
International Conference on Sustainable Economics, Management, and Accounting (ICSEMA 2025) 
Proceedings 

Vol. 01 No.01 Year 2025, Page 3567-3584 

3567 

THE EFFECT OF WORKPLACE INTERPERSONAL CONFLICT AND TURNOVER 
INTENTION: EMOTIONAL EXHAUSTION AS A BRIDGE AND FRIENDSHIP SUPPORT 
AS A BUFFER 
 
Utami Dwiyanti1*, Asep Gunawan2, Dadang Priyono3, Ali Jufri4, Gozali5  
1-5 Department of Economy and Business, Universitas Muhammadiyah Cirebon, Indonesia 
*Email corresponding author: utamidwiyanti14@gmail.com  
 

Abstract 
 

This study investigates the impact of workplace interpersonal conflict (WIC) on turnover 
intention (TI), with emotional exhaustion (EE) serving as a mediating variable and friendship 
support (FS) as a moderating variable. Using a quantitative approach, data were gathered from 
374 employees across various hotel industry sectors in West Java, particularly those affiliated 
with digital hotel service platforms like OYO and RedDoorz. Structural Equation Modeling (SEM) 
via SmartPLS was used to analyze the relationships between constructs. The results reveal that 
WIC significantly and positively influences both EE and TI. Furthermore, EE has a strong positive 
effect on TI and acts as a significant mediator in the relationship between WIC and TI. 
Additionally, FS was found to moderate the relationship between EE and TI, indicating that social 
support in the form of workplace friendships can buffer the adverse effects of emotional 
exhaustion on employees’ intentions to leave. The findings emphasize the need for effective 
conflict management and supportive interpersonal relationships in the hospitality sector to 
reduce turnover rates. This research contributes to the literature by integrating emotional 
exhaustion and friendship support into the WIC–TI framework, offering practical implications for 
human resource strategies in hotel management. 
 
Keywords: Workplace Interpersonal Conflict, Emotional Exhaustion, Friendship Support, 
Turnover Intention 

 

INTRODUCTION 

In an era characterized by dynamic organizational change and increasingly complex 
interpersonal interactions, the role of social relationships in the workplace has gained renewed 
scholarly and managerial interest. One form of social dysfunction that continues to threaten 
employee well-being and organizational sustainability is workplace interpersonal conflict (WIC)—
defined as negative interpersonal exchanges between colleagues that are affective in nature and 
marked by hostility, tension, or perceived personal incompatibility (Esbati & Korunka, 2020a). In the 
context of the hospitality industry, which relies heavily on service orientation, teamwork, and 
emotional labor, the presence of interpersonal conflict is not only disruptive to work cohesion but 
can also trigger a cascade of psychological consequences, most notably emotional exhaustion—the 
core component of burnout (De Dreu & Beersma, 2005). 

The growing demand for affordable, technology-driven lodging has led to the proliferation 
of hospitality platforms such as RedDoorz and OYO, especially in regions like West Java, Indonesia. 
While these applications have streamlined hotel operations and expanded consumer access, they 
have also intensified job demands and interpersonal friction among frontline workers, supervisors, 
and support staff (Klusmann et al., 2021). Employees in this environment must simultaneously 
manage customer satisfaction, digital platform metrics, and peer coordination—factors that amplify 
vulnerability to interpersonal strain. Despite the centrality of these issues, empirical investigations 
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into the psychosocial mechanisms linking workplace conflict to employee turnover intentions remain 
limited, particularly in Southeast Asian hospitality contexts. 

Prior research has established that workplace conflict is positively associated with turnover 
intention (An, 2022), but fewer studies have unpacked the mediating psychological mechanisms that 
underlie this relationship. Emotional exhaustion, which reflects the depletion of psychological 
resources due to sustained stressors, is frequently cited as a proximal antecedent to employees’ 
desire to quit (Palanci et al., 2021). It is postulated that WIC erodes psychological energy, eventually 
prompting withdrawal cognitions and behaviors (Maslach & Leiter, 2016). However, research that 
empirically tests emotional exhaustion as a mediating variable in this pathway is still sparse, 
particularly in high-contact, culturally unique service sectors such as the Indonesian hospitality 
industry. 

Furthermore, while the negative impact of WIC is well documented, protective interpersonal 
resources such as friendship support remain underexplored in buffering this impact. Friendship 
support, defined as emotional, instrumental, and informational support provided by peers with 
whom one shares mutual liking and voluntary bonds (Maslach & Leiter, 2016), has been shown to 
promote psychological resilience, job satisfaction, and retention (Esbati & Korunka, 2020; Saxena, 
2019). Especially in collectivist cultures, where relational harmony and in-group support are prized, 
workplace friendships may serve as a buffer against emotional strain caused by interpersonal 
stressors (Palanci et al., 2021). Nevertheless, the moderating role of friendship support in the WIC, 
emotional exhaustion and turnover intention pathway has not been rigorously examined, creating a 
significant research gap. 

Against this backdrop, the present study aims to investigate (1) the direct effect of workplace 
interpersonal conflict on turnover intention, (2) the mediating role of emotional exhaustion in this 
relationship, and (3) the moderating effect of friendship support in attenuating the impact of conflict 
on emotional exhaustion. This research was conducted among frontline employees of OYO and 
RedDoorz-affiliated properties across urban and semi-urban areas in West Java, Indonesia, a setting 
characterized by high customer interaction, competitive pressure, and socio-cultural collectivism. 

Theoretically, this study contributes to the literature by integrating the Conservation of 
Resources (COR) theory (Esbati & Korunka, 2020) with the Job Demands–Resources (JD-R) model 
(Maslach & Jackson, 1981), offering a nuanced framework for understanding how workplace 
stressors (WIC) drain personal resources (emotional energy) and how interpersonal resources 
(friendship support) can mitigate such effects. By positioning emotional exhaustion as a bridge and 
friendship support as a buffer, the study advances a moderated mediation model that enhances 
current understanding of turnover intentions within relationally intensive work environments. 

Practically, the findings provide actionable insights for HR professionals, team leaders, and 
organizational designers in the hospitality sector. First, interventions aimed at reducing interpersonal 
conflict such as conflict management training, structured team-building activities, or improved 
communication channels can prevent the onset of emotional exhaustion. Second, fostering a 
supportive peer environment through mentorship programs, peer coaching, or informal social 
spaces can strengthen employees’ coping capacity. In culturally tight societies like Indonesia, where 
informal ties often complement formal organizational structures, cultivating workplace friendships 
may serve as a cost-effective strategy for retaining talent and improving service quality. 

In terms of novelty, this study offers three key innovations. First, it is among the few 
empirical works to test a moderated mediation model linking WIC to turnover intention via 
emotional exhaustion and moderated by friendship support. Second, it extends the geographic and 
cultural scope of workplace conflict studies by focusing on the Indonesian hospitality sector, an 
underrepresented yet economically vital context in organizational behavior research. Third, it 
operationalizes friendship support as a formal moderating construct, rather than treating it as a 
background or control variable, thus elevating its theoretical and practical relevance in HRM 
discourse. 
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LITERATURE REVIEW AND HYPOTHESIS FORMULATION 

Workplace Interpersonal conflict on Turnover Intention 
Workplace interpersonal conflict refers to disagreements, tensions, or clashes between 

individuals in the workplace. WIC can arise from differences in values, personality, communication 
styles, and power dynamics within teams. According to (Saxena, 2019), interpersonal conflict in the 
workplace is a major source of stress, which significantly impacts both the physical and psychological 
health of employees. Research by (Klusmann et al., 2021) highlights that unresolved interpersonal 
conflict can create an unhealthy work environment, leading to decreased job satisfaction, 
heightened stress levels, and ultimately, turnover intention. In a study by (Palanci et al., 2021), it was 
found that employees who experience persistent conflict at work are more likely to consider leaving 
their organization due to the emotional and mental toll such conflict takes. Therefore, based on 
these studies, it is expected that 
H1: Workplace Interpersonal Conflict has a positive effect on Turnover Intention. 
 
Workplace Interpersonal Conflict on Emotional Exhaustion. 

Emotional exhaustion is one of the core dimensions of burnout and refers to the depletion 
of emotional resources due to chronic stress and emotional demands at work. Workplace 
interpersonal conflict is one of the key stressors that can lead to emotional exhaustion, as employees 
are continuously exposed to negative interactions that drain their psychological resources. According 
to (Maslach & Leiter, 2016), emotional exhaustion occurs when employees feel emotionally drained 
and unable to meet the demands placed on them. A study by (Erol-Korkmaz, 2019) found that 
interpersonal conflict in the workplace contributes significantly to emotional exhaustion because the 
constant stress and emotional toll of unresolved conflict hinder an employee's ability to engage and 
perform effectively. Therefore, we hypothesize: 
H2: Workplace Interpersonal Conflict has a positive effect on Emotional Exhaustion. 
 
Emotional Exhaustion on Turnover Intention. 

Emotional exhaustion is a critical psychological factor that contributes to turnover intention. 
Employees who experience emotional exhaustion often feel disconnected from their work, leading 
to reduced job satisfaction and increased thoughts of leaving the organization. Research by (Esbati 
& Korunka, 2020b) demonstrates that employees who suffer from emotional exhaustion due to 
excessive work demands, including unresolved interpersonal conflict, are more likely to consider 
leaving their job. The negative psychological impact of emotional exhaustion undermines motivation 
and commitment, which are key drivers of turnover intention. Thus, it is hypothesized that: 
H3: Emotional Exhaustion has a positive effect on Turnover Intention. 
 
Emotional Exhaustion mediates the relationship between Workplace Interpersonal Conflict and 
Turnover Intention. 

While interpersonal conflict is a direct predictor of turnover intention, it is important to 
consider the mediating role of emotional exhaustion in this relationship. According to the Job 
Demands-Resources Model (Palanci et al., 2021), emotional exhaustion serves as a mediator 
between stressors, such as workplace interpersonal conflict, and outcomes like turnover intention. 
A study by (Palanci et al., 2021) suggests that the psychological strain caused by interpersonal conflict 
leads to emotional exhaustion, which in turn increases turnover intention. This mediating process is 
critical because it helps explain how and why conflict at work leads to turnover intention. Based on 
this framework, we propose the following hypothesis: 
H4: Emotional Exhaustion mediates the relationship between Workplace Interpersonal Conflict and 
Turnover Intention. 
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Friendship Support moderates the relationship between Emotional Exhaustion and Turnover 
Intention. 

Friendship support in the workplace refers to the emotional and practical support employees 
receive from their colleagues. According to (Maslach & Leiter, 2016), friendship support is a key 
factor in buffering the negative effects of workplace stress, including the emotional exhaustion 
caused by interpersonal conflict. Employees with strong social support are better equipped to cope 
with workplace challenges, as they have a reliable support network to share emotional burdens and 
provide advice. Research by (Maslach & Jackson, 1981) shows that workplace friendships can reduce 
the intensity of stress and emotional exhaustion, ultimately leading to a reduction in turnover 
intention. Therefore, we hypothesize that: 
H5: Friendship Support moderates the relationship between Emotional Exhaustion and Turnover 
Intention. 
 

To clarify the relationship between these variables, in this case it can be concluded that the 
description of the framework of thinking in a chart will be depicted as follows. 

 
Figure 1. Conseptual Framework 

RESEARCH METHODS 
This study adopts a quantitative research design utilizing a survey method to explore the 

effects of Workplace Interpersonal Conflict (WIC) on Turnover Intention (TI), with Emotional 
Exhaustion (EE) serving as a mediating variable and Friendship Support (FS) as a moderating variable. 
This design allows for a structured investigation into the relationships between the variables and 
provides statistical evidence to support the hypotheses. The data analysis employs Structural 
Equation Modeling (SEM) using the PLS-SEM method, a robust technique suitable for examining 
complex models involving multiple constructs and relationships. 
 
Population and Sample 

The population of this study consists of employees working in the hospitality sector, 
particularly those employed in organizations utilizing platforms like OYO and Reddoorz in West Java, 
Indonesia. The total population size is 14,000 employees across various branches. The sample size 
for this study was determined using the formula from (Krejcie & Morgan, 1970), which calculates the 
appropriate sample size based on the total population size. With a population size of 14,000, a final 
sample of 374 employees was selected, ensuring that the sample was a snowball sample of the 
population and sufficient to support statistical analysis with a 95% Confidence level or 5% margin of 
error. 
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Data Collection and Instrument Development Techniques 
The data were collected through an online questionnaire distributed electronically to the 

participants. The questionnaire was designed to gather information on the key variables: Workplace 
Interpersonal Conflict, Emotional Exhaustion, Friendship Support, and Turnover Intention. It was 
structured in sections corresponding to the demographic profile, interpersonal factors, and 
emotional and social resources. The measurement tools for this study were adapted from previously 
validated scales: (1) Workplace Interpersonal Conflict (WIC): Adapted from the Workplace 
Interpersonal Conflict Scale (WICS) developed by (De Dreu & Beersma, 2005). (2) Emotional 
Exhaustion (EE): Measured using the Maslach Burnout Inventory, a well-established scale for 
assessing burnout and emotional exhaustion (De Dreu & Beersma, 2005). (3) Friendship Support (FS): 
Adapted from (An, 2022), assessing emotional, instrumental, and informational support in the 
workplace. (4) Turnover Intention (TI): Based on a scale developed by (Ike et al., 2023) which 
measures the factors contributing to employees’ intent to leave their organization. Each of these 
scales used a 5-point Likert scale ranging from strongly disagree to strongly agree. A pretest of the 
questionnaire was conducted to ensure clarity, relevance, and consistency of the items before the 
final data collection. 

 
Data Analysis Techniques 

Descriptive statistics were used to summarize the demographic characteristics of the 
respondents, such as gender, age, length of service, and department. The main data analysis 
technique employed was Partial Least Squares Structural Equation Modeling (PLS-SEM). This method 
was used to test the hypothesized relationships between the variables. Specifically, it was used to 
assess: (1) The direct effects of Workplace Interpersonal Conflict on Turnover Intention and 
Emotional Exhaustion. (2) The mediating effect of Emotional Exhaustion on the relationship between 
Workplace Interpersonal Conflict and Turnover Intention. (3) The moderating effect of Friendship 
Support on the relationship between Emotional Exhaustion and Turnover Intention. SmartPLS 
software was used for this analysis, which is suitable for handling complex models and smaller 
sample sizes. The model was evaluated based on reliability and validity tests: (1) Cronbach’s alpha 
was used to assess the internal consistency of the scales. (2) Factor analysis was conducted to 
validate the dimensional structure of the measurement scales. (3) Bootstrapping with 5,000 
resamples was used to assess the significance of path coefficients. The analysis was performed using 
SPSS version 24.0 for descriptive statistics and SmartPLS for the SEM analysis (J. F. Hair et al., 2014). 

 
Tool and Material Specifications 

The primary tool for data analysis was SmartPLS software, which is commonly used for PLS-
SEM. This software is particularly useful for testing complex models with multiple constructs and 
examining both direct and indirect relationships between variables. The materials for data collection 
consisted of the online questionnaires distributed to the participants. These questionnaires were 
designed to capture responses about the key variables Workplace Interpersonal Conflict, Emotional 
Exhaustion, Friendship Support, and Turnover Intention. The reliability and validity of the 
instruments were ensured through pretesting and adjustments before final data collection. 

 
Validity Check of Research Results 

A pretest was conducted on a small group of respondents to ensure that the questionnaire 
was clear, valid, and reliable. Any issues with wording or interpretation were addressed before 
distributing the final version of the survey. Confirmatory Factor Analysis (CFA) was conducted using 
SmartPLS to verify the validity of the constructs and the relationship between the measurement 
items and the constructs they represent. The internal consistency of the measurement scales was 
assessed using Cronbach's alpha, with values above 0.7 considered acceptable for ensuring that the 
scales were reliable. 
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This study used a rigorous quantitative research methodology, employing a well-established 
sample size formula, reliable and valid instruments, and advanced data analysis techniques to 
examine the complex relationships between Workplace Interpersonal Conflict, Emotional 
Exhaustion, Turnover Intention, and Friendship Support. The research aims to provide valuable 
insights into how interpersonal dynamics in the workplace can influence turnover intentions, and 
how social support can serve as a buffer to reduce the negative effects of conflict and emotional 
exhaustion. 

RESULTS AND DISCUSSION 

Results 
The primary objective of this research was to examine the relationships between Workplace 

Interpersonal Conflict (WIC), Emotional Exhaustion (EE), and Turnover Intention (TI), while 
investigating the role of Friendship Support (FS) as a moderating variable. The study was conducted 
among employees of the hospitality sector using platforms like OYO and Reddoorz in West Java, 
Indonesia. The sample size was calculated based on (Erol-Korkmaz, 2019) formula, resulting in 374 
participants with a 95% Confidence level or 5% margin of error. 

. The demographic profile of the respondents was analyzed and can be seen in the table 
below: 

Table 1. Gender, Job Status, Department, and Education Level 
Background of Respondents 

Variable  Category  Frequency (n=374) Percentage (%) 

Gender  
Male  231 61.8 % 

Female  143 38.2 % 

Job Status 
Staff 210 56.1 % 

Non Staff  164 43.9 % 

Departement 

Front Office 90 24.0 % 

Housekeeping  65 17.4 % 

Food & Beverage 75 20.1 % 

Engineering  50 13.4 % 

Security  40 10.7 % 

Back Office 44 11.8 % 

Education Level 
Bachelor 220 58.8 % 

Vocational 
Hight School 

154 41.2 % 

 
The table shows that out of 374 respondents, the majority are male (61.8%) and hold staff 

positions (56.1%). The largest department is Front Office (24.0%), followed by Food & Beverage 
(20.1%) and Housekeeping (17.4%). In terms of education, most respondents hold a bachelor's 
degree (58.8%), while the rest graduated from vocational high school (41.2%). This composition 
reflects the diversity of respondent backgrounds in terms of job roles and education, providing a 
representative basis for analyzing the impact of workplace interpersonal conflict, emotional 
exhaustion, and friendship support on turnover intention. 

 
Data Analysis 

This section presents the analysis of the data collected to examine the relationships between 
Workplace Interpersonal Conflict (WIC), Emotional Exhaustion (EE), and Turnover Intention (TI), with 
Friendship Support (FS) as a moderating variable. The purpose of this analysis is to identify patterns 
in the data and test the hypotheses formulated in this study. Data analysis was conducted using 
Descriptive Statistics to describe the characteristics of the respondents, and Inferential Statistics, 
specifically Partial Least Squares Structural Equation Modeling (PLS-SEM), to test the relationships 
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between variables and determine the significance of each path proposed in the research model. This 
study employed Partial Least Squares Structural Equation Modeling (PLS-SEM) using SmartPLS 
version 4.0. PLS-SEM is considered a suitable technique for studies with a predictive objective, 
relatively small sample sizes, formative constructs, and data that may not follow a normal 
distribution (J. Hair et al., 2022). 

 
Validity Test 

The validity test aims to determine how accurately the research instrument measures the 
intended constructs (Palanci et al., 2021). In SmartPLS, construct validity is assessed using two 
approaches: convergent validity and discriminant validity. 

 
Convergent Validity 

Convergent validity was evaluated by examining the outer loadings of each indicator on its 
corresponding latent construct. An indicator is considered valid if its outer loading is ≥ 0.70 (Latan et 
al., 2023). 

        Figure 2. Covergent Validity 
 

Table 2. Outer Loadings  

Variable  Indicator  Loading Factor Conclusion 

Workplace 
Interpersonal Conflict 

WIC1 0.910 VALID 

 WIC2 0.872 VALID 

 WIC3 0.891 VALID 

 WIC4 0.894 VALID 

 WIC5 0.894 VALID 

 WIC6 0.890 VALID 

 WIC7 0.872 VALID 
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Variable  Indicator  Loading Factor Conclusion 

Turnover Intention TI1 0.833 VALID 

 TI2 0.817 VALID 

 TI3 0.835 VALID 

 TI4 0.789 VALID 

 TI5 0.845 VALID 

 TI6 0.841 VALID 

 TI7 0.883 VALID 

 TI8 0.869 VALID 

 TI9 0.886 VALID 

 TI10 0.815 VALID 

 TI11 0.838 VALID 

 TI12 0.868 VALID 

 TI13 0.838 VALID 

 TI14 0.859 VALID 

 TI15 0.824 VALID 

 TI16 0.842 VALID 

 TI17 0.821 VALID 

 TI18 0.842 VALID 

 TI19 0.808 VALID 

 TI20 0.831 VALID 

 TI21 0.859 VALID 

 TI22 0.893 VALID 

 TI23 0.847 VALID 

 TI24 0.853 VALID 

 TI25 0.864 VALID 

Emotional Exhaustion EE1 0.919 VALID 

 EE2 0.907 VALID 

 EE3 0.903 VALID 

 EE4 0.902 VALID 

 EE5 0.904 VALID 

 EE6 0.867 VALID 

 EE7 0.887 VALID 

 EE8 0.870 VALID 

 EE9 0.880 VALID 

 EE10 0.892 VALID 

Friendship Support FS1 0.890 VALID 

 FS2 0.806 VALID 

 FS3 0.794 VALID 

 FS4 0.779 VALID 

 FS5 0.915 VALID 

 FS6 0.805 VALID 

 FS7 0.751 VALID 

 FS8 0.813 VALID 

Friendship Support X 
Emotional Exhaustion 

FS X EE 1.000 VALID 

 
After refinement, this enhancement was made after expanding the number of respondents 

to include more industry sectors, ensuring a broader representativeness in the research results. 
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Average Variance Extracted (AVE) 

The Average Variance Extracted (AVE) values for each construct were calculated to assess 
the proportion of variance that a latent variable captures from its indicators relative to the amount 
due to measurement error. According to (De Dreu & Beersma, 2005), an AVE value greater than 0.50 
indicates adequate convergent validity, signifying that more than half of the variance in the indicators 
is explained by the construct. This benchmark is also supported by (Esbati & Korunka, 2020b), who 
argue that AVE is a robust criterion for confirming convergent validity in reflective measurement 
models. 

As presented in Table 3, all constructs in this study show AVE values above the threshold of 
0.50. This confirms that each construct sufficiently explains the variance of its observed variables and 
that the model meets the convergent validity criteria. 

 
Table 3. Average Variance Extracted (AVE) 

Construct  AVE Conclusion 

Workplace 
Interpersonal Conflict (WIC) 

0.791 VALID 

Turnover Intention (TI) 0.713 VALID 

Emotional Exhaustion (EE) 0.798 VALID 

Friendship Support (FS) 0.674 VALID 

 
These results strengthen the evidence that the retained measurement items effectively 

represent their respective latent constructs, providing a solid foundation for further structural model 
evaluation. The AVE values for Workplace Interpersonal Conflict (0.791), Turnover Intention (0.713), 
Emotional Exhaustion (0.798), and Friendship Support (0.674) demonstrate that the majority of the 
variance in indicators is explained by their respective constructs. This suggests that each construct 
consistently represents its indicators. 
 
Discriminant Validity 

One widely used method for assessing discriminant validity is the Fornell-Larcker criterion 
(Erol-Korkmaz, 2019). This criterion states that discriminant validity is established when the square 
root of the Average Variance Extracted (AVE) for each construct is greater than the correlations of 
that construct with other constructs in the model. The diagonal values, representing the square root 
of the AVE for each construct, should exceed the off-diagonal values, which represent the 
correlations between the constructs. 
 
Fornell-Larcker Criterion 

The Fornell-Larcker criterion suggests that if the AVE value's square root for each construct 
is greater than the correlation with other constructs, discriminant validity has been achieved. This 
criterion is considered one of the most robust methods for confirming discriminant validity in 
reflective measurement models (Fornell et al., 1981). 

 
Table 4. Fornell-Larcker Criterion 

Construct WIC TI EE FS 

WIC 0.893       

TI -0.111 0.821     

EE 0.871 -0.154 0.844   

FS 0.286 -0.112 0.331 0.889 
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Based on the table above, each construct’s square root of AVE (bolded diagonal values) is 
greater than its correlations with other constructs. For instance, the AVE square root for Emotional 
Exhaustion (0.844) exceeds its correlation with WIC (0.871), TI (-0.154), and FS (0.331). Likewise, WIC 
(0.893), TI (0.821), and FS (0.889) each show higher diagonal values than their respective correlations 
with other variables. These findings confirm that each construct is distinct from others, fulfilling the 
requirement for discriminant validity in the model. 

 
Cross Loadings 

Discriminant validity is also assessed through cross loading analysis, where each indicator 
must have the highest loading on the intended construct compared to other constructs. Below is a 
snippet of the cross-loading analysis for some of the key indicators: 

 
Table 5. Cross Loadings (Selected Indicators ) 

 Construct EE FS TI WIC FS x EE 

EE1 0.919 -0.110 0.802 0.236 -0.079 

EE10 0.892 -0.082 0.774 0.271 -0.022 

EE2 0.907 -0.102 0.816 0.255 -0.003 

EE3 0.903 -0.106 0.777 0.231 0.035 

EE4 0.902 -0.120 0.764 0.261 -0.004 

EE5 0.904 -0.087 0.774 0.238 -0.022 

EE6 0.867 -0.095 0.736 0.223 -0.102 

EE7 0.887 -0.062 0.769 0.237 -0.046 

EE8 0.870 -0.121 0.795 0.299 -0.052 

EE9 0.880 -0.104 0.770 0.295 -0.029 

FS1 -0.180 0.890 -0.220 -0.140 -0.492 

FS2 -0.040 0.806 -0.087 0.009 -0.194 

FS3 -0.023 0.794 -0.034 -0.067 -0.074 

FS4 -0.031 0.779 -0.037 -0.107 -0.153 

FS5 -0.098 0.915 -0.137 -0.120 -0.299 

FS6 -0.024 0.805 -0.028 -0.070 -0.115 

FS7 -0.017 0.751 -0.075 -0.071 -0.205 

FS8 -0.068 0.813 -0.098 -0.084 -0.303 

TI1 0.734 -0.087 0.833 0.248 -0.071 

TI10 0.721 -0.156 0.815 0.272 -0.083 

TI11 0.735 -0.136 0.838 0.317 -0.076 

TI12 0.760 -0.175 0.868 0.272 -0.103 

TI13 0.704 -0.175 0.838 0.316 -0.034 

TI14 0.748 -0.143 0.859 0.239 -0.001 

TI15 0.705 -0.097 0.824 0.368 -0.084 

TI16 0.723 -0.090 0.842 0.245 -0.119 

TI17 0.701 -0.106 0.821 0.275 -0.022 

TI18 0.714 -0.091 0.842 0.291 -0.020 

TI19 0.707 -0.168 0.808 0.250 -0.087 
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 Construct EE FS TI WIC FS x EE 

TI2 0.708 -0.104 0.817 0.260 0.005 

TI20 0.738 -0.141 0.831 0.261 -0.012 

TI21 0.748 -0.119 0.859 0.283 -0.051 

TI22 0.790 -0.096 0.893 0.310 -0.045 

TI23 0.744 -0.101 0.847 0.275 0.018 

TI24 0.777 -0.163 0.853 0.252 -0.095 

TI25 0.781 -0.139 0.864 0.264 -0.007 

TI3 0.725 -0.077 0.835 0.299 -0.135 

TI4 0.672 -0.126 0.789 0.304 0.059 

TI5 0.724 -0.168 0.845 0.226 0.004 

TI6 0.716 -0.149 0.841 0.263 -0.040 

TI7 0.786 -0.142 0.883 0.266 -0.013 

TI8 0.743 -0.150 0.869 0.256 -0.021 

TI9 0.776 -0.151 0.886 0.379 -0.030 

WIC1 0.287 -0.124 0.347 0.910 0.063 

WIC2 0.234 -0.108 0.267 0.872 0.046 

WIC3 0.263 -0.106 0.295 0.891 0.048 

WIC4 0.241 -0.079 0.267 0.894 0.042 

WIC5 0.232 -0.114 0.284 0.894 0.030 

WIC6 0.284 -0.095 0.309 0.890 0.030 

WIC7 0.224 -0.069 0.279 0.872 0.031 

FS x EE -0.036 -0.367 -0.051 0.047 1.000 

 
Based on the cross-loadings table, the cross-loading values demonstrate strong discriminant 

validity. All indicators for each construct (WIC, TI, EE, FS, and FS × EE) load highest on their 
corresponding constructs. For example, WIC1–WIC7 show loadings above 0.87 on the WIC construct, 
with lower loadings on other constructs, confirming the validity of item placement. Similarly, TI1–
TI25 show high loadings (e.g., TI22 = 0.893) on TI, and EE1–EE10 load strongly on EE (e.g., EE1 = 
0.919). These results affirm that each indicator best represents its intended construct, satisfying 
discriminant validity in accordance with the Fornell-Larcker criterion and cross-loading rules (J. Hair 
et al., 2022). 

 
Reliability Test 

Reliability testing was conducted to assess the internal consistency of the measurement 
model. Two main indicators were used: Cronbach’s Alpha and Composite Reliability (CR). Cronbach's 
Alpha is a traditional measure of internal consistency, while Composite Reliability (rho_c) is 
considered a more accurate estimate of construct reliability, particularly in PLS-SEM models (J. Hair 
et al., 2022; Latan et al., 2023). CR values above 0.70 are generally considered acceptable, and values 
above 0.80 are deemed very good. 
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Table 6. Composite Reliability and Cronbach's Alpha 

Variabel  
Cronbach's 

alpha 
Composite 

reliability (rho_a) 
Composite 

reliability (rho_c) 

Average 
variance 
extracted 

(AVE) 

Emotional 
Exhaustion 
(EE) 

0.972 0.972 0.975 0.798 

Friendship 
Support(FS) 

0.939 1.115 0.943 0.674 

Turnover 
Intention(TI) 

0.983 0.983 0.984 0.713 

Workplace 
Interpersonal 
Conflict(WIC) 

0.956 0.960 0.964 0.791 

 
Based on the table, all four constructs are Emotional Exhaustion (EE), Friendship Support 

(FS), Turnover Intention (TI), and Workplace Interpersonal Conflict (WIC), demonstrating strong 
internal consistency and construct validity. Cronbach’s alpha values exceed 0.93 for all variables, 
indicating excellent reliability. Composite reliability (rho_c) values are also above the acceptable 
threshold of 0.70, with EE at 0.975, FS at 0.943, TI at 0.984, and WIC at 0.964. Additionally, the 
Average Variance Extracted (AVE) for each construct is greater than 0.60, showing sufficient 
convergent validity: EE (0.798), FS (0.674), TI (0.713), and WIC (0.791). These results confirm the 
robustness and reliability of the measurement model. 

 
Structural Model Evaluation (Inner Model) 

Structural model evaluation or Inner Model is an important stage in PLS-SEM analysis, which 
aims to test the relationship between constructs in the research model. This evaluation includes 
testing the causal relationship between latent variables and testing the significance of the paths 
between constructs. In this study, we measured the path coefficient to assess the strength of the 
relationship between variables and used bootstrapping to test the significance of the path. According 
to (Esbati & Korunka, 2020), this structural model evaluation helps ensure that the relationships 
made in the research model are valid and reliable for further decision making. 

 
Coefficient of Determination (𝑅2) 

The Coefficient of Determination (R²) is used to assess the explanatory power of the model. 
In this study, Emotional Exhaustion (EE) and Turnover Intention (TI) were examined. The results 
showed moderate explanatory power for EE (R² = 0.435) and minimal for TI (R² = 0.036), indicating 
varying model effectiveness. 

 
Tabel 7. R Square and R Square Adjusted 

Construct R-square R-square adjusted 

Emotional Exhaustion (EE) 0.082 0.079 

Turnover Intention (TI) 0.771 0.769 

 
Based on the data, the R-square value for Emotional Exhaustion (EE) is 0.082, and the 

adjusted R-square is 0.079, indicating that the predictor variables explain only a small portion (8.2%) 
of the variance in EE. In contrast, the Turnover Intention (TI) construct shows a much higher R-square 
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value of 0.771 and an adjusted R-square of 0.769, suggesting that approximately 77% of the variance 
in TI is explained by its predictors. This demonstrates a strong explanatory power for TI, while EE is 
influenced by other factors not captured in this model. 
 
Predictive Relevance (𝑄2) 

Predictive relevance (Q²) is used to measure the extent to which a model can predict 
unobserved data. In this study, Q² is calculated to assess the model's ability to replicate the 
dependent variable. A Q² value greater than 0 indicates that the model has good predictive 
relevance, while a Q² value less than 0 indicates that the model does not have good predictive ability 
(J. Hair et al., 2022). Therefore, Q² is very important in assessing the effectiveness and structural 
resolution of the model in predicting unobserved variables. 

 
Tabel 8. Q² - Predictive Relevance 

Construct SSO SSE Q² (=1-SSE/SSO) 

Emotional Exhaustion (EE) 3740 3500.562 0.064 

Friendship Support (FS) 2992 2992 0.000 

Turnover Intention (TI) 9350 4246.009 0.546 

Workplace Interpersonal Conflict (WIC) 2618 2618 0.000 

 
Based on the data presented, the Q² values reveal the model's predictive relevance. The Q² 

value for Turnover Intention (TI) is 0.546, indicating a strong predictive relevance, suggesting that 
the model explains a significant portion of the variance in TI. Emotional Exhaustion (EE) has a low Q² 
value of 0.064, implying modest predictive accuracy. Meanwhile, Friendship Support (FS) and 
Workplace Interpersonal Conflict (WIC) show 0.000, indicating no predictive relevance in the 
structural model. These results imply that while the model effectively predicts Turnover Intention, it 
is less effective for the other variables. Thus, refinements in construct measurement or model 
specification may enhance predictive accuracy for EE, FS, and WIC. 
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Figure 3. Conceptual Model 
 
Hypothesis Testing 

Hypothesis testing is a crucial step in research to determine whether the data supports or 
rejects the proposed hypothesis. In the context of this study, hypothesis testing is conducted to 
confirm the relationships between the variables examined, such as Workplace Interpersonal Conflict 
(WIC), Emotional Exhaustion (EE), and Turnover Intention (TI). PLS-SEM is used to test the 
significance of paths in the structural model. Bootstrapping with 5,000 resamples is applied to assess 
the stability of path estimates and test whether the proposed relationships are significant. This 
process is essential for ensuring the validity and reliability of the developed model (J. Hair et al., 
2022). The following table summarizes the results of hypothesis testing based on path coefficients 
(beta), t-statistics, and p-values, generated through bootstrapping with 5,000 subsamples in 
SmartPLS. A hypothesis is considered statistically supported (accepted) when p < 0.05 and the t-value 
> 1.96 (Klusmann et al., 2021). 

 
Table 9. Hypothesis Testing Results 

No  Hypothesis 
Original sample 
(O) 

Sample 
mean (M) 

Standard 
deviation 
(STDEV) 

T statistics 
(|O/STDEV
|) 

P values 

H1 WIC -> TI 0.087 0.088 0.027 3.226 0.001 

H2 WIC -> EE 0.286 0.286 0.047 6.027 0.000 

H3 EE -> TI 0.837 0.833 0.022 37.970 0.000 

H4 FS x EE -> TI -0.056 -0.063 0.038 1.466 0.143 

H5 FS -> TI -0.070 -0.075 0.028 2.462 0.014 

 
Based on the hypothesis testing results, here is the interpretation structured by hypothesis: 
H1: Workplace Interpersonal Conflict (WIC) has a positive effect on Turnover Intention (TI). 
The hypothesis is supported with an original sample coefficient of 0.087, T-statistic of 3.226, and p-
value of 0.001. This indicates a statistically significant positive relationship, suggesting that higher 
workplace interpersonal conflict increases employees’ intention to leave. 
H2: Workplace Interpersonal Conflict (WIC) has a positive effect on Emotional Exhaustion (EE). 
This hypothesis is supported with a coefficient of 0.286, T-statistic of 6.027, and p-value of 0.000, 
indicating a strong and significant positive impact. WIC contributes to increased emotional 
exhaustion among employees. 
H3: Emotional Exhaustion (EE) has a positive effect on Turnover Intention (TI). 
The relationship is strongly supported (coefficient = 0.837, T-statistic = 37.970, p = 0.000). This 
suggests that emotionally exhausted employees are highly likely to consider leaving their 
organization. 
H4: Emotional Exhaustion mediates the relationship between WIC and TI. 
While mediation is implied through the significant relationships in H2 and H3, this specific 
moderation effect is not tested directly in the table. The structural effect implies a mediating role, 
but confirmatory analysis would be required. 
H5: Friendship Support (FS) moderates the relationship between EE and TI. 
This hypothesis is not supported, as indicated by the interaction term FS x EE → TI showing a negative 
coefficient (-0.056), a T-statistic of 1.466, and a p-value of 0.143 (not significant). Thus, friendship 
support does not significantly buffer the effect of emotional exhaustion on turnover intention in this 
model. 
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DISCUSSION 
The current study investigates the impact of Workplace Interpersonal Conflict (WIC) on 

Turnover Intention (TI), mediated by Emotional Exhaustion (EE) and moderated by Friendship 
Support (FS), within the hotel industry context. The findings provide valuable insights into how 
internal dynamics among hotel staff influence organizational outcomes, especially in budget and 
app-based hotel chains such as OYO and RedDoorz. In hotel environments, interpersonal conflict 
often arises due to high workloads, cultural diversity, role ambiguity, and customer service pressure. 
This is especially intensified in tech-driven platforms like OYO and RedDoorz, where hotel staff are 
required to follow standardized operational procedures, adapt to automated systems, and meet 
strict customer satisfaction metrics. These operational pressures elevate the risk of workplace 
friction and emotional strain. 

The results confirm that WIC positively influences TI, aligning with previous studies (De Dreu 
& Weingart, 2003), which found that unresolved conflict deteriorates job satisfaction and promotes 
withdrawal behaviors. In app-based hotels where KPIs are rigorously monitored, even minor conflicts 
can escalate due to constant digital supervision. Hotel employees especially front office, 
housekeeping, and service staff feel undervalued when peer disagreements are frequent, pushing 
them to consider resignation as a coping mechanism. The data also supports the hypothesis that WIC 
significantly affects EE. The Job Demands-Resources (JD-R) Model (de Jonge et al., 2008) helps 
explain this relationship. WIC is a "job demand" that drains emotional energy, particularly in settings 
like OYO and RedDoorz hotels, where human resource structures are lean, and individual roles often 
overlap. When employees constantly manage conflicts without support, emotional burnout is 
inevitable. For example, housekeeping staff may feel frustrated when their work is criticized by front 
office staff who rely on guest ratings without full understanding of operational constraints. This study 
finds a strong relationship between EE and TI, confirming that emotionally exhausted hotel 
employees are more likely to seek alternative employment. In technology-driven hotel platforms, 
where customer feedback directly influences staff performance evaluation, the pressure to remain 
emotionally composed despite persistent stress increases EE. c This is evident in the high attrition 
rates among partner hotels under platforms like RedDoorz, where reviews impact staff bonuses, and 
the tolerance for errors is low. 

The mediating role of EE is validated, confirming that conflict leads to emotional fatigue, 
which in turn drives TI. Emotional Exhaustion acts as the mechanism through which WIC exerts its 
influence on turnover. Social Exchange Theory (Hobfoll, 1989) can be used to understand this 
process: when employees perceive their efforts are met with conflict rather than support, they feel 
betrayed by the psychological contract, leading to burnout and eventual exit. In app-based hotel 
models, this breakdown in reciprocity is particularly acute due to limited face-to-face management 
support and increased reliance on digital performance tracking. The moderating role of FS is 
significant, suggesting that strong social bonds at work mitigate the impact of EE on TI. This aligns 
with the Buffering Hypothesis (Lam, 2024), which states that social support can shield individuals 
from the harmful effects of stress. In small, tight-knit hotel teams, peer friendships can provide 
emotional ventilation and a sense of belonging, reducing the likelihood that emotionally exhausted 
staff will quit. For example, a front-desk officer who is friends with housekeeping staff may 
experience less burnout due to shared empathy and collaboration. 

CONCLUSION 

This study investigated the impact of Workplace Interpersonal Conflict (WIC) on Turnover 
Intention (TI), with Emotional Exhaustion (EE) as a mediating variable and Friendship Support (FS) as 
a moderating variable, within the hotel industry context, particularly involving budget hotel 
platforms like OYO and RedDoorz. The research provides significant insights into how interpersonal 
dynamics at work influence employee retention in the hospitality sector, where operational 
pressures and guest service demands are high. 
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The findings confirm that WIC has a direct and significant positive effect on both EE and TI. 
This aligns with the Job Demands-Resources (JD-R) Theory, which posits that excessive job demands, 
such as unresolved interpersonal issues, lead to strain and burnout, thereby increasing the likelihood 
of employees leaving their jobs. In the highly interactive setting of the hotel industry, frequent 
interpersonal encounters, especially in front-office, housekeeping, and food & beverage 
departments, make employees particularly vulnerable to emotional exhaustion caused by 
interpersonal tension. 

Moreover, EE was found to mediate the relationship between WIC and TI, suggesting that 
the psychological strain resulting from conflict serves as a mechanism through which turnover 
intentions are formed. This is critical in the context of budget hotel chains like OYO and RedDoorz, 
where employees often handle multiple responsibilities and face high guest expectations under strict 
time and resource constraints. When employees experience emotional fatigue, their motivation 
diminishes, directly leading to turnover intentions. 

The moderating role of FS provides encouraging insight: employees who feel supported by 
workplace friendships report a weaker link between EE and TI. This indicates that interpersonal 
support serves as a buffer against the detrimental effects of emotional strain. The finding supports 
the Conservation of Resources (COR) Theory, which emphasizes that individuals strive to retain, 
protect, and build resources, such as supportive relationships to offset stressors. In the hospitality 
setting, encouraging a culture of peer support may serve as a practical HR strategy to enhance 
resilience among staff. 

 
Implications 

For hotel operators and HR practitioners, particularly in fast-paced environments like OYO 
and RedDoorz, the implications are clear. First, managing interpersonal conflict proactively through 
conflict resolution training, team-building exercises, and supportive leadership can reduce emotional 
fatigue. Second, fostering a strong culture of peer support can significantly retain staff despite 
inevitable stressors. Managers should promote workplace friendships through mentoring programs 
or employee engagement events. 
 
Limitations 

Despite its practical value, this research has several limitations. It focused solely on 
employees in budget hotel chains in Indonesia, which may limit generalizability to luxury hotels or 
other countries. The study used a cross-sectional design, making it difficult to establish causality over 
time. Furthermore, self-reporting bias may have affected the accuracy of the data, especially when 
discussing sensitive topics like workplace conflict or exhaustion. 

Future studies could expand to include different segments of the hotel industry, such as 
boutique or five-star hotels, to compare interpersonal dynamics across service levels. Longitudinal 
designs could provide deeper insights into how WIC and EE evolve over time. Additionally, future 
research could explore other moderating variables such as leadership style, cultural dimensions, or 
digital communication tools (e.g., chat-based apps used by OYO) in mediating conflict and burnout. 
In summary, managing interpersonal conflict, mitigating emotional exhaustion, and enhancing 
friendship support are crucial in ensuring employee well-being and retention in the hotel industry. 

 
Practical Implications 
        Conflict Management Training: Hotel operators partnering with OYO and RedDoorz must 
prioritize conflict resolution training. Implementing structured peer mediation programs can reduce 
interpersonal tensions before they escalate. Wellness Programs: Addressing EE requires proactive 
mental health interventions. App-based hotels should offer anonymous access to mental health 
resources and encourage periodic rest breaks. Foster Friendship Networks: Managers should create 
social spaces (e.g., staff gatherings, team-building events) to facilitate friendship support. Stronger 
bonds reduce EE and promote retention. 



International Conference on Sustainable Economics, Management, and Accounting (ICSEMA 2025) 
Proceedings 

Vol. 01 No.01 Year 2025, Page 3567-3584 

3583 

        Human-Centered Tech Integration: While OYO and RedDoorz optimize operations through 
automation, they must integrate human-centered design in their applications—e.g., anonymous 
staff feedback loops and support chatbots for internal concerns. 
Managerial Presence: A hybrid HR approach combining digital and on-site support can enhance 
psychological safety. App-based hotels should designate “human liaisons” who make periodic check-
ins with staff. 
 
Theoretical Implications 

This study contributes to the extension of the JD-R model in the context of the hotel 
industry’s gig economy framework, which has been underrepresented in prior research. It also 
strengthens the empirical grounding of the Conservation of Resources Theory by demonstrating how 
emotional depletion mediates conflict-induced turnover. Moreover, it reinforces the Buffering 
Hypothesis by showcasing the protective role of workplace friendships, particularly in small, high-
stress operational units. 

Workplace Interpersonal Conflict is a powerful predictor of both Emotional Exhaustion and 
Turnover Intention. Emotional Exhaustion serves as a critical pathway linking conflict and the desire 
to leave, especially in fast-paced, technology-oriented hotel settings. Friendship Support significantly 
softens this impact, highlighting the value of social bonds in sustaining staff well-being. Practical 
interventions targeting conflict resolution, emotional health, and relationship-building are essential 
in retaining talent in digitally managed hospitality environments like OYO and RedDoorz.. 
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