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 ABSTRACT
Manuscript type: Research paper
Research aims: This study aims to examine the effects of perceived 
co-worker and supervisor support on employees’ intention to quit in 
the food and beverage industry in Thailand. 
Design/Methodology/Approach: A total of 322 entry-level employees 
were recruited from one of Thailand’s largest food and beverage 
company as respondents for our survey. Data were then analysed 
using the OLS regression.
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Research findings: Our results highlight that workplace social 
support as indicated by existing literature were predominantly con-
ducted in Western countries and these were found to be inapplicable 
in the Thai context. Our study also highlights some inconsistent 
results between the different age group of workers. 
Theoretical contributions/Originality: Our study expands on 
previous literature by making empirical contributions from the per-
spective of Thailand. As a collectivistic and feminine society, Thailand 
carries results that are different from the West. Our study also makes 
contributions by providing evidence drawn from the different age 
group perspective. 
Practitioner/Policy implications: Companies in Asian countries 
should reconsider their strategies in retaining workers. Our results 
offer strategies that are guided by the outcome generated from an 
Asian context which is highly different from the Western context.
Research limitation/Implications: Since this study only focused on 
employees from one company, the generalisability of our results may 
be restricted. 

Keywords: Co-Worker Support, Supervisor Support, Intention to 
Quit, Employee Retention, Employment Sustainment
JEL Classification: M12, M54, M59
 

1. Introduction 
Employee retention began to manifest itself in the early 1900s and today, 
it has become a critical workforce challenge for many companies. The 
sharp decline of the working population has further aggravated the 
employee retention issue. According to the World Population Prospects 
2015 forecasted by the United Nations, the fraction of the working age 
population (defined as population aged 15-64) for several countries in 
Asia are projected to decline sharply between 2015-2050 (e.g. from 72.6 
per cent to 59.7 per cent for China; 73.1 per cent to 53.2 per cent for South 
Korea; 72.8 per cent to 55.4 per cent for Singapore; 70.2 per cent to 61.6 
per cent for Vietnam; 71.4 per cent to 58.0 per cent for Thailand). This 
issue is compounded by Thailand’s fast transition from its ageing society 
(defined as a population with proportion of seniors 65+ years old over 
7 per cent) to an aged society (defined as a population with proportion 
of seniors 65+ years old over 14 per cent). The time duration expected 
for Thailand is 20 years shorter than most developed countries which 
take 50 to 100 years, with the exception of Japan. To illustrate, it took 69 
years for the US to transition from an ageing society to an aged society; 
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65 years for Canada and 73 years for Sweden (Arshad & Bhat, 2013). If 
this changing atmosphere is not given due attention, many organisations 
in Thailand may no longer be able to sustain themselves as the long-term 
health and success of any organisation depends on its ability to retain 
employees (Presbitero, Roxas, & Chadee, 2016). Employees are the most 
vital and dynamic resources of any organisation (Gabčanová, 2011) in 
today’s environment, hence the retention of high-quality workers will 
be one of the top priorities for most organisations in Thailand. Further, 
it is important for organisations in Asia in general, and Thailand in 
particular, to develop more effective retention strategies and practices 
because of the current high turnover rates, especially among the 
Millennial cohort (Supeli & Creed, 2016).

To date, there are extensive research (e.g. Price, 2001; Barak, Nissly, 
& Levin, 2001; Chiaburu & Harrison, 2008; Felps et al., 2009; Scott, 
Zagenczyk, Schippers, Purvis, & Cruz, 2014; Chadwick & Collins, 2015) 
conducted to explore the influence of social support in the workplace 
from co-workers and supervisors on other employees’ intention to quit. 
Many studies (e.g., Scott et al., 2014; Chadwick & Collins, 2015) also 
found evidence which confirmed that co-workers and supervisors can 
help to reduce other employees’ intention to quit. Different researchers 
(Beehr, Jex, Stacy, & Murray, 2000; Semmer et al., 2008; Tews, Michel, 
& Ellingson, 2013) have classified such social support in the workplace 
into two major categories: emotional support (providing support to 
someone psychologically such as showing empathy or social inclusion) 
and instrumental support (providing support to someone physically 
such as physically helping someone to complete a task). Other studies 
(e.g. Malecki & Demaray, 2003; Cohen, 2004; Scott et al., 2014; Chadwick 
& Collins, 2015) classified such social support at a more refined level 
comprising empathy, social companionship, encouragement and expres-
sive support, work-related tangible support, work-related informational 
support, and non-work-related support. 

While these studies seem to offer some insights into the value of 
workplace support, they were mainly conducted in western countries.1 
Therefore, the findings extracted from these studies may not be 
generalised to an Asian country such as Thailand due to their cultural, 
social and economic differences. Unlike the US (where most studies 

1 A few exceptions are Newman, Thanacoody and Hui (2011) who examined the influence of 
supervisor support on the intention to quit of workers in the context of Chinese employees, 
and Glazer (2006) who examined the influence of social support across cultures.
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were conducted), Thailand differs in three cultural dimensions: i) power 
distance, ii) individualism, and iii) masculinity (Hofstede, 2001). Hence, 
it is expected that the impact of co-worker and supervisor support in 
Thailand would be influenced accordingly by these cultural dimensions. 
While culture is not the primary focus of this study, it is useful to 
explore whether the social support is applicable and generalisable 
to a country with a more collectivist culture, such as Thailand. As a 
developing country, Thailand’s social and economic development (e.g. 
social security system, unemployment benefits, etc.) has not reached the 
development level experienced by many western countries. It is deemed 
that this phenomenon could further influence how co-worker and 
supervisor support can impact on workers’ intention to quit. 

This paper examines the influence of co-worker and supervisor sup-
port on workers’ intention to quit (working) in the food and beverage 
(F&B) industry in Thailand.2 The reason for selecting this particular F&B 
company was because the F&B industry appears to be one of the most 
popular economic segments in Thailand, with an annual growth rate 
of 14.3 per cent. It will be contributing to a market volume of USD136 
million by 2022 (National Food Institute, 2018). This study chooses to 
focus on co-worker and supervisor support because such workplace 
support has a high tendency to play an important role in retaining 
workers in the F&B service. This is mainly because employees working 
in a high social intensity environment have been described as those who 
would typically need social support in the workplace (Barak et al., 2001; 
Glomb & Tews, 2004; Chiaburu & Harrison; 2008; Tews et al., 2013). This 
paper examines the effect of co-worker and supervisor support through 
the age factor: i) workers aged 15-24 (referred to as “young workers”) 
and ii) workers aged 25+ (referred to as “older workers”).3 It is believed 
that different age groups may have different responsiveness and expec-
tations of social support. Findings from this study will shed more light 
on how organisations in Thailand and other countries that share similar 
cultural values may develop retention strategies that comply with their 
respective cultural contexts so as to reduce workers’ intention to quit. 

The remainder of this paper is organised as follows. Section 2 pre-
sents the literature review, section 3 discusses the theoretical framework 

2 To preserve the confidentiality of the company being surveyed, we cannot reveal the name of 
this company. However, this company is a listed company in the stock exchange of Thailand 
with more than 20,000 employees.
3 We use the definition of young workers from the International Labour Organisation (2010).
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and hypotheses development while section 4 highlights the research 
method. Section 5 reports on the findings and results and section 6 
concludes by providing the research implications and conclusion.

2.  Literature Review

2.1  Intention to Quit and Employees’ Retention

The terms “intention to leave” and “intention to quit” are often used 
interchangeably in studies looking at employee turnover. Tett and 
Meyer (1993) defined intention to leave as a worker’s conscious and 
deliberate willingness to leave the organisation. Sharing the same 
perception, Cho, Johanson and Guchait (2009) described an employee’s 
intention to quit as his/her voluntary decision to leave the present 
organisation. Employees’ turnover rate has been highlighted as one 
of the sustainability issues by Global Reporting Initiative (GRI) (GRI, 
2002). In 2015, it was reported that organisations lost USD60 million in 
assets due to employees’ turnover (Bureau of Labour Statistics, 2015). 
In general, turnover is an undesirable event for employers due to the 
high cost of recruitment, training and the loss of productivity, leading 
to unsustainable business practices. In comparison, organisations with 
low employee turnover are more productive and profitable. They could 
expand their organisations and increase employment opportunities 
as well as promote positive social change through individuals and 
community development (Steiner & Atterton, 2014), thereby leading to 
sustainability performance. In this context, there is a need for managers 
to understand the factors that lead to employees’ retention as well as the 
means of effectively managing an organisation. 

Many researchers have investigated the reasons causing employees’ 
intention to quit. Sheridan (1992) asserted that job embeddedness, 
the collection of forces that effect employee retention, is a mediator of 
the relationship between human resource practices and employees’ 
intention to quit. He explained that job embeddedness fully mediates 
compensation and growth opportunity whereas it somewhat mediates 
supervisor support. Nevertheless, it does not mediate training which 
is related to employees’ intention to quit. In addition, reward and com-
pensation are one of the key drivers for employees’ intention to stay. 
However, older generations tend to stay in the same industry whereas 
Millennials have more interests in trying out new industries. Using 170 
retail sales people as samples, Firth, Mellor, Moore, and Loquet (2004) 
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investigated the impact of job satisfaction, stress, supervisors’ support, 
locus of control, self-esteem and perceived stressors on workers’ 
intention to quit. Their findings revealed that job dissatisfaction, lack of 
commitment to the organisation and feelings of stress, essentially trigger 
workers’ intention to quit jobs. However, the problem of job stressors 
such as work overload, job ambiguity and stress that lead to workers’ 
intention to quit can be reduced through supervisors’ support. The study 
further highlighted that employees’ job satisfaction and commitment 
to the organisation can be increased if the management monitors the 
workload and the relationship between supervisors and their sub-
ordinates effectively. In a similar note, Alén, Banerjee and Gupta (2017) 
asserted that supportive managers or supervisors act as a driver to their 
subordinates in generating intrinsic motivation towards their work, 
which is expected to help reduce workers’ intention to quit. 

Besides the above studies that had investigated the relationship 
between the intention to quit and job embeddedness, other researchers 
(Mathieu, Fabi, Lacoursière, & Raymond, 2016; Eisenberger, Stingl-
hamber, Vandenberghe, Sucharski, & Rhoades, 2002) have attempted 
to investigate employees’ retention. For instance, Hausknecht, Rodda 
and Howard (2009) proposed that job satisfaction, extrinsic rewards, 
constituent attachments, organisational commitment and organisational 
prestige are relevant reasons for employees’ retention. The study 
further proposed that high performers and non-hourly workers valued 
career advancement opportunities and organisational prestige while 
extrinsic rewards were more important among low performers and 
hourly employees. Eisenberger et al. (2002) examined the relationship 
between employees’ perception of supervisor support (PSS), perceived 
organisational support (POS) and employee turnover. They found that 
PSS had a higher impact on employee turnover as compared to POS. 
These findings were attributed to the fact that supervisors engaged more 
with most employees on a daily basis than the upper level managers. 
Therefore, they were able to convey positive valuations, care and 
support better. Being viewed favourably by a supervisor may in turn 
enhance the socio-emotional needs of the employee. In a more recent 
study, however, Mathieu et al. (2016) implied that a supervisor having 
a person-oriented behaviour can impact the workers’ intention to quit 
more than his/her task-oriented leadership behaviour. 

Other organisational factors have been proposed to explain older 
employees’ retention and turnover. Shacklock and Brunetto (2011), 
for example, found that the importance of work and the effects of 
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management (e.g. access to flexible working arrangements, supervisor 
support) served as indicators of older employees’ intention to continue 
working. Among older nurses, it was found that attachment to the work 
itself was a key driver of older nurses remaining at work. This was 
coupled by the relationships built with others at work. In another survey 
conducted of older employees, it was found that the attractiveness of 
working hours, financial needs, the job itself and job security/stability 
were significant to older employees’ intention to continue working 
(Radford, Shacklock, & Bradley, 2012). Other studies (e.g. Kundu & 
Gahlawat, 2015) focused on the role of social responsibility practices of 
the human resource (HR) in reducing turnover rate. 

Reviews of the literature show that the issue of employee retention 
is a perpetual problem. Unresolved, it may lead to companies’ inability 
to sustain themselves. While various factors have been incorporated in 
previous research, this study is only focusing on the support obtained 
from co-workers and supervisors. As this study is concentrating on the 
entry-level position workers only, both the support from co-workers 
and supervisors are expected to play a vital role. Entry-level positions in 
the F&B industry are commonly filled by fresh school leavers or fresh 
graduates waiting to secure more permanent jobs. As newcomers to the 
workplace, they may not be familiar with the work processes. In that re-
gard, they may not have had the experience of developing psychological 
defences to hedge against environmental workplace pressures and 
challenges (Kang, Gatling, & Kim, 2015). As such, co-worker’s and 
supervisor’s support is highly important in determining their retention. 

2.2  Co-worker and Supervisor Support

Social support in the workplace can be considered as one of the 
important factors affecting workers in various aspects such as job 
satisfaction, productivity and well-being. Cobb (1976) defined social 
support as an individual’s belief that he/she is valued, loved and that 
his/her well-being is cared for as a component of a social network of 
mutual obligation. Beehr and McGrath (1992) described co-worker’s 
social support as co-worker’s willingness to assist one another (e.g., 
caring, being friendly, having warm relations, empathy, cooperation, 
no gossiping and back stabbing, appreciation, respect and support) in 
carrying out their daily tasks and in reducing troublesome or threat-
ening circumstances. This can help to create a pleasant environment 
in the workplace (Frone, Russell, & Cooper, 1997). Bateman (2009) 
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claimed that co-worker support is a dimension of social support in 
the workplace. It refers to assistance received from co-workers when 
a worker is requested to perform an individual activity, for example, 
knowledge sharing, encouragement and emotional support.

Among the numerous studies which looked at the relationship 
between co-worker support and job satisfaction, the study conducted 
by Babin and Boles (1996) focused on the effect of co-worker support 
on emotional wellbeing. The results showed that co-worker support 
decreases strain, role stress and role conflict, hence improves emotional 
hygiene. Subsequent to that, Ducharme, Knudsen and Roman (2007) 
classified co-worker support into four categories: affective support (or 
emotional support, e.g. showing acceptance and caring); informational 
support (e.g. giving advice or guidance); instrumental support (material 
assistance); and social companionship (social networking). Using a 
sample of full-time employees in the US, it was revealed that the impact 
of instrumental support was stronger than affective support in creating 
job satisfaction. Both types of support, however, significantly helped to 
increase overall job satisfaction, which is expected to lead to employee 
retention. These findings align with the study done by Beehr et al. (2000) 
who indicated co-worker support as a dimension that would weaken the 
impact of stress and strain on high social-supported people. In relation 
to this, Limpanitgul, Robson, Gould-Williams and Lertthaitrakul (2013) 
discovered that the provision of support from people who share the 
same work experiences is more effective in helping one to overcome 
work-related stress as compared to support received from persons in 
out-groups. In this regard, co-worker support is beneficial in offering 
emotional support which is also associated with employee retention. 
Similar findings were documented in more recent research done in 
Korea (Kwon, 2017) and India (Mutsuddi & Sinha, 2017). These studies 
emphasised on the role of closer relationships with co-workers in 
attracting and retaining human capital in organisations. 

Apart from co-worker support, supervisor support is another 
major influencer of emotional exhaustion reduction and a personal 
accomplishment promoter. A supervisor is one who structures the work 
environment and provides information and feedback to employees, 
thus he/she has a strong impact on each of the team members. From 
the sociological perspective, Yoon and Thye (2000) posited that support 
from co-workers and the larger organisation leads to higher supervisor 
support. Employees with positive dispositions do not necessarily receive 
more supervisor support in the Korean context. Supervisors in Korea 
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viewed employee’s positive disposition as a kind of tactical strategy, 
spurred on by feelings of inadequacy, rather than by employees’ 
internal feature. Without a broader support from co-workers and top 
management, the positivity effect may lead to lower supervisor support. 
High support from supervisors can help team members to reduce their 
emotional exhaustion, depersonalisation while increasing their self-
efficacy and personal accomplishments. In addition, high support from 
supervisors can also increase members’ personal accomplishment when 
faced with high demands of work (Gibson, Grey, & Hasting, 2009). 
Supervisors also have an important role in promoting the creativity 
of team members through recognition, support and feedback. Kim, 
Hon and Lee (2010) found that the proactive behaviour of employees     
helped them to develop a better sense of creativity and this was 
found to be strongly enhanced by high supervisor support. At the 
organisational level, supervisor support was found to be a representative 
of organisational support (Eisenberger et al., 2002). Employees perceived 
supervisors as an organisational agent, especially those who were 
favoured by the organisations. This then leads to lower turnover rate. 
Organisational support becomes less important to turnover rate when 
supervisor support is high (Maertz Jr, Griffeth, Campbell, & Allen, 
2007). Similar findings were reported by DeConinck and Johnson 
(2009) who found that supervisor support can be an indirect predictor 
of turnover intention. Better supervisor support not only produces a 
higher perceived organisational support but also leads to employees’ 
higher performance. Combining these two factors can lower employees’ 
intention to quit. Supervisor’s support received by employees can 
cause the employees to have a sense of obligation to their supervisors, 
thereby increasing their intention to stay with, rather than leave, that 
organisation (Kalemci Tuzun & Arzu Kalemci, 2012).

3.  Theoretical Framework and Hypotheses Development
Based on previous literature, this study defines co-worker support and 
supervisor support as the perception of an employee that he/she is 
loved, cared for, valued, and admired by the other co-workers and their 
supervisors. In line with Beehr et al. (2000), Semmer et al. (2008), and 
Tews et al. (2013), this study classifies co-worker support and supervisor 
support into two different constructs – emotional and instrumental. 

Emotional support refers to the availability of a person to listen 
sympathetically when an employee is having problems; it also refers to 
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the person demonstrating a sense of caring and acceptance. Emotional 
support comprises: i) empathy, ii) social companionship, iii) encourage-
ment, and iv) expressive support (Östberg & Lennartsson, 2007; Scott 
et al., 2014; Chadwick & Collins, 2015). First, empathy refers to the 
emotional expression that a co-worker or a supervisor shows his/
her understanding of or sharing the same feeling with an employee. 
Second, social companionship refers to the emotion shown by a co-
worker or supervisor in illustrating his/her love, trust and care for 
an employee. Social companionship also refers to a co-worker or 
supervisor’s willingness in socialising with an employee. Third, 
encouragement refers to the emotional expression which a co-worker 
or supervisor admires and recognises as the value of other employees. 
Fourth, expressive support refers to the emotional expression which a 
co-worker or supervisor feels affection for other employees. Literature 
(Kang et al., 2015; Avci, 2017) has documented numerous cases where 
emotional support provided by either a co-worker or supervisor could 
cushion the stress effect experienced by an employee. Workers who are 
confronted with multiple work demands that can strain their coping 
capabilities were found to draw their emotional support from co-
workers or supervisors as a way of preventing themselves from being 
overwhelmed by feelings of helplessness and the loss of self-esteem. 
They may seek counselling or they may vent their feelings to co-workers 
and supervisors. Based on these arguments, it is thus postulated that: 

H1:  Co-worker’s empathy support is negatively related to the 
intention to quit.

H2:  Co-worker’s social companionship support is negatively 
related to the intention to quit.

H3:  Co-worker’s encouragement support is negatively related to 
the intention to quit.

H4:  Co-worker’s expressive support is negatively related to the 
intention to quit.

H5:  Supervisor’s empathy support is negatively related to the 
intention to quit.

H6:  Supervisor’s social companionship support is negatively 
related to the intention to quit.

H7:  Supervisor’s encouragement support is negatively related to 
the intention to quit.

H8:  Supervisor’s expressive support is negatively related to the 
intention to quit.
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The second construct, instrumental support, refers to the material 
assistance provided either by co-workers or supervisors in response 
to the specific needs of an employee, where necessary. Such assistance 
could be in terms of transportation, childcare or other tangible aids. 
Consistent with studies (Östberg & Lennartsson, 2007; Scott et al., 2014; 
Chadwick & Collins, 2015), instrumental support is further divided 
into three variables: work-related tangible support, work-related in-
formational support and non-work-related support. The term, work-
related tangible support, is defined as the actual action that a co-worker 
or a supervisor takes in assisting other employees in performing their 
work-related activities. Work-related informational support is defined 
as the provision of knowledge that is useful for solving work-related 
problems such as guidance on the alternative course of action. Lastly, 
non-work-related support refers to the assistance provided by a co-
worker or a supervisor in helping other employees on matters that are 
not related to work such as providing childcare services. There is a 
considerable amount of empirical evidence supporting the relationship 
between instrumental support and intention to quit (Knani, Fournier, 
& Biron, 2018; Skaalvik & Skaalvik, 2017). These studies revealed that 
instrumental support can potentially reduce ambiguity and on the job 
demands as well as emotional exhaustion resulting from the competing 
demands of work and family commitments. Employees reporting higher 
levels of instrumental support were found to perceive higher levels of 
job satisfaction, which indirectly, led to lower levels of intention to quit. 
Based on these empirical works, it is hereby postulated that:

H9:  Co-worker’s work-related tangible support is negatively 
related to intention to quit.

H10:  Co-worker’s work-related informational support is negatively 
related to intention to quit.

H11:  Co-worker’s non-work-related support is negatively related to 
intention to quit.

H12: Supervisor’s work-related tangible support is negatively 
related to intention to quit.

H13:  Supervisor’s work-related informational support is negatively 
related to intention to quit.

H14:  Supervisor’s non-work-related support is negatively related to 
intention to quit.

The variables and their relationships are depicted in Figure 1. 
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4.  Research Methodology 
The constructs used in this study were taken from literature and then 
adapted to suit the context of this study. The items used to measure 
the constructs are depicted in the Appendix. This study employed a 
quantitative method. A questionnaire was designed to collect data 
from the target population which comprised employees working at 
the entry-level position in one of the biggest Food and Beverage (F&B) 
business operators in Bangkok (it accounted for 50 per cent of the market 
share). The company was first identified and then contacted through 
a telephone call. An invitation letter and a copy of the questionnaire 
were emailed to the human resource manager to secure permission 

Figure 1: Research Framework
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and support for conducting the survey in the organisation. The human 
resource manager of the participating organisation then requested its 
600 entry-level employees to complete the survey, through supervisors 
and section heads. A cover letter to the questionnaire made it clear that 
the survey was voluntary and confidential and that no individual results 
would be made available to the organisation. To ensure confidentiality, 
all questionnaires were returned to the first author in a sealed envelope. 
The employees received an envelope containing the questionnaire, 
information about the study, instruction for questionnaire completion, 
and an assurance of confidentiality. Of the 600 questionnaires dis-
tributed, a total of 348 questionnaires were retrieved with 322 that were 
complete and usable for analysis (representing a response rate of 57.3 
per cent).

Table 1 presents the descriptive statistics which highlight that 
majority or 68.4 per cent were females and 31.6 per cent were males. This 
is acceptable as evidently, there were more females than males working 
as entry-level employees (e.g. a waitress is more common than a waiter) 

Table 1: Respondents’ Characteristics

Characteristic Frequency Percentage

Gender   
 Male 102 31.6
 Female 220 68.4
Age   
 15-24 204 63.3
 25-45 113 35.1
 Above 46 5 1.5
Marital status   
 Single 262 81.4
 Married or living as married 60 18.6
Education   
 Primary School 13 4.1
 Secondary School 157 48.7
 Vocational Degree 94 29.3
  Bachelor Degree 57 17.7
 Master Degree and above 1 0.3
Years of Service   
  Less than 1 year 177 55.0
  1 to 3 years 91 28.3
 More than 3 years 54 16.7



Wongboonsin, Dejprasertsri, Krabuanrat, Roongrerngsuke, Srivannaboon and Phiromswad 

200 Asian Journal of Business and Accounting 11(2), 2018

in the food and beverage organisations. More than half or 63.3 per cent 
of the respondents were younger than 24 years old while about half or 
55.0 per cent were almost new workers, with less than one year with the 
company. Majority of the respondents had completed their secondary 
school or possess a vocational degree (78.0 per cent). Given this, the 
samples were broadly representative of the entry-level employees of a 
typical food and beverage company in Thailand.

5.  Results and Discussion
Regression analysis was performed using the OLS regression to examine 
the impact of the emotional and instrumental support of co-workers and 
supervisors. As this study aims to determine whether the impact differs 
according to the age factor, the samples were divided into two age 
groups based on the respondents’ age. Group 1 comprises those between 
15 to 24 years old and they are deemed as young workers. Group 2 
comprises those aged above 25 years old and they are considered as 
older workers. 

 

5.1  Co-worker’s Support on Intention to Quit

Table 2 presents the OLS regressions of the intention to quit for each 
component of the co-worker’s support which include empathy, social 
companionship, encouragement and expressive support, tangible sup-
port, informational support, and non-work-related support. In this 
analysis, emotional support and instrumental support of supervisors as 
well as other demographic variables were controlled (by constructing 
the average of all components of each support). 

Emotional effects, as indicated in Table 2, illustrate that only 
empathy appears to have a significant impact on the intention to quit, for 
both young and older workers. Hence, H2, H3 and H4 are rejected. While 
empathy was found to reduce older workers’ intention to quit, empathy 
increased younger workers’ likelihood to quit. This result suggests 
an acceptance of H1 only for older workers. These findings appear to 
contradict earlier studies (Scott et al., 2014; Chadwick & Collins, 2015) 
which could be attributed to the fact that young workers in Thailand 
possess less empathic ability when compared to older workers. This is 
also evidenced by several studies such as Richter and Kunzmann (2011) 
who established that young people generally expressed less sympathy 
and were poorer in sharing the emotion of others. Van der Graaff et al. 
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(2014) also detected that teenagers were still at the stage of developing 
their empathic ability while O’Brien, Konrath, Grühn and Hagen (2013) 
reported an inverted-U-shape relationship between age and empathic 
concern (an emotional component of empathy) and perspective taking 
(a cognitive component of empathy). Based on this, it is deduced that 
young workers have less emphatic ability (both giving and receiving) 
and so they could misinterpret the empathic concern of their co-workers 
as an insult, inadvertently increasing their intention to quit. It is also 
surprising to note that other emotional supports (social companionship, 
encouragement and expressive support) from co-workers did not help to 
reduce young workers’ intention to quit even though they came from a 
collectivist and feminine country. It is possible that these young workers, 

Table 2: OLS Regressions of Co-worker’s Support on Intention to Quit 

  Intention to quit

Independent variables  All samples  Age 15-24 Age above 25

Co-worker’s emotional support
Empathy (0.026) 0.49 (0.134) 1.96** (0.161) -1.97**
Social companionship (0.034) 0.92 (0.066) 1.21 (0.015) 0.22
Encouragement (0.020) -0.41 (0.028) -0.48 (0.036) 0.37
Expressive support (0.038) 0.76 (0.034) 0.58 (0.030) -0.28

Co-worker’s instrumental support
Tangible support (0.035) -0.75 (0.092) -1.72* (0.150) 1.41
Informational support (0.022) 0.43 (0.033) 0.52 (0.130) -1.29
Non-work-related support (0.084) -1.96** (0.114) -2.32** (0.030) -0.32

Control variables
Supervisor’s emotional support (0.138) -2.14**  (0.182) -2.50** (0.082) -0.57
Supervisor’s instrumental support (0.070) -1.00 (0.004) 0.05 (0.128)  -1.08
Age (0.007) -1.40 (0.019) -0.74 (0.004)  -0.54
Gender (0.038) -0.59 (0.031) -0.39 (0.047)  0.43
Marital status (0.068) 1.26 (0.130)  1.17 (0.053) 0.77
Education (0.020)  0.65 (0.053) 1.16 (0.003)  0.07
Years of service (0.0002)  0.22 (0.0014)  0.57 (0.002) 1.60

R-square 0.13 0.12 0.26
Number of observations 322 197 96

Note:  All regressions use White heteroskedasticity-consistent standard errors. ***, ** and 
* indicate 99, 95 and 90 per cent of confidence level. Standard errors in parentheses.
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being in the developmental stage of their emotional and social skills, 
were still not used to others’ concerns. This outcome has been linked to 
extensive evidence which showed that young workers may possess less 
empathic abilities when compared to older workers. The same might be 
said for emotional and social skills which include empathic concerns. 

With regard to co-worker’s instrumental support, this study 
found that only work-related tangible support and non-work-related 
support of co-workers have a statistically significant effect in reducing 
employees’ intention to quit but it was only significant among young 
workers. Therefore, H9 and H11 are supported for the young workers 
only. With exception to the empathy support, this study has also 
demonstrated that co-worker’s support does not have a significant 
impact on older workers’ intention to quit. This phenomenon could 
be related to cultural factors. In a culture of high power-distance such 
as Thailand, senior people are supposed to be respected by the juniors 
and they are supposed to be the ones providing advice and support to 
the younger people and not vice versa. In this situation, older workers 
may have felt “intimidated” or “insulted” when receiving various 
kinds of support from their co-workers (all co-worker support except 
empathy has no impact on reducing the intention to quit of older 
workers) because most of their co-workers were younger (63 per cent 
of our respondents were aged between 15 to 24 years). To the older 
employees, accepting support from co-workers who were younger, 
may depict their incompetence and their lack of ability or independence 
(Ng & Sorensen, 2008). Among the younger workers in this study, 
many tend to perceive their current jobs as temporary ones. This seems 
inevitable because young workers, those below 25 years old, have a high 
tendency to go back to school or to look for better job prospects in the 
near future (Lu, Lu, Gursoy & Neale, 2016). For these young workers, 
the current job is only a temporary source of income to help them with 
their daily expenses or educational expenses. Since the current job is 
perceived to be a temporary one, they were thus less motivated into 
paying full attention in advancing their current job (i.e. no motivation to 
be promoted from a waitress to a supervisor). Under this circumstance, 
they need not care much about work-related informational support 
provided by co-workers. It is deduced that this could be the reason why 
the co-workers’ support did not influence the young workers’ intention 
to quit. Moreover, non-work related support was more about building 
pleasant relationships with co-workers (who might become their friends 
or life partners after they leave the company) and not about advancing 
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their current job. Thus, it is further deduced that this could be the cause 
why non-work related support did not help to reduce young workers’ 
intention to quit in this study. 

5.2  Supervisor’s Support on Intention to Quit

Table 3 depicts the results of the OLS regressions of the supervisor’s 
support on the intention to quit. In this analysis, the emotional and 
instrumental supports of the co-workers as well as other demographic 
variables were controlled (by constructing the average of all components 
of each support).

Table 3: OLS Regressions of Supervisor’s Support on Intention to Quit  

  Intention to quit

Independent variables  All samples  Age 15-24 Age above 25

Supervisor’s emotional support
Empathy (0.031) -0.57 (0.019) 0.32 (0.056)  -0.56
Social companionship (0.031)  -0.93 (0.078) -1.77* (0.040) 0.63
Encouragement (0.132)  -2.11** (0.150)  -2.11** (0.196)  -1.78*
Expressive support (0.056) 0.99 (0.054) 0.88 (0.071) 0.71

Supervisor’s instrumental support
Tangible support (0.064) -1.13 (0.032) 0.46 (0.260) -2.54**
Informational support (0.071) 1.48 (0.013) 0.19 (0.270) 2.90**
Non-work-related support (0.079) -1.95* (0.075) -1.52 (0.061) -0.64

Control variables
Co-worker’s emotional support (0.083) 1.55 (0.212) 3.46*** (0.112) -1.07
Co-worker’s instrumental support (0.107) -2.03** (0.179) -3.17**  (0.050) -0.58
Age (0.008) -1.55 (0.009) -0.37 (0.002) -0.35
Gender (0.046) -0.71 (0.008) -0.10 (0.011) 0.05
Marital status (0.075) 1.43 (0.123) 1.28 (0.099) 1.45
Education (0.020) 0.66 (0.076) 1.26 (0.004) 0.08
Years of service (0.000) 0.21 (0.002) 0.59 (0.001) 0.82

R-square 0.13 0.12 0.32
Number of observations 322 197 96

Note:  All regressions use White heteroskedasticity-consistent standard errors. ***, ** and * 
indicate 99, 95 and 90 per cent of confidence level. Standard errors in parentheses.
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As depicted in the table, only encouragement under supervisor’s 
emotional support carries a statistically significant effect on the intention 
to quit, thereby supporting H7. This finding is in line with Östberg and 
Lennartsson (2007). Based on characteristics of the femininity culture, 
workers should be supportive, kind and generous but at the same time, 
in a power distance culture such as Thailand, supervisors are expected 
to “keep their distance” from other employees. In the Thai culture, good 
supervisors are leaders (Phornprapha, & Chansrichawla, 2007) and 
workers may perceive their supervisors as big brothers or sisters but 
not “friends” of equal status. There is always some distance between 
supervisors and subordinates. Therefore, when supervisors try to be 
friendly with subordinates, their action may cause discomfort among 
their subordinates or even threaten them. This could explain why only 
encouragement, but not others, seems to have a strong effect in reducing 
workers’ intention to quit. 

Thus, this study has uncovered that supervisor’s instrumental 
support, in terms of tangible and informational support, only influenced 
older workers’ intention to quit. While supervisor’s tangible work-
related support has a negative impact on workers’ intention to quit, 
supervisor’s informational support positively influenced workers’ 
intention to quit. This finding supports H12 in the context of the older 
workers who may be facing work-family conflict more, as compared 
to young workers. In that regard, they valued the supervisor’s tangible 
support in diminishing stress such as flexitime and compressed 
workweeks (Ng & Sorensen, 2008). Similarly, as the respondents of 
this study consist of entry-level workers, the younger workers may 
not see the supervisor’s instrumental support as important factors for 
them to stay in the company. As young workers who also belonged to 
the Millennial group, they were more likely to consider the entry-level 
position as a short-term job and not a career which they can achieve self-
accomplishment. Due to this, they were expected to exhibit a lesser level 
of work engagement and work commitment. Hence, they may not value 
the supervisor’s support as much as the older workers. The conflicting 
findings may also be attributed to the fact that older workers were 
relatively similar in age with their supervisors. Therefore, receiving 
informational support could be interpreted as an “insult” as it could 
be perceived as supervisors thinking that older workers do not know 
how to do their job. This may therefore, cause a higher intention to quit 
among older workers. 
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6.  Implications and Conclusion
Finding ways to retain young workers will be even more important for 
Thailand in the near future as the number of workers will be dropping 
sharply due to rapid demographic transitions. Taking this crucial issue 
into consideration, this paper has examined the influence of co-worker’s 
and supervisor’s support on young workers’ intention to quit in the food 
and beverage (F&B) business in Thailand. While extensive literature 
has examined the influence of co-worker’s and supervisor’s support on 
employees’ intention to quit, most had focused on the western context. 
However, due to cultural differences, the effects between the West and 
Asia may be different. The findings of this study have demonstrated 
that different contexts and environments may be the reason causing the 
deviation in results. Based on a sample of 322 employees who worked 
in a large F&B company in Thailand, our results had indicated that the 
support noted by western countries as effective instruments in reducing 
employees’ intention to quit were ineffective in our study which noted 
that none of the components of the co-worker emotional support, except 
empathy, affected all the workers’ intention to quit. In the case of the 
co-worker’s instrumental support, only the non-work-related support 
reduced workers’ intention to quit and this effect only occurred among 
the young workers. In the case of the supervisor’s support, our study has 
revealed that only encouragement reduced workers’ intention to quit 
while supervisors’ tangible work-related support reduced only the older 
workers’ intention to quit. Furthermore, some of these supports even 
carried an opposite effect on the workers’ intention to quit. For instance, 
our study found that empathy from co-workers increased the young 
workers’ intention to quit while supervisor’s informational support 
increased the older workers’ intention to quit. Besides the cultural 
effects, the generational factor gathered from this study also offers a new 
perspective of the intention to quit. Future studies can focus more on the 
effect of demographic differences so as to gain more insights into this 
area of research. 

The empirical evidence drawn from this study also adds to the 
managerial contributions. First, companies in the F&B industry need to 
be aware that age plays an important role in employees’ perception of 
co-worker and supervisor support in Thailand. Not all individuals will 
actively seek support. Some individuals may even find social support 
intervention to be counterproductive. Therefore, it is proposed that 
the support needs to be adjusted so as to ensure its suitability across 
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organisations, particularly among different age groups. Companies 
also need to provide multiple types of support for different kinds 
of workers by ensuring that these workers have access to voluntary 
support since this can curb unintended negative consequences. With 
this information, organisations should adjust their corporate culture, 
communication strategy, including their human resource management 
strategies in order to make their company policies more efficient, 
thereby bettering employee satisfaction and reducing turnover rates. 
The findings of this study also specifically suggest that managers need 
to focus on enhancing the non-work-related support of co-workers and 
to increase encouragement from supervisors in order to retain young 
workers who require less or no empathy support from their co-workers. 
As for the older workers, managers of organisations need to focus on 
increasing empathy among co-workers such that supervisors provide 
encouragement and tangible support to the team members since this 
may be considered as decreasing supervisors’ informational support. 
Alternatively, supervisors could adjust their approach in providing 
information by accommodating to the cultural contexts involved. 
The findings of this study also suggest that there is an opportunity for 
organisations to impact large numbers of employees through different 
types of social supports provided by co-workers and supervisors. 

As discussed earlier, cultural values (high power distance, collec-
tivism and femininity) assume important roles in influencing the 
perception and needs of both young and older workers who require 
emotional and instrumental supports that can impact their intention 
to quit. The relationship between co-worker and supervisor support 
and young workers’ intention to quit is not a linear relationship. In 
fact, it is a complex relationship determined by cultural values and job 
characteristics. Organisations should therefore make careful consid-
erations before implementing co-worker and supervisor support. This 
can be accomplished by taking into account their age, their perception 
of the job, and cultural values such as high-power distance, collectivism 
and femininity. In the Thai culture, collectivism and femininity may 
generally influence workers in organisations to value good relationship 
with co-workers and supervisors by seeking their support. Nevertheless, 
organisations should also try to understand whether these young 
workers perceived their job as a permanent or temporary one. If they 
intend to work on a temporary basis, then organisations should not 
provide co-worker and supervisor support as these do not help to retain 
them. Conversely, organisations should craft other strategies which has 
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a likelihood of changing their employees’ attitudes. This is particularly 
important for the F&B industry in Thailand which has been confronted 
with a high turnover rate of young employees at the entry level in the 
past few years. The F&B industry needs to learn how to create a work 
environment and human resource practices that can inspire and retain 
employees of different age groups appropriately.

Although this study only focused on the F&B company located 
in Thailand, it is believed that our findings can also be applied and 
utilised across different industries with similar settings and/or different 
countries with similar cultures, especially ASEAN countries. Moreover, 
workers’ perceptions toward cultural values, job characteristics, and 
the influence of co-worker and supervisor support on the intention 
to quit may vary, as shown in this study, but that is the nature of this 
kind of research. In addition, the questionnaire administered in this 
study was not designed to match or identify any supervisors with their 
subordinates and vice versa. Therefore, future studies could focus on 
these gaps so as to shed more light with more comprehensive evidences.
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Appendix

Constructs Variables Measurement using a five-point References
  Likert-type scale

Emotional Empathy 1)  My co-workers/supervisor  Settoon and
support   made an extra effort to  Mossholder
   understand my problems (2002);
  2)  My co-workers/supervisor  Tew et al. (2013)
   understand my problems
  3) My co-workers/supervisor 
   took a personal interest in me  

 Social 1) My co-workers/supervisor  Cohen and
 companion-  threw a birthday party for me Hoberman
 ship 2) My co-workers/supervisor  (1983)
   invited me to do things (e.g.  
   going out for lunch or playing 
   sports) with them  

 Encourage- 1) My co-workers/supervisor  Cohen and
 ment  took pride in my  Hoberman
   accomplishments (1983);
  2) My co-workers/supervisor tried  Tew et al. (2013)
   to cheer me up when I’m having 
   a bad day  

 Expressive 1) My co-workers/supervisor  Settoon and
 support  listened to my problems in  Mossholder
   juggling work and non-work life (2002);
  2) My co-workers/supervisor  Hammer,   
   listened to me when I had to  Kossek, Yragui,
   get something off my chest Bodner and
  3) My co-workers/supervisor took  Hanson (2009)
   time to listen to my problems 
   and worries  

Instrumental Tangible 1) My co-workers/supervisor  Settoon and
support support  helped me with difficult  Mossholder
   assignments, even when  (2002);
   assistance is not directly  Tew et al. (2013)
   requested
  2) My co-workers/supervisor 
   assisted me with heavy 
   workloads even though it is 
   not part of job
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Constructs Variables Measurement using a five-point References
  Likert-type scale

  3) My co-workers/supervisor 
   helped me when I am running 
   behind my work  

 Informa- 1) My co-workers/supervisor took  Sherbourne and
 tional  time to explain regulations or  Stewart (1991);
 support  procedures to me when I have  Settoon and
   questions Mossholder
  2) My co-workers/supervisor gave  (2002)
   me information to help me 
   understand a situation
  3) My co-workers/supervisor 
   always shared work-related 
   knowledge to me when I need it 
   to perform my job   

 Non-work-  1) My co-workers/supervisor  Cohen and
 related  helped me with work when I  Hoberman
 support  have been absent (1983);
  2) If I needed an emergency loan  Settoon and
   of THB1,000 (about $30), I could  Mossholder
   get it from my co-workers/ (2002)
   supervisor
  3) My co-workers/supervisor took 
   me to doctor when I was sick


