3) 

sharing of information, which is communication to provide information necessary for 

working, such as operational procedures, systems user guides, etc.—this also includes 

informing employees about their performance and the performance of other 

departments; (4) evaluation communication, which is communication about the 

performance evaluation of each employee; (5) rationale communication, which is 

communication to explain the reason for changing or starting new events of the 

organization. Besides that, if the employees are aware of the corporate social 

responsibility project or have chances to participate in corporate social responsibility 

projects organized by the organization, they tend to be satisfied with their jobs and 

have a high level of organizational commitment. By having a high-level of job 
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satisfaction and organizational commitment, employees will have a high level of 

performance as well.   

 

5.2.3 Mediating Factors Affecting Turnover Intention 

Referring to the conceptual framework of this research study, there 

were two mediating factors—job satisfaction and organizational commitment. Job 

satisfaction is the factors that can mediate the relationship between (1) leader-member 

exchange and turnover intention, (2) corporate social responsibility and turnover 

intention, and (3) communication and turnover intention.  

According to the statistical analysis mentioned in Chapter 4, job 

satisfaction is the factor that can mediate the relationship between corporate social 

responsibility and turnover intention at the highest level, meaning that corporate 

social responsibility can make employees highly satisfied with their jobs and, as a 

result, can reduce the possibility that employee will leave the organization. Moreover, 

job satisfaction can have an effect on the relationship between leader-member 

exchange and turnover intention. This means that if employees have a good 

relationship with their leaders, in other words, if the quality of leader-member 

exchange is at a high level, employees will be highly satisfied with their job and, as a 

result, they will tend to stay with organization in the long run.  

In addition, job satisfaction can have an effect on the relationship 

between communication and turnover intention, meaning that all types of 

communication—direction communication, subordinate-initiated communication, 

sharing of information communication, evaluation communication, and rationale 

communication—can increase the level of job satisfaction and, as a result, can reduce 

the possibility of turnover intention. This is consistent with the result of research 

conducted by Seto (2013), which found that job satisfaction is a mediating factor that 

can have an effect on employee performance. 

 

5.2.4 Mediating Factors Affecting Employee Performance  

According to the conceptual framework of this research, there were two 

mediating factors—job satisfaction and organizational commitment. Job satisfaction 

is the mediating factor that can have an effect on employee performance at the highest 
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level, meaning that job satisfaction is the factor that can have an effect on the 

relationship between communication and employee performance at the highest level. 

Based on the statistical analysis mentioned in Chapter 4, basically, communication is 

the factor that can have a direct impact on employee performance. With job 

satisfaction as the mediating factor, communication will have a higher effect on 

employee performance. Regarding organizational commitment, communication was 

not seen to have an effect on organizational commitment in terms of either a direct 

relationship or an indirect relationship. As a result, communication was not seen to be 

a factor that can mediate the relationship between communication and employee 

performance.  

Regarding the relationship between corporate social responsibility and 

employee performance, both job satisfaction and organizational commitment are 

factors that can mediate the relationship between corporate social responsibility and 

employee performance. With reference to the statistical analysis mentioned in Chapter 

4, corporate social responsibility is the factor that can have an effect on organizational 

commitment at the highest level. Corporate social responsibility can have an effect on 

job satisfaction at the second highest level. As the end result, all of these will have an 

effect on employee performance. This means that if employees are aware of the 

corporate social responsibility organized by the organization, they will be satisfied in 

their job and have a high level of organizational commitment. By having a high level 

of job satisfaction and organizational commitment, employees will also exhibit a high 

level of job performance.  

In addition, leader-member exchange is also a factor that can have an 

effect on employee performance through job satisfaction and organizational 

commitment, meaning that if quality of leader-member exchange is high, or in other 

words, if the relationship between supervisors and their subordinates is good, 

employees will be satisfied with their job and will have a high level of organizational 

commitment as well. As a result of being satisfied with their job and having a high 

level of organizational commitment, employees will dedicate themselves to working 

so that their performance will be at a high level as well.  
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5.2.5 Implications of Different Working Locations on the Factors 

Affecting Turnover Intention and Employee Performance  

When considering the different contexts of the Khon Kaen office and 

the Bangkok office, it was found that the structure of the relationship between each 

variable was not different. Only the effect size of some of the variables was different. 

Regarding the effect that all three independent factors—leader-member exchange, 

corporate social responsibility, and communication—have on job satisfaction and 

organizational commitment, there was no difference between the employees that were 

working in the Bangkok office and the employees that were working in the Khon 

Kaen office. However, regarding the employees that were satisfied with their jobs, the 

employees that were working in the Bangkok office were seen to have a higher 

potential to perform better than the employees that were working in the Khon Kaen 

office. Regarding the employees that had a high level of organizational commitment, 

the employees that were working in the Khon Kaen office were seen to have a higher 

potential to perform than the employees that were working in the Bangkok office. 

Such a difference was because there were very few large or famous organizations 

located in Khon Kaen province as compared to the Bangkok office. As a result, most 

of the labor force in Khon Kaen province wants to work with well-established and 

famous organizations. As a result, they are more likely to focus on the organization 

than on the job that they perform.  

 

5.3 Summary of the Findings from the Qualitative Analysis  

The relationship between employees and their supervisors is a factor that can 

have a great effect on employees. Based on the information received from conducting 

the focus group interviews, if a supervisor gives an opportunity to employees in the 

department under his or her supervision to have a conversation with him or her 

without many conditions or obstacles, i.e. open space office with no partition, the 

supervisor will be able to easily notice the abnormalities or obstacles that his or her 

subordinates are facing in performing their work. As a result, the supervisor can 

quickly help his or her subordinates solve those problems or obstacles. From the 
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employees’ point of view, an open space office makes them feel that they can easily 

reach their subordinates.  

Based on the results of this research, communication is very important for 

managing the organization. Communication can be classified according to many 

types, which will vary with the objectives of communication. The first type is 

direction communication, which is communicating the business direction to all 

employees so that they will be able to work or change the way in which they work to 

fit such a direction. The second type is sharing information through communication, 

which is communicating the information that is necessary for employees so that they 

can effectively and efficiently perform their work. This also means communicating 

about the situation or the performance of other departments or employees. The third 

type is evaluation communication, which is communicating about the performance 

evaluation results to employees immediately when employees’ performance is not at 

the expected level. The fifth type of communication is rationale communication, 

which is to communicate the reason and potential impact on employees whenever 

there is an important change in the organization. The fifth type of communication is 

upward communication. This refers to the communication of employees with their 

supervisors about the obstacles or problems that they are facing and the support that 

they need from their supervisors. The communication tools that supervisor can use to 

communicate with their subordinates can vary according to the objectives of the 

communication and the complexity of the content that the supervisor wants to 

communicate. For example, if the content is not complex and the objective of the 

communication is just to keep employees updated as much as possible, social media 

such as the Line application can be a good communication tool that subordinate can 

use. This is because the Line application is a one-to-many type of communication that 

can communicate information to many employees very quickly. Moreover, the Line 

application is also a communication tool that is very popular. On the other hand, if the 

content is complex and the objective of the communication is to ask employees to 

take some action, face-to-face communication, which can be in the form of one-to-one 

communication or in a “town hall” form, should be used because the supervisor will 

have an opportunity to check if the employees understand or not. In case that 

employees have any questions, they will also have an opportunity to ask them so that 
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the can clearly understand the content of the communication and, as a result, they can 

perform at the level that is expected by the organization.  

Regarding the relationship between supervisor and subordinate, the supervisor 

should support and advise his or her subordinate on both work-related and personal 

issues so that the employee can achieve his/her performance target. Based on the 

results of this research, as long as employees feel that their supervisor has good 

intention toward them, they will have no problem in terms of how aggressive their 

supervisor is. Besides that, their supervisors can also give them opportunities to 

discuss their problems or the obstacles that they are facing whenever they want. This 

is because their supervisor sits in the same area as them and is an open area. As a 

result, it is easy for them to reach their supervisor. If their supervisor has a meeting 

outside, they can also communicate with their supervisors via the Line application. 

More importantly, their supervisor can always respond to them very quickly. For this 

reason, the organization should encourage supervisors to make it easy for employees 

to reach and communicate with them. This may include open space office areas and 

introducing communication tools that the employees can use to easily communicate 

with their supervisors. Therefore, the organization should encourage employees to 

have an opportunity to easily communicate with their supervisors, for example by 

creating open working spaces so that it will be easy for them to have access to their 

supervisors, by introducing communication tools that will enable employees to 

communicate with their supervisors on a timely basis, etc.  
Communication between employees and their supervisor can take place using 

many methods, including face-to-face communication, team meetings, 

communication via the Line application, communication via email, etc. Some of the 

communication methods and frequencies that can be applied by many organizations 

are summarized in Table 5.2. 

 

Table 5.2  Summary of communication methods and frequencies   
 

Content of communication Frequencies of 

communication 

Communication 

methods 

Direction of organization and Every half year  Town hall  
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Content of communication Frequencies of 

communication 

Communication 

methods 

department 

Monthly work plan Every beginning of each 

month  

Email 

Weekly work plan  Every Sunday Email 

Daily work plan Every morning  Line application 

Work performance Hourly and daily  Line application 

 Monthly Line application, email, 

and face-to-face  

Information that is necessary for 

employees 

Daily  Team meeting  

Problems and obstacles that 

employees are immediately 

facing   

 Line application, face-to-

face, True Connect 

 Quarterly Team meeting 

 

The key to communication is the content and the speed of providing 

information. It was found that the faster the employees are aware of their 

performance, the faster the employees can change the way they work so that they can 

achieve their performance target. This is because the supervisor can discuss with 

employees about what employees need to change and employees can have a chance to 

change the way they work. Besides that, by having a chance to know the situation of 

other departments or other employees, the employees will be more alert and try harder 

to improve their performance.  

In addition, downward communication and upward communication are also 

important. Downward communication means the communication from supervisors or 

executives to employees. Upward communication means communication from 

employees to their supervisors about the problems and obstacles that they are facing. 

The key point is that, once a problem is resolved, the supervisor should also keep the 

employees “posted.” This is to show that the supervisors or executives are not 

ignoring the requests of employees. For example, during a business direction 
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communication session, executives should allow employees to ask questions so that 

they will better understand the organization’s direction. For the evaluation 

communication session, the supervisor should allow employees to express their 

opinion and also give feedback on various matters, for example, the reasons or 

obstacles that prevent them from achieving their performance targets. In summary, the 

communication between the supervisor and employees will be effective if it is two-

way communication, which includes both bottom-up and top-down communication.  

Besides the individual-level factors, as already mentioned above, such as the 

relationship between supervisors and employees and communication, the 

organization-level factor is also important. Based on the analysis of the data collected 

for this research, if employees are aware of the corporate social responsibility projects 

that their organization has organized, they will feel proud of their organization, love 

their organization, and be satisfied with their work. Video wall or email 

communication can be used to communicate the corporate social responsibility 

projects to employees.  

Moreover, the organization should also allow employees to participate in the 

corporate social responsibility projects that have been organized because, by 

participating in a corporate social responsibility project, employees will be proud of 

their organization and feel that they are accepted by other people. This is because 

employees will often post their pictures taken during their participation in a corporate 

social responsibility project on various social media networks, for example Instagram, 

Facebook, etc. By posting their picture on such social media, other people will 

normally give them appreciation by posting positive comments on their picture. As a 

result, employees will have a positive feeling about their organization, love their job, 

and want to continue working with the organization in the long run.  

 

5.4 Practical Contributions to the Public and Private Organization 

As mentioned in the previous section, communication is the most influential 

factor that has a direct effect on employee performance, meaning that communication 

can result in employees being able to work toward their performance targets and with 

good performance. Besides that, communication can also make employees love and 
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be satisfied with their work. When employees love and are satisfied with their work as 

the result of effective and efficient communication, they will be able to perform their 

work at the highest level of effectiveness. For this reason, organizations, both public 

and private, should pay attention to internal communication, especially the 

communication between leaders or supervisors and their employees. Some of the 

methods of communication that organization can apply are summarized as follows.  

(1) Communication to clarify the business directions and strategies of 

the organization will allow employees in the organization to be informed of the 

operational guidelines that they will abide by in their assigned tasks. When employees 

are aware of and understand the direction of the company, they will be able to plan 

their work and be dedicated to performing their assigned work in order to achieve the 

specified goals. Town hall meetings are one of the communication methods that can 

be used by the organization to communicate business directions and strategies. For the 

small to medium size organization, all employees can be invited to join the “town 

hall” at the same time. However, for the large-size organization, the town hall should 

be organized in a series of sessions. The first session should be organized for the 

senior management. Then, the senior management can organize separate session for 

separate groups of employees. The employees that are invited to join this session 

should be middle management and, sometimes, junior management. After that, a 

series of sessions can be organized for the employees that are at the next 

organizational ranking. Moreover, the organization can also check if all employees 

are aware of or understand the business directions or strategies by asking them to take 

a test. This test can be in any form, paper-based or computer-based. This is to make 

sure that all employees are aware of and understand the key contents of the 

organization’s directions and strategies.  

(2) Communicating information that is necessary for employees to 

perform their work is very important. Once employees have sufficient information 

related to performing their work, including work procedures, processes or system 

changes, organization structure changes, etc., they will be able to evaluate whether 

there will be any effect on performing their work. As a result, they can plan for a 

change or change the way in which they work so that they can perform well and 

achieve their performance target. Information that should also be included in this type 
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of communication is the performance and situation of other departments or other 

employees. By having this information about other departments or other employees, 

the employees will not only be aware of “where they are,” as compared to their own 

performance target, but also where they are as compared to other employees’ 

performance or another department’s performance. This will create a competitive 

working environment that can drive the performance of employees across the 

organization.  

(3) Communication between supervisors, executives, and employees is 

the key for effective performance management (Armstrong, 2017). Communication to 

inform employees of their performance evaluations will make employees aware of 

how well they are performing and be able to improve themselves so that they can 

meet their performance goals. As for the form and frequency of performance 

evaluation and performance evaluation results discussions, many organizations have 

begun to adjust their performance evaluations to be more frequent. Previously, the 

supervisor would discuss with his or her subordinates about the performance 

evaluation results once or twice a year. Currently, such a discussion can occur any 

time whenever the supervisor notices that his or her subordinates do not perform well 

or have high potential to perform well. For this reason, organizations, both public and 

private, should encourage and motivate supervisors to monitor and evaluate the 

performance of employees on a continual basis. If the supervisor finds that the 

performance of employees is likely to be unable to achieve the performance target, or 

finds that employees are not performing their work well, the supervisor should 

immediately discuss with employees and should not wait until the mid-year 

evaluation or the year-end evaluation as previously done. Examples of organizations 

that have already changed from annual performance review discussions to more 

frequent discussions are as follows. At Adobe, the supervisor will give with his or her 

employees feedback on his/her performance whenever the supervisor thinks that it is 

appropriate to do so, and, at least, this performance feedback will take place every 

quarter. Adobe calls this approach “Check-ins.” Deloitte has also introduced an 

approach called “Check-ins,” which are discussions between the supervisor and his or 

her subordinates about various topics related to the employee’s work performance, 

including the expectations that the supervisor has for each subordinate, revised 
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priorities of the work that has been assigned to the employees, performance 

evaluation results, improvement needed, and other important information that 

employees should be aware of. IBM has developed a system called “Checkpoint,” 

which is used for employees’ performance evaluations. With this system, employees 

will be able to set short-term goals and the supervisor can give performance feedback 

to employees at least every quarter. Microsoft replaced their annual performance 

review with what they call “Connects,” which focuses more on the continuous 

communication between the supervisor and his or her subordinates. Each employee 

must have at least two “Connects” per year. Microsoft set a framework for the 

supervisor and employee to follow during each “Connect” as follows. During each 

“Connect,” there must be two sets of questions. The first set of questions will ask 

employees to review their previous performance and it consists of two questions: (1) 

what have you previously delivered to the organization? and (2) what opportunities do 

you see for improving your performance in the future? The second set of questions are 

asked to guide employees and the supervisor to look ahead, which includes (1) what 

are you going to deliver to the organization in the future? and (2) what is your plan for 

learning and development? (Armstrong, 2017) 

(4) In this fast and continuous changing environment, communication to 

inform employees of the reason for taking action or changing their work process is 

important and should be encouraged. If the employees clearly understand the reason 

for the changes that have happened in the organization, the impact if the organization 

did not make such changes, the actions that the organization planned to deal with 

those changes, employees will be willing to adjust their attitudes and change the way 

they work to meet these changes. As a result, they will be able to work more 

efficiently as well. Therefore, every time there is a significant change in the 

organization, leaders or supervisors should always explain to the employees the 

reason for these changes. The method of communication may vary with the context of 

each organization. Organizations should organize what is called a “town hall” as the 

methods of communication, as indicated above. During the town hall, employees at 

all levels of the organization will be invited to join a communication session and top 

management will directly communicate with all employees. However, with the 

advance in communication technologies, organization may also consider using one of 
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the new communication technologies, such as video conferences, to conduct such a 

town hall. With a video conference, the organization can save time and travelling 

costs. In case the communication content is not very complicated, supervisors or 

leaders may choose to use one-way communication methods such as emailing or 

sending information through the Line chat application instead of organizing a town 

hall session.  

Besides the bottom-up communication or communication from executives or 

leaders to employees, the other communication that the organization should pay 

attention to is bottom-up communication from employees to leaders and to executives. 

This means that organizations should provide a channel for employees to easily reach 

their leaders to share their ideas about their work. Such a channel would also allow 

the employees to discuss some of the obstacles or problems that they are facing, to ask 

any question related to the work that they were assigned, and it would allow managers 

to propose appropriate forms of work.  

Based on the analysis of the data collected by this research, corporate social 

responsibility was seen to be the factor that can affect turnover intention at the highest 

level. The organization should organize corporate social responsibility projects, keep 

their employees informed about them, and give opportunity to employees to 

participate in these projects. There are many types of corporate social responsibility 

projects that organization can organize, including donating money and things 

necessary for living for the underprivileged, constructing buildings or schools or 

communities that lack funds, reforestation, etc. For each corporate social 

responsibility project that is organized by the organization, the organization should 

communicate to the employees and also allow them to participate in every project. By 

being aware of the corporate social responsibility projects that the organization has 

organized and having a chance to participate in such corporate social responsibility 

projects, employees will be satisfied with their job and feel highly committed to the 

organization. As a result, they will tend to stay longer with the organization and try 

their best to deliver good performance.   
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5.5 Limitations of the Study 

With the time and budget constraints, there were some limitations in conducting 

this research study. However, such limitations did not have any effect on the 

reliability of this study at all. The limitations of this research can be summarized as 

follows.  

The first limitation concerns the sample population of the research, which was a 

sample population in a private organization and in the sales department only. 

Therefore, there was a lack of diversity in terms of organizational context and the 

nature of work of the sample population.  

The second limitation of this research study concerns the structure of the 

organization that was selected for this study; it was a mixture of a functional 

organizational structure and a front-back organization structure. Nevertheless, in the 

future, many organizations will tend to change their structure to be in the form of a 

matrix organizational structure that will be more flexible for future change. As a 

result, the result of this study is only applicable to the organization that has a 

functional organizational structure and a front-back organization structure.  

The last limitation of this study involves the fact that it was conducted by 

collecting data from the sample population in Thailand only. Thailand has a different 

context, including management practices, economy, culture, beliefs, etc., from other 

countries. As a result, the result of this research is only applicable to organizations in 

Thailand.  

 

5.6 Recommendations for Further Study 

With the limitations of the study mentioned above, future study should be 

conducted by collecting data from sample populations with more diverse backgrounds 

in terms of the nature of work, which should be in line with future workforce trends, 

for example data scientists, social media specialists, etc. In terms of sample 

organizations, data should also be collected from sample populations in public 

organizations and organizations with a matrix organizational structure so that the 

results of the study can be applied to a greater variety of organizations.  
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APPENDIX A 

QUESTIONNAIRES
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Instruction for answering the questions  

This questionnaire was developed for studying the factors that can have an 

impact on the employee performance and turnover intention of short-term contract 

employees that are working at True Corporate Public Company Limited. Information 

gathered by this study will be used to develop practical guidelines for retaining high 

performing employees with the organization.  

In order to obtain appropriate and effective information, the researcher would 

like to ask you to freely answer every question according to your true opinions. Your 

answers will be confidential and will only be used for statistical analysis for 

educational benefits and will be presented in an overview only. No individual data 

will be presented and there will definitely be no impact on you as an individual. The 

researcher would like to thank you very much for your cooperation in this research.  

This questionnaire consists of 73 questions and is divided into 8 parts as 

follows.  

Part 1 General information of respondents  

Part 2 Leader-member exchange 

Part 3 Communication 

Part 4 Corporate social responsibility  

Part 5 Job satisfaction 

Part 6 Organization commitment 

Part 7 Employee performance 

Part 8 Turnover intention 
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Part 1 General information of respondents  

Please put a check mark in the space (  ) in front of the choice that represents correct 

information or your opinion.    

 

1.1 Gender   

(   ) Male  (   ) Female 

1.2 How old are you? (in case of more than 6 months, equivalent to 1 year)  

(   ) less than 20 years   (   ) 21 – 25 years   

(   ) 26 – 30 years   (   ) 31 – 35 years   

(   ) 36 – 40 years   (   ) 41 – 45 years  

(   ) 46 – 50 years   (   ) more than 50 years  

1.3 Please indicate the highest level of education that you have received?  

(   )  Lower than a bachelor degree, which is Matthayom 6, Por Wor Chor, and 

Por Wor Sor  

(   )  Bachelor degree  

(   )  Higher than a bachelor degree, which is a master degree and a doctoral 

degree 

1.4 Please indicate your marital status  

 (   ) Single    (   ) Married   

(   ) Divorced or separated  (   ) Widow or widower  

1.5 Until now, how many years have you worked with True Corporation Public 

Company Limited? (in case of more than 6 months, equivalent to 1 year) 

(   ) Less than 1 year  (   ) 1 – 3 years  (   ) 4 - 6 years  

(   ) 7 - 9 years   (   ) 10 - 12 years  (   ) 13 - 15 years 

(   ) 16 - 18 years  (   ) More than 18 years 

1.6 What is the type of your employment contract with True Corporation Public 

Company Limited?  

(   ) Permanent contract   (   ) Freelance  

(   ) One-year contract    (   ) Three-year contract  

(   ) Outsource contract  
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1.7 Until now, how many times has your employment contract with True 

Corporation Public Company Limited been renewed? (only for one-year 

contract employee and three-year contract employee) 

(   )  Has never been renewed  (   )  1 time  (   )  2 times  

(   )  3 times    (   )  4 times  (   )  5 times  

(   )  6 times    (   )  more than 7 times 
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Part 2 Leader-member exchange  

Please put a check mark in the space (  ) in front of the choice that represents correct 

information or your opinion. There is no right or wrong answer. All answers are only 

a reflection of your opinions.  

 

Questions  

Score 

Totally 

agree 
Agree Neutral Disagree 

Totally 

disagree 

2.1 I am confident that my direct 

supervisor will protect and 

help me solve problems that 

arise from work even if in the 

future he/she will not have the 

same authority according to 

his/her current position.   

     

2.2 I know how satisfied my 

direct supervisor is with my 

work.  

     

2.3 My direct supervisor 

understands my problems that 

arise at work.  

     

2.4 My direct supervisor uses 

his/her authority to help me 

solve problems that arise at 

work.   

     

2.5 I am happy to devote myself 

in an extraordinary manner in 

order to work to achieve goals 

according to what my direct 

supervisor prescribes even if it 

means I have to work beyond 
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Questions  

Score 

Totally 

agree 
Agree Neutral Disagree 

Totally 

disagree 

my own duties and 

responsibilities. 

2.6 I am confident in my direct 

supervisor to the point that I 

can stand in for him/her when 

he/she is not present in a 

particular situation.   

     

2.7 I can work well with my direct 

supervisor.  
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Part 3 Communication  

Please put a check mark in the space (  ) in front of the choice that represents correct 

information or your opinion. There is no right or wrong answer. All answers are only 

a reflection of your opinions.  

 

Questions  

Score 

Totally 

agree 
Agree Neutral Disagree 

Totally 

disagree 

Direction communication 

3.1 My direct supervisor sets 

clear work goals for me.  

     

3.2 My direct supervisor clearly 

sets deadlines for my work.  

     

3.3 My direct supervisor repeats 

what he/she asks me to do to 

make sure that I understood 

his/her work assignments.  

     

Subordinate-initiated communication 

3.4 I tend to ask my direct 

supervisor every time I do 

not understand the work that 

I have been assigned.   

     

3.5 I tend to give suggestions to 

my direct supervisor about 

what the guidelines for work 

should be.   

     

3.6 I tell my direct supervisor 

about the problems I 

encounter while doing my 

work.  

     

Sharing of information communication 
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Questions  

Score 

Totally 

agree 
Agree Neutral Disagree 

Totally 

disagree 

3.7 My direct supervisor asks for 

my opinions about what I 

think is appropriate when it 

comes to working guidelines 

and how work is done.  

     

3.8 My direct supervisor tells me 

about future work plans for 

my work team. 

     

3.9 My direct supervisor tells me 

about the situation of other 

work teams.  

     

Evaluation communication 

3.10 My direct supervisor tells me 

so that I am aware if he/she 

sees that my work results do 

not meet required standards.  

     

3.11 My direct supervisor tells me 

so that I am aware if he/she 

sees that I am not able to 

work well with others.   

     

3.12 My direct supervisor tells me 

so that I am aware about my 

work performance in 

comparison to that of my co-

workers.  

     

Rationale communication 

3.13 My direct supervisor 

explains to me the reason 
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Questions  

Score 

Totally 

agree 
Agree Neutral Disagree 

Totally 

disagree 

behind each task that I have 

to do. 

3.14 My direct supervisor 

explains to me the reasons 

behind why I have to change 

the way I work so that my 

work is of better quality. 

     

3.15 My direct supervisor 

explains to me the reasons 

why my work schedule has 

to be changed.    

     

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Part 4 Corporate social responsibility  
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Please put a check mark in the space (  ) in front of the choice that represents correct 

information or your opinion. There is no right or wrong answer. All answers are only 

a reflection of your opinions.  

 

Questions  

Score 

Totally 

agree 
Agree Neutral Disagree 

Totally 

disagree 

Perception of company’s CSR program 

4.1 True Corporation Public 

Company Limited offers 

various forms of donations to 

charities.   

     

4.2 True Corporation Public 

Company Limited has projects 

to help alleviate social 

problems. 

     

4.3 True Corporation Public 

Company Limited lends its 

support to local communities.  

     

Participation in company’s CSR program 

4.4 I am (or have been) a member 

of the team involved in 

carrying out corporate social 

responsibility (CSR) activities 

such as donating goods to the 

disadvantaged or the 

ConnectED, etc.  

     

4.5 I have participated in 

corporate social responsibility 

(CSR) activities such as 

donating goods to the 
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Questions  

Score 

Totally 

agree 
Agree Neutral Disagree 

Totally 

disagree 

disadvantaged or participating 

in the ConnectED program, 

which is organized by True 

Corporation Public Company 

Limited. 

4.6 I have brought goods and 

money to contribute to what 

True Corporation Public 

Company Limited donates to 

various charitable 

organizations. 
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Part 5 Job satisfaction 

Please put a check mark in the space (  ) in front of the choice that represents correct 

information or your opinion. There is no right or wrong answer. All answers are only 

a reflection of your opinions.  

 

Questions 

Score 

Totally 

agree 
Agree Neutral Disagree 

Totally 

disagree 

5.1 Overall, I am happy with the 

work that I am doing.  

     

5.2 I have received compliments 

for the work that I have 

done. 

     

5.3 I am happy to work with my 

co-workers.  

     

5.4 I receive appropriate 

compensation for the amount 

of work that I do at present. 

     

5.5 The work processes at True 

Corporation Public Company 

Limited are not obstacles for 

me to perform my job 

successfully.  

     

5.6 My immediate supervisor 

shows empathy toward 

his/her subordinates.  

     

5.7 I receive clear explanations 

about the work I have been 

assigned.   

     

5.8 Employees at True 

Corporation Public Company 
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Questions 

Score 

Totally 

agree 
Agree Neutral Disagree 

Totally 

disagree 

Limited are encouraged to 

share their new ideas.  

5.9 Internal communication at 

True Corporation Public 

Company Limited enables 

me to receive beneficial 

information in a quick 

manner.  

     

5.10 I am enthusiastic about 

working with True 

Corporation Public Company 

Limited.  

     

5.11 I feel proud to work with 

True Corporation Public 

Company Limited.  

     

5.12 I am happy to work with 

True Corporation Public 

Company Limited even if I 

have to work very hard.  

     

5.13 Every morning when I wake 

up, I feel that I want to go 

work.  

     

5.14 The working process and 

system of my unit are 

efficient.  
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Part 6 Organizational commitment  

Please put a check mark in the space (  ) in front of the choice that represents correct 

information or your opinion. There is no right or wrong answer. All answers are only 

a reflection of your opinions.  

 

Questions  

Score 

Totally 

agree 
Agree Neutral Disagree 

Totally 

disagree 

Affective organizational commitment 

6.1 I would be very happy if I 

can work with True 

Corporation Public Company 

Limited until I retire.  

     

6.2 I feel that I am a part of True 

Corporation Public Company 

Limited.  

     

6.3 I feel that True Corporation 

Public Company Limited is 

like a part of my family.  

     

Normative organizational commitment 

6.4 I feel that I should not resign 

from True Corporation Public 

Company Limited even if I 

have better opportunities at 

other companies.   

     

6.5 I feel that I am indebted to 

True Corporation Public 

Company Limited.  

     

6.6 I feel guilty if I have to resign 

from True Corporation Public 

Company Limited at this 
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Questions  

Score 

Totally 

agree 
Agree Neutral Disagree 

Totally 

disagree 

time.   

Continuance organizational commitment 

6.7 If I resign from True 

Corporation Public Company 

Limited at this time, I will 

live my life with difficulty.  

     

6.8 I am  not able to resign from 

True Corporation Public 

Company Limited because 

there are no available 

vacancies for a position that I 

want at other companies.  

     

6.9 I am not able to resign from 

True Corporation Public 

Company Limited as I would 

like because I have to take 

care of my family.   
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Part 7 Employee performance  

Please put a check mark in the space (  ) in front of the choice that represents correct 

information or your opinion. There is no right or wrong answer. All answers are only 

a reflection of your opinions.  

 

Questions  

Score 

Totally 

agree 
Agree Neutral Disagree 

Totally 

disagree 

Adaptive performance 

7.1 I tend to solve new problems 

that occur using creative 

methods.  

     

7.2 I am able to deal well with 

uncertainties and unexpected 

eventualities at work.  

     

7.3 I can adapt myself well to 

changes to my work.  

     

Contextual performance 

7.4 I listen to and am ready to 

learn from opinions, 

criticisms, and suggestions 

from others.   

     

7.5 I am able to carry out the 

duties I have been assigned 

well. 

     

7.6 I am able to communicate 

with my co-workers in an 

effective manner.   

     

Task performance 

7.7 I am able to carry out my      
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Questions  

Score 

Totally 

agree 
Agree Neutral Disagree 

Totally 

disagree 

duties that have been 

assigned to me in a thorough 

manner.   

7.8 I am able to carry out my 

duties and responsibilities 

according to set goals.  

     

7.9 I am able to do more work 

than others.    
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Part 8 Turnover intention  

Please put a check mark in the space (  ) in front of the choice that represents correct 

information or your opinion. There is no right or wrong answer. All answers are only 

a reflection of your opinions.  

 

Question  

Score 

Totally 

agree 
Agree Neutral Disagree 

Totally 

disagree 

8.1 I want to resign from True 

Corporation Public Company 

Limited even if I have to 

encounter a similar work 

environment and do a job 

with similar characteristics.  

     

8.2 I will resign from True 

Corporation Public Company 

Limited once I have the 

opportunity.   

     

8.3 I am currently looking for a 

job in another company.   

     

8.4 I often think of resigning.      

8.5 I plan to resign from True 

Corporation Public Company 

Limited soon.   

     

8.6 I might start looking for a 

new job next year.  
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