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Abstract 

Employee retention is one of the main challenges facing the banking industry top 

management in today’s competitive environment. This research study examines the effects of 

CSR and servant leadership on turnover intention by mediating the effects of work engagement 

and burnout. The Self-concept theory is helpful to understand how employee’s turnover intention 

is influenced by their perceptions of the workplace’s working environment and leaders who 

guide them. The self-concept theory explains the role of CSR and servant leadership on turnover 

intention, while the conservation of resources theory provides the avenues for the role of work 

engagement and burnout as key mediators of the study. The research study is based on the post-

positivist philosophical approach and, hence, the quantitative method is used for the collection 

of data through the survey from a commercial bank’s employees of Khyber Pakhtunkhwa 

Province of Pakistan. The study is cross-sectional in nature as data has been collected from 414 

respondents at once. SPSS and AMOS software was used for data analysis. The data were tested 

for normality, reliability, factor analysis, correlation, regression, and mediation analysis. The 

process-macro introduced by Hayes was used for mediation. The findings of the study show that 

CSR, servant leadership, and work engagement are negatively related to turnover intention while 

burnout is positively related to turnover intention. In terms of mediation, it was found that work 

engagement is partially mediated among CSR, servant leadership, and turnover intention. In the 

same way, it was found that burnout also played a role as a partial mediator among CSR, 

servant leadership, and turnover intention. The results confirmed that the banking sector follows 

the employee-related CSR practices, as well as leaders, act as servant leaders then employees 

are motivated to work (i.e. work engagement) and reduces the intentions to leave the bank vice-

versa. The study is useful for academicians and banking sector policymakers at both private and 
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government level. Current research can help the top management of banks to reduce the 

turnover intention of employees by implementing employee-related CSR practices and ensure 

that leaders play the role of a servant leader on the branch level. Future researches can be done 

by using servant leadership as a moderator between CSR and work engagement. 

Key Words: CSR, Servant Leadership, Work Engagement, Burnout, Turnover Intention, 

Banking, Pakistan  
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CHAPTER 1 

INTRODUCTION  

1.0 Overview of the Chapter 

This chapter provides a brief overview of the research topic, rationale and background of 

the study, and the problem statement. Based on the problem statement, the research questions 

and objectives have been developed to address the problem arise in the study. Furthermore, the 

researcher explains the significance of this research and the organization of the thesis in this 

chapter.  

1.1 Background of the Study  

Human resource is the most valuable resource of an organization. To retain competent 

employee in today's challenging banking sector is the main concern of top-level executives of the 

banks. Employees‟ turnover creates a lot of problems for the management. Losing a competent 

employee can reduce the efficiency of the firm and increase the recruitment cost for the business 

(Wan & Chan, 2013). Decline in a competent workforce will negatively affect the teamwork 

morale, productivity, creativity, and profitability of the organization (Roth & Roth, 1995a). 

Furthermore, the long term strategic goals of the organization may be affected due to the higher 

rate of turnover (Lau, McLean, Lien, & Hsu, 2016). In the past, many studies showed that 

employee's attitudinal outcomes were predictors of turnover intentions (Gond, El Akremi, 

Swaen, & Babu, 2017; Griffeth, R. Hom, P. Gaertner, 2000; Hyosu Kim & Kao, 2014). 

In today‟s contemporary business environment, employees are vital for an organization to 

become successful and competitive (Islam et al., 2015). Turnover can be defined as the intention 
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of willingness to leave the firm by an employee in the near future for better opportunities (Elçi, 

Kitapçi, & Ertürk, 2007). Turnover intention is affected by, among others employee's perception 

of workplace ethics (Jung, Namkung, & Yoon, 2010). Firms generally don‟t pay special attention 

to one of their main stakeholders (i.e. employees), as the turnover intention is an alarming sign 

for the organizations. Many research studies, discussing different points of view, have been 

conducted on turnover intention; however, it has been rarely discussed from an ethical point of 

view. This study specially focuses on the ethical perspective in view of corporate social 

responsibility (CSR) practices of employees‟ turnover intention in the presence of CSR and 

servant leadership. 

 Previous studies suggest that employees have more inclination towards the firms who 

perform CSR activities (Jamali, 2008). The organizations performed CSR activities on the macro 

and micro levels. The stakeholder perceived CSR macro activities for external stakeholders 

which are related to society, community, government, and NGO, while the CSR activities on 

micro-level of an organization refer to internal stakeholders of the organization, which refer to 

employees in human resource literature (Jones, Willness, & Glavas, 2017). Besides, the internal 

CSR practices in organizations can improve job behaviors and employees are more satisfied 

which tends to reduce the employee‟s turnover intentions (Trevino & Nelson, 2016).  

According to Rupp and Mallory, (2015) several studies have been done on the CSR from 

different points of view, the main focus of which was on consumer and shareholders. There is 

still a gap of a person-centric approach for CSR in organizational context on the micro-level 

from an employee‟s perspective. CSR view has been discussed from different taxonomies such 

as strategic management, sustainability, CSR within and outside of the organizations, human 

resource management perspective and implicit and explicit functions of CSR (Brammer, 
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Millington, & Rayton, 2007; Matten & Moon, 2008; Waddock & Graves, 1997). In the same 

way, organizations follow CSR practices that may increase the employee‟s attraction to the 

organization. As a result, the employees are more engaged and show positive attitudes in the 

form of work engagement (Chaudhary, 2017; Glavas, 2016; Lin, 2010), organizational 

commitment  (Farooq, Farooq, & Cheffi, 2019; Turker, 2009a) and retention (Jones, 2010; Lin & 

Liu, 2017) in the firm.  

Apart from CSR, servant leadership also influences the employee‟s intentions to leave the 

job from an ethical view of the employees because the roots of servant leadership are connected 

to ethical behavior (van Dierendonck, 2011). Furthermore, servant leadership is associated with 

the welfare of all stakeholders, believes in cooperation, and serves the other before itself (van 

Dierendonck, 2011). Thus, servant leader plays an important role in organization‟s success along 

with taking care of all the stakeholders i.e. customers, employees, society, and community 

(Ehrhart, 2004). Employees are more motivated when the leaders act as a servant leader, by 

keeping the employee‟s first and then himself (Chen, Zhu, & Zhou, 2015). Similarly, employees 

are more engaged in their job when leaders better take care of them and fulfill their needs (De 

Clercq et al., 2014). As a result, employees show a higher level of work engagement due to a 

servant leadership style. In the same way, employee burnout is referred to disengagement and 

leads the employees towards the turnover intention (Babakus, Yavas, & Ashill, 2011). Servant 

leaders create an environment to empower the employees and give them autonomy and life 

satisfaction. As a result, employees demonstrate less burnout in the organization (Hakanen & 

Van Dierendonck, 2011).  

In this study, work engagement (WE) and burnout (BO) are the key mediators. Both 

mediators are used together in the job demands-resource model (Schaufeli & Bakker, 2004). 
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According to Korunka, Kubicek, Schaufeli, & Hoonakker, (2009), WE and BO play a significant 

part in employee performance and turnover, etc. Babakus et al. (2011) explained that burnout has 

an important role by expressing as a mediator to show a connection between servant leadership 

and employees turnover intention by using the services industry front line employees. In 

literature, many researchers have studied work engagements as a key mediator among CSR, 

leadership, turnover intentions, employee‟s creativity, etc. (Chaudhary, 2017; Chaudhary & 

Akhouri, 2019; Lin & Liu, 2017; Penger & Černe, 2014).   

In this study, banking sector employees of Khyber Pakhtunkhwa Province of Pakistan 

were selected for the target population due to two main reasons. First, the turnover rate of the 

banking sector is relatively high as compared to other sectors (Mardanov, Heischmidt, & 

Henson, 2008). Second, the banking sector‟s main focus is on ethical issues as compared to other 

traditional sectors that were affected by global financial crises (Goyal & Joshi, 2011). Third, 

banking sector working are same in every branch, which means that the results of the study can 

be generalized to all over Pakistan. In Pakistan, a banking job is very tough due to late hours 

sitting at banks and workload on employees. Furthermore, competition is increased in the 

banking sector. In this scenario, career development is the key factor to retain the employees in 

the bank (Ali Rashidi, 2013). 

The present study highlighted in human resource management research that CSR and 

servant leadership can affect the employees‟ intentions to leave a job directly, indirectly, and in 

the presence of mediators (i.e. WE and BO). The study establishes the linkage among all the 

variables through the concept and application of theories. Then, it empirically tests the 

theoretical model which has been developed on the bases of Conservation of Resources (CoR) 

theory and Self-concept (SC) theory. Both theories enlightened the association of variables with 
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each other. The findings of the study will be helpful for academicians in terms of literature and 

empirical results while professionals (i.e. top management of the Banking Sector) can use this 

study for policymaking and implementation.  

1.2 Problem Statement 
 

In the past two decades, organizations have become more interested in CSR and 

sustainable development (Gallardo-Vázquez et al., 2013). Many corporations are integrating the 

environmental and social concerns into their business operations through CSR practices (Kaplan 

& Kinderman, 2017). In this way, firms become a contributor to the social welfare of the 

stakeholders (Meynhardt et al., 2018). Now CSR has become a widespread concept among all 

significant stakeholders like society, community, employees, customers, non-profit organizations 

and government, (Kiliçet al., 2015). 

Employees are the main assets of an organization in today's modern world. (Morris et al., 

2019). Organizations are facing problems in retaining competent employees (Adler & 

Bartholomew, 1992), and losing them can reduce the efficiency, productivity, and performance 

of the firm in the future (Roth & Roth, 1995b). Furthermore, the induction of new employees 

costs the firms in addition to resulting in decline in performance (Lockwood, 2003). The other 

factors such as leadership, job characteristics, working environment, relationships and individual 

characteristics serve as the motives behind the turnover intention (Shrm, 2015). This shows the 

employee's turnover intention behavior, which predicts the actual motives to leave the job 

(Griffeth et al., 2000). 

The employees‟ turnover intention is referred to as the intention of the employee to leave 

the firm in the near future for better opportunities (Lin & Liu, 2017). In literature, it has been 
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observed that perceived workplace ethics has a significant effect on employees‟ turnover 

intention behavior (Jung et al., 2010). This positive perception creates a higher level of 

commitment, trust, job satisfaction, and engagement by employees who work for socially 

responsible firms (De Roeck & Delobbe, 2012; Kim et al., 2010; Meynhardt et al., 2018). As 

against it, the negative perceptions lead the employee towards depersonalization, emotional 

exhaustion, and stress, which turns to burnout (Nesher Shoshan & Sonnentag, 2019). 

Organizations are more concerned about their internal/primary stakeholders (i.e. employees), 

who are attached to the firms on the micro-level (Brieger et al., 2019). That is why the turnover 

intention is a key alarming indicator for a firm. In this study, the turnover intention is examined 

based on ethical perspective determine through CSR (employee perspective) and servant 

leadership (ethical and stakeholder‟s perspective) through mediating effects of employee's 

working related predictors behavior (i.e. work engagement and burnout). 

In previous research studies, servant leaders are considered to achieve both corporate 

social responsibility and financial responsibility without compromising on the firm's success 

(Kincaid, 2012). Servant leaders play the role of stewardship to their followers (S. Sendjaya & 

Sarros, 2002), which means to serve the followers first rather than themselves (Robert K 

Greenleaf, 1977b). This will create a sense of trust, commitment, and a strong relationship 

between followers and organizations. This will engage the employee and decrease the turnover 

intention behavior. 

The Self-Concept (SC) theory is used in human resource management to examine the 

turnover intention from the ethical perspective (Forstenlechner et al., 2014; Lin & Liu, 2017; 

Remenyi et al., 1998). HRM research provides evidence that employee‟s behavioral perception 

plays a crucial role in their turnover intention and others at work (Shamir et al., 1993). Since the 
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behavioral perception is often based on the self-concept of the employee. In the working 

environment, the employee is significantly affected by the firm‟s culture and the manager (i.e. 

leader) who guides him. Hence, the employees are influenced by the firm practices and leaders, 

which refers to corporate social responsibility and servant leadership. The CoR theory influences 

the turnover intention through the working style attitude of the employees at workplace that 

refers to work engagement and burnout (C.-P. Lin & Liu, 2017). Work engagement is defined as 

“a positive, fulfilling, work-related state of mind that is characterized by vigor, dedication, and 

absorption” (Schaufeli et al., 2002). On the other hand, burnout is the result of continuous stress 

beard by an employee and it is gradually developed during his job at workplace (Maslach et al., 

2001). 

This study contributes to the existing studies by answering the following questions. Does 

work engagement and burnout mediate the association among CSR, servant leadership, and 

turnover intention? Does the servant leadership style adoption by managers reduce turnover 

intention? This research will fill a gap in literature by contributing the role of CSR from ethical 

and employee‟s perspective (i.e. primary/internal stakeholders) and servant leadership (from 

ethical and stakeholder‟s perspective) on turnover intention because, in previous studies, both 

CSR and servant leadership as an independent variable with turnover have rarely been assessed.  

The study is important due to several key reasons. First, the CSR in terms of employees 

perspective which are the internal/primary stakeholders has been occasionally assessed from an 

ethical perspective in literature but the other stakeholders like government and non-profit 

organizations still need attention (Aramburu & Pescador, 2019; Glavas & Kelley, 2014; 

Meynhardt et al., 2018). Employees are more concerned about the firm which follows ethical 

practices that motivates them. So, servant leaders also play an important role for employees by 
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serving followers first than themselves. Second, the research study integrated the self-concept 

theory and conservation of resources theory in one model to examine the relationship of CSR 

(micro-level stakeholder, i.e. employee) and servant leadership on turnover intention through the 

mediating effect of work engagement and burnout (Babakus et al., 2011; Gond et al., 2017). 

Finally, the role of servant leadership in an ethical context in this study will contribute to the 

literature by assessing the turnover intention since the roots and overlapping of servant 

leadership are connected to ethical leadership, employee behavior and focus of multi-

stakeholders (Brown et al., 2005; Choudhary et al., 2013; Lemoine et al., 2019; Luu, 2019; van 

Dierendonck, 2011). Moreover, though other leadership styles are tested in literature, this study 

will be the first in terms of servant leadership. 

1.3 Research Objectives  
 

The Research study will have the following research objectives 

1. To identify the connection between CSR and work engagement 

2. To identify the connection between CSR and burnout 

3. To identify the connection between CSR and turnover intention 

4. To identify the connection between servant leadership and work engagement 

5. To identify the connection between servant leadership and burnout 

6. To identify the connection between servant leadership and turnover intention 

7. To identify the connection between work engagement and turnover intention 

8. To identify the connection between burnout and turnover intention 

9. To establish a relationship that examines the connection between CSR, and turnover 

intention in the presence of work engagement as a mediator.  
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10. To establish a relationship that examines the association between CSR, and turnover 

intention in the presence of burnout as a mediator. 

11. To establish a relationship that examines the association between servant leadership, and 

turnover intention through the mediating role of work engagement. 

12. To establish a relationship that examines the association between servant leadership, and 

turnover intention through the mediating role of burnout. 

13. To develop a theoretical model that examines the relationship between CSR, and 

turnover intention through the mediating role of work engagement and burnout. 

14. To develop a theoretical model that investigates the association between servant 

leadership, and turnover intention through the mediating role of work engagement and 

burnout. 

1.4 Research Questions 
 

1. What is the association between CSR and work engagement? 

2. What is the association between CSR and burnout? 

3. What is the association between CSR and turnover intention? 

4. What is the association between servant leadership and work engagement? 

5. What is the association between servant leadership and burnout? 

6. What is the association between servant leadership and turnover intention? 

7. What is the association between work engagement and turnover intention? 

8. What is the association between burnout and turnover intention? 

9. How does work engagement play the role of mediator between CSR form employee 

perspective and turnover intention?  
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10. How does burnout play a role of mediator between CSR form employee perspective and 

turnover intention?  

11. How does work engagement play the role of mediator between servant leadership and 

turnover intention?  

12. How does burnout play the role of mediator between servant leadership and turnover 

intention?  

13. How do work engagement and burnout play the role of parallel mediators between CSR 

form employee perspective and turnover intention?  

14. How do work engagement and burnout play the role of parallel mediators between 

servant leadership and turnover intention?  

 

1.5 Significance of the Study 
 

This research contributes to the literature in several ways. Turnover intention has been 

examined from several employee attitudinal predictors. Broadly speaking, the other main 

predictors of turnover intentions are attitudes/perceptions of employees, working environment, 

work-related issues, and demographics. As against it, work-related issues like stress have 

medium, and demographic have minor influences on turnover intention. There was still a gap to 

view the turnover intention from an ethical perspective. Some studies discuss the turnover 

intention from an ethical viewpoint through CSR. But this study examines the turnover intention 

from CSR and servant leadership as a conjecturer of turnover and checks the mediating effect of 

the working attitude of employees (i.e. burnout and work engagement) in a single model. 

Second, theoretically, the study contributes by presenting a model that integrates the SC theory 

and CoR theory. CSR has been viewed from stakeholder theory, that says the main stakeholders 
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have considered in this study are employees, customers, government, and society. but this study 

only focuses on the employee‟s side on a micro-level. The third contribution is related to 

methodology. The employees‟ turnover intention through employee‟s perspective on micro-level 

has been assessed in Pakistan banking sector. Lastly, the present study tests the theoretical model 

for the first time in Pakistani scenario according to the knowledge of the scholar.  

1.6 Dissertation Structure  

The thesis structure is in five main Chapters. The introduction chapter provides an 

overview of the research topic, background to the study with overview of literature, leading to 

problem statement for this research. Furthermore, the research questions and objectives were 

developed to address the problem. Similarly, the importance of the study and the structure of the 

dissertation were also explained in this introductory chapter.  

The second chapter is divided into three important parts. The first part of the chapter 

explains the theoretical background of the study. There are two main theories that dictate the 

research model of the study. The self-concept theory was used to explain the association between 

indigenous and exogenous variables. The theory explains the role of CSR from employee 

perspective and servant leadership on the turnover intention. On the other hand, the second 

theory, conservation of resources, enlightens the mediating role of WE and BO in the theoretical 

model of the study. The second part explains the main variables of the study i.e. CSR, servant 

leadership, work engagement, burnout, and turnover intention. The researcher has also critically 

investigated the interrelation among all variables. The third part focuses on creation of 

theoretical framework based on the literature of the study and hypothesis development. 
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The third chapter explains the detailed methodology of the research study. The discussion 

included in this chapter is about the research philosophy, research design, target population, and 

sampling technique used to select appropriate sample size. The measurement scale of the 

dependent, independent, and mediating variables is discussed in detail. In further discussion, it 

explains ethical consideration and statistical tests employed.  

Chapter 4 explains the data analysis and discussion of the research. The data analysis was 

done through Amos 24 and SPSS 25 version. There were different statistical tests run on the 

data. In this research study, the analysis was separated into three parts. The first part explains the 

treatment of data, the demographic profile of the respondent, consistency, and validity of the data 

while the second part of the study tests the hypothesis through correlation, regression, and 

mediation. The third part‟s focus is on the argument of the analysis consequences and the major 

finding. The chapter concludes with the summary of hypothesis acceptance or rejection. 

Chapter 5 is designed to conclude the study by establishing the major outcomes in 

discussion. The researcher highlights the main theoretical and managerial contribution for the 

academicians along with professionals. Furthermore, the limitation of the study has been 

explained and future avenues of research have been suggested for prospective research studies.  

  



 

13 

CHAPTER 2 

LITERATURE REVIEW 

2. Overview of the Chapter  

This chapter is comprised of three important sections. In the first part, the research study 

explains the theoretical background to the study. There are two main theories, which propose a 

research model of the study. The Self-Concept (SC) theory explains the linkages of independent 

and dependent constructs. The theory explains the role of CSR from employees‟ perspective and 

that of servant leadership (SL) on the turnover intention. As against it, the second theory, 

Conservation of Resources (CoR) theory, enlightens the mediating role of work engagement and 

burnout in the theoretical model of research. The second part explains the main variables of the 

study i.e. CSR, servant leadership (SL), work engagement (WE), burnout (BO), and employees‟ 

turnover intention (TI). In addition, it also critically investigates the interrelation among all 

variables. The third part emphasizes on the theoretical framework and development of 

hypothesis based on theoretical framework. 

2.1 Theoretical Background of the Study:  

This research study is grounded on the two main theories to build the theoretical 

framework (i.e. SC and CoR). SC theory was used to show the relationship among exogenous 

and endogenous constructs (i.e. CSR, servant leadership and turnover intention). The theory 

illustrates the direct relationship of CSR towards turnover intention as well as servant leadership 

effects on turnover intention. On the other hand, the CoR theory overlapping the turnover 

intention concept provides the linkage of two key mediators of the study. These key mediators of 

the study are work engagement and burnout. 
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In literature, SC theory has been a key influential theory to focus on the turnover 

intention in human resource studies (Forstenlechner et al., 2014; Mayfield & Taber, 2010). This 

theory suggests that turnover intention is influenced by employee‟s perception, the workplace 

environment and the leaders who guide them (Shamir et al., 1993). Employee‟s perception is 

related to employee‟s behavioral intention which leads to their self-concept. This perception 

builds an image of the firm in employee‟s mind, which can be positive or negative depending on 

his way of thinking. In addition, the manager‟s role as a leader plays an important role in 

creating his perception about the firm because managers in working environment act as agents of 

the organization. These agents must have the capability to guide the employees as leaders. CSR 

and leadership are the two main pillars of the organization, which help to build a strong 

relationship between stakeholders and organization in form of employee‟s satisfaction and 

commitment towards the firms (Arrigo, 2013; D. K. Peterson, 2004). As a result, CSR and 

servant leadership play a vigorous and influential part in the employees‟ turnover intention from 

an ethical perspective by self-concept theory.  

CoR Theory is based on the philosophy that people are both experienced and intrinsic in 

the development, promotion, conservation and security of their resource quality. (Hobfoll & 

Shirom, 2001; Hobfoll & Wells, 1998). In human resource literature, COR theory explains 

mediating mechanism of WE and BO in context of turnover intention (Sun & Pan, 2008). This 

theory is related to the resources of the employees, which are based on the notion of 

psychological connection/stresses. In addition, the COR is generally based on work-specific 

theory which deals with the organizational stress (Hobfoll, Halbesleben, Neveu, & Westman, 

2018). Many studies in literature supported and built the strong theoretical foundation based on 

COR theory proving that  WE and BO are the meditators of turnover intention (Hakanen et al., 



 

15 

2006; Schaufeli et al., 2008; Schaufeli et al., 2009). According to Halbesleben (2006), the COR 

theory explains the role of WE and BO in terms of definition and purpose. Hence, COR theory 

covers burnout in terms of psychological stress and work engagement, and in terms of employee, 

as a resource and his positive engagement towards the firm (Csikszentmihalyi & Seligman, 

2000).  

2.2 Corporate Social Responsibility   

CSR is an emerging trend in today‟s companies. It is not only about making profits but 

has at its core the responsibility of companies towards the society (Freeman and Velamuri, 2006; 

Skilton and Purdy, 2017). CSR activities encourage the companies to account for all their 

stakeholders in terms of growth and wellbeing. Such a kind of activity motivates companies to 

perform voluntarily at a large scale for betterment of society. The current study explores CSR 

from employee perspective (Turker, 2009b) on micro-level, which means CSR policies and 

practices on branch level of the bank.  The research study reviews CSR history, emergence and 

different aspects of CSR from the stakeholder‟s viewpoint by considering employees.  

2.2.1 History of Corporate Social Responsibility  

CSR has a history of many decades in which it changes from time to time. It was first 

introduced as a new Phenomenon by Bowen (1953) in his book “The Social Responsibility of 

Businessman”. Bowen‟s focus was to create a sense of corporate social responsibility in 

shareholders. Furthermore, he has discussed that business is not about producing well and 

offering services. The corporation needs to create social justice, economic prosperity, proper 

working environment and wellbeing of employees. Friedman's (1970) point in stating so was that 

the corporation‟s main objective is shareholder‟s profit maximization under the law and to 

provide safeguard against shareholder‟s investment. Furthermore, CSR has been transformed 
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over time in terms of definition as well as its understanding. Now CSR is considered as a 

strategic tool in marketing to take a competitive advantage in the marketplace (Cone, Feldman, 

and DaSilva, 2003; Porter and Kramer, 2006) by focusing on the stakeholders (i.e. employees & 

society). Employees were not considered as the main factor of production in the early days of 

business (Kincaid, 2012) . It was perceived that their emotions, feelings, and perception are not 

important for business activities. Then, it was realized that employees were the key factor of 

production and had as much importance as other factors of production. Therefore, to retain the 

current employees in the organization is the job of the top management. This can reduce 

recruitment costs and increase the efficiency of the organization (Wang, & Huang, 2013). 

According to Carroll, (1999), researchers have not provided a common and single 

definition of CSR in prior studies to explain this concept. However, the notion of CSR was 

tracked from back in the 1920s when the businesses identified the importance of responsibility 

practices (Sheldon, 1923). At that time, businesses started to work on corporate philanthropy and 

for the betterment of society because there were no formal rules and regulations for corporate 

responsibility practices. The first person who properly defined CSR was Bowen (1953), who 

stated that no activity or action of a businessman towards his business should create any harm to 

the society and it should be in the best interest of all shareholders. Furthermore, all the policies, 

objectives and decision of the business must follow the CSR practice which should be in favor of 

all the stakeholders of the firm. It was the first time in business literature that Brown tried to 

make a connection between society and corporation. He is also known as “Father of CSR” 

(Carroll, 1999; Wartick & Cochran, 1985). 

There are different approaches to the CSR that changed with the passage of time in terms 

of concept and definition. These CSR approaches can be explained as Bowen (1953) talked 
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about the relationship between society and community through the business responsible 

practices. Frederick (1960) considered that the corporation had the inclination towards the 

human resources and economic benefits of society. Friedman (1962) focused on the profit 

maximization of shareholders. Davis & Blomstrom, (1968) worked on the effects of corporation 

actions and decisions on society and the community. Sethi (1975) established how the behavior 

of an organization matches the values, performance and social norms of the society. Carroll 

(1979) introduced the four levels of corporate citizenship.  

According to Carroll (1979), the first level is economic: the firm has to run its operations, 

and for this reason, firm should be profitable. The second level is legal: the organization must 

perform its legal duties. The third level is ethical: the firm has to follow proper ethical practices 

while doing business. The fourth level is philanthropic: corporation should perform charitable 

work for the betterment of society.  

Jones (1980) tried to establish different groups in the public. Wood, (1991) makes the 

businesses interact with the community (Hopkins, 2012). Firms must be responsible and ethical 

towards society. The history of CSR can be explained by chronological order from 1960 to 2018. 

Latapí Agudelo, Jóhannsdóttir, & Davídsdóttir, (2019) show the emergence of CSR from a 

concept to reality in diagram explaining from the definition of Bowen (1953) to  the European 

Union directive to add the financial and directive information disclosure for large corporation in 

their reports.  
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Source; (Latapí Agudelo et al., 2019) 
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Source: (Latapí Agudelo et al., 2019)  
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In the beginning, the CSR focus was based on philanthropy, which moved towards the 

stakeholder‟s concept. The main significant contribution was added by Stakeholder‟s theory 

(Freeman, 1984) to strengthen the CSR concept. According to Freeman (1984), the firms should 

behave as socially responsible for the well-being of all their internal and external stakeholders. 

The stakeholder‟s theory posited that organizational strategies should be in favor of stakeholder‟s 

welfare. However, Freeman (2010) explained that stakeholders of the firm vary with the firm 

size. The firm may include the employees, customers, financial intuitions, audit firms, suppliers, 

competitors, trade associations, political groups, and government regulatory bodies 

In this research study, Turker (2009) CSR concept was adopted. According to Turker 

(2009), CSR's main objective to affect the shareholders positively and corporate aims should be 

beyond the economic benefits. Turker (2009) divided the stakeholders into the four categories of 

employees, society, customers, and government. The employees are the primary stakeholders of 

the firm and important part of the organization. In consideration of Turker‟s CSR point of view 

on employee‟s and stakeholder‟s theory, the current study focuses on CSR from employee‟s side 

only that is related to employees friendly CSR policies and practices. The CSR towards 

employees refers to flexible and fair workplace policies for them, opportunities to excel in their 

career, education, and concern about the needs and wants (Turker, 2009b). According to (Gond 

et al., 2017), the previous studies of CSR are discussed on the institutional, organizational and 

individual bases. However, there is a lack of focus on CSR on an individual of the business, 

which discusses to the working peoples (i.e. employees) of the firms. This study focuses on the 

CSR towards the employees on the micro-level of the commercial banks in Pakistan. 
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2.2.1.1 CSR in the Banking Industry 

According to Scholtens, (2009), financial institutions have a great impact on society 

through the involvement of CSR practices. Banks promote CSR investment through different 

schemes of microcredit for poor people and socially responsible banking (Hermes, Lensink, & 

Mehrteab, 2005; Scholtens, 2009; Truscott, Bartlett, & Tywoniak, 2009). Furthermore, financial 

institutions are more concerned about their reputation as compared to other organizations 

because banks can face more problems in case of negative perception in stakeholder‟s minds 

(Thompson & Cowton, 2004). It is important for the banks to differentiate themselves from 

competitors as well as maintain a shareholder‟s confidence for survival (Flavián, Guinaliu, & 

Torres, 2005).  For this purpose, financial institutions like banks invests a heavily to create a 

positive image as well as maintain its reputes in the services industry. As the banking products 

are intangible nature and need a stakeholder‟s constant trust relationship with banks (Pérez, del 

Mar García de los Salmones, & Rodríguez del Bosque, 2013). The banks take the competitive 

advantage by performing CSR activities to build strong customer-related outcome and meet the 

strategic objectives and improve the bank image in the market (Bhattacharya & Sen, 2004; 

McDonald & Hung Lai, 2011). In addition, most of the studies regarding CSR practices have 

been done in developed countries (Chaudhary, 2017).  

In the contemporary world, the banking sector plays a substantial part in the economic 

system of developing as well as developed nations of the world (Beck et al., 1999). In addition, 

they focused on CSR activities towards society (Truscott et al., 2009). On the other hand, due to 

external shareholder‟s pressure other industries are volatile in doing CSR activities (Sallyanne 

Decker, 2004) According to Pérez et al., (2013), the banking ranking is international markets 
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depend upon their social activism program and it is measured by international CSR investment 

ranking index.  

Chedrawi et al., (2020) explain the CSR in the banking industry of Lebanon and its 

importance in today‟s modern banks. The bank must incorporate the social and natural 

environment concerns in their reporting. Furthermore, the banking industry is participating in 

CSR activities worldwide and has become a proactive investor in CSR (Marin et al., 2009; 

Truscott et al., 2009). Banks are now incorporating CSR related policies and procedures in their 

operations, annual reports and have performed well in the social activities (Carnevale, Mazzuca, 

& Venturini, 2012; Prior & Argandoña, 2009).  

All the Pakistani banks are working under the umbrella of State Bank of Pakistan (SBP). 

The banks are working under the guidelines provided by SBP. The commercial banks share code 

of ethics or code of conduct on their websites. The Codes of ethics/ Conduct are formal 

statements of what an organization expects in terms of ethical behavior. Codes of ethics will not 

solve every dilemma. Codes of ethics provide rules and guidelines. A code of ethics reflects 

senior management‟s desire for compliance with values, rules and policies in support of an 

ethical climate (Batool, 2010). The commercial banks operating in Pakistan have provided the 

code of ethics/conduct on the websites. Furthermore, the banks also disclose the CSR activities 

in their annual reports. 

According to a study (Sharif & Rashid, 2014), Pakistani commercial banks participated in 

different CSR activities and reported the same in their financial statements. The contribution of 

Pakistani commercial banks can be mainly categorized in seven major CSR activities. These 

includes activities related to natural disaster, contribution to health sector, education sector, 
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donations, activities for employees, product and services and environmental issues. For example, 

Habib Bank limited (HBL) donated more than Rs. 144 million on different CSR activities such 

as health, education, NGO‟s and government donations etc. (HBL,2016). Furthermore, Khan and 

Szegedi, (2020) explained that CSR is not fully developed in Pakistan but the CSR activities 

have been increased during the last decade. 

According to Mohsan et al., (2011), Pakistani banking sector is experiencing a strong 

competition. Banks‟ survival in this competitive environment is based on the expansion of their 

services by providing mobile and online banking. Many banks have adopted CSR as strategic 

marketing tool to achieve the competitive edge in the market (Porter & Kramer, 2006). In 

addition, Khan et al., (2015) stated that banking customers in Pakistan perceive CSR as provision 

of quality services, trust and the healthy professional behavior of employees with their 

customers. The current study focuses on the CSR practices for employee of commercial banks at 

micro-level. 

2.2.2 The Interrelation of CSR and Work Engagement  

In literature, CSR has been viewed from different perspectives but the main interest of 

scholars remains on specific issues of strategy, performance and consumer behavior 

(McWilliams et al., 2006; Rettab et al.,2009; Sen & Bhattacharya, 2001) while the importance of 

human resources has been neglected.  However, Davies & Crane, (2010) show that employee 

commitment is a key dynamic in a firm for ensuring work engagement with CSR. According to 

(W. B. Schaufeli et al., 2002),  the employee encouragement and satisfaction with the working 

attitude at work place, are considered as the state-of-work engagement by an employee during 

his job at an organization. Previous studies show that the CSR has a positive connection with 

work engagement (Farid et al., 2019; Farrukh, Sajid, Lee, & Shahzad, 2019; Ferreira & de 
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Oliveira, 2014; Glavas, 2016; C.-P. Lin & Liu, 2017) because this relationship creates a 

significant relationship between firm and employees (Ali Chughtai & Buckley, 2008). The 

progressive connection between CSR and work engagement demonstrates that employees share 

similar values and show a high level of meaningfulness at the firm level (Glavas, 2016). 

CSR plays an important role globally, employees are more motivated to work hard and 

engaged in the firms that follow the CSR practices due to their satisfaction level and self-

motivation (Duchon & Plowman, 2005). This is the main reason behind the highly energized 

employees in the firm following ethical principles. It increases work engagement in employees 

(C. P. Lin, 2010). Hansen et al., (2011) claimed that employee's opinions, decisions and 

perceptions are based on the perceptions about the CSR constituted by the organization. These 

perceptions lead the employees towards motivation for work engagement or depreciate their 

work to burnout. The organization that follows higher CSR practices is successful in retaining 

more employees thorough work engagement and this also increases the firm productivity and 

efficiency (Greening and Turban, 2000; Chang, Wang, and Huang, 2013). Furthermore, 

Aguilera, Rupp, Williams, & Ganapathi (2007) emphasized that CSR activities performed by a 

firm create a strong connection between employees and organization. When an organization is 

socially responsible towards them and provides additional monetary benefits, employees might 

feel obliged and want to do something in return to organization (O. Farooq, Payaud, Merunka, & 

Valette-Florence, 2014). 

2.2.3 The Interrelation of CSR and Burnout 

Tuzzolino and Armandi (1981) argue that CSR has a noteworthy role in improving the 

analogy of social needs of employees and organizations. That will increase the satisfaction 

among employees and abridge the psychological tensions in the firm (Valentine & Fleischman, 
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2008). According to Bakker & Demerouti (2007), the burnout can be categorized into two parts 

i.e. exhaustion and disengagement. Exhaustion is the result of forceful affective, physical and 

cognitive tension, which may be the outcome of continuous stress, and it refers to emotional 

exhaustion while disengagement is having no personal interest in doing a general work, work by 

object and work content. 

According to self-concept theory, employees in an organization need a large social group 

that can understand their emotions and expression because, in this way, employees can be 

relieved of their psychological exhaustion in a firm  (Duchon & Plowman, 2005). It has been 

found in previous studies that due to lack of social support, participation in social work and a 

high level of work can increase the burnout in employees (K. et al., 2006). However, employees 

are enthusiastic towards their work if the organization follows the CSR practices that show a 

common identity of employees and firm due to CSR. Self-concept theory believes in the 

individual identities in terms of their trust in a workplace they belong in the contemporary world 

(Dutton & Dukerich, 1991). Hence, employees belonging to a firm that is socially responsible 

create a sense of one‟s self-concept and reduce the burnout in an organization (Ashforth & Mael, 

1989; Kramer, 1991). CSR plays a vigorous role in that employees perceive that they are 

working in a firm which is socially responsible, which means that they are doing a meaningful 

job. That creates positivism in employees while lowering the negative state of mind (Grant & 

Sonnentag, 2010; C.-P. Lin & Liu, 2017; Raub & Blunschi, 2014; Yates & Hollensbe, 2013). 

This illustrates that the connection between CSR and burnout is negative. 

2.2.4 The Interrelation of CSR and Turnover Intention 

The role of turnover intention is investigated in human resource management through 

self-concept theory by many researchers in the literature (Forstenlechner et al., 2014). Self-
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concept explains that employee's perception plays a critical role in their self-elevation (van 

Quaquebeke, van Knippenberg, & Eckloff, 2011; Yammarino & Atwater, 1993) and provides a 

landscape to understand employee perception related to turnover intention in different 

workplaces (Carlisle & Manning, 1994). CSR is not about only social requirement of the society 

but it is also to satisfy and create a positive opinion of employees towards the organization they 

are working (C.-K. Lee et al., 2013). However, if the employees have a negative perception 

towards the organization then he is no more satisfied. Mobley extensively clarified the process of 

dissatisfaction which triggers the feeling of employees about leaving the job. These feeling are 

caused by different steps which are related to emotion and sense that tends from dissatisfaction 

to leaving the organization. On the other hand, the employees also evaluate the possible 

alternative to switch the job. So, there is straight domination of CSR on worker's creative 

performance. (Gharleghi, Afshar Jahanshahi, & Nawaser, 2018). According to Aguilera et al. 

(2007), there is a straight relationship between CSR implementation and the rate of employee's 

motives to leave the job in near future. The organization needs funds for the execution of CSR 

activities and cost-benefits analysis for engaging in such kind of activities for survival in today's 

modern world. Employees like to work in an organization that values the CSR activities, which 

develop trust and positive self-concept in them. This will create a sense of belonging towards the 

firm, which make the employees more loyal. Due to these reasons, employees do not switch the 

firm and stay for a longer period. This reduces the recruitment cost (Sarfraz, Qun, Abdullah, & 

Alvi, 2018; Wang, Fu, Qiu, Moore, & Wang, 2017). The above discussion leads to the 

conclusion that CSR has a negative association with the employee‟s turnover intention. 

(Hollingworth & Valentine, 2014; J. Kim, Song, & Lee, 2016; Nejati, Brown, Shafaei, & Seet, 

2020; Sarfraz et al., 2018).  
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2.3 Servant Leadership  

 Greenleaf (1970) was the first person to introduce servant leadership.  Greenleaf 

explained the concept of servant leadership through the three foundational essays “The Servant 

as Leader (1970)”, “The Institution as Servant (1972a)”, and “Trustees as Servants (1972b)”. 

According to Greenleaf (1977), servant leadership is not all about the management technique; it 

is beyond it and provides a pathway to spend a life „„the natural feeling that one wants to serve, 

to serve first‟‟ (p. 7).  Greenleaf started the theory of servant leadership taking inspiration from a 

story character of Leo. According to the story, Leo started a travel journey with a group of men. 

Leo served and cared about their basic needs. On their way, when Leo went away from them, 

they stopped the journey, as they were lost without their servant (i.e. Leo). So, Greenleaf got an 

idea from the story that the leader has a quality of serving others. Without Leo, men got into 

trouble and were unable to move further (Greenleaf, 1977; Spears & Lawrence, 2002). Greenleaf 

took this philosophy in his mind and applied it to personal life as well as in the business world. 

Greenleaf explained that leaders are not born or created. They grow on the bases of services to 

others. The concept of servant leadership is the degree to which a person serves in direct 

proportion to that person chosen as a leader by those he served (Greenleaf, 1977). The basic 

thing that distinguishes the servant leaders from others is that they keep their followers above 

themselves and always seek for self-development (S. Sendjaya & Sarros, 2002). The servant-

leader is creating opportunities for growth of his/her followers within the organization (Luthans 

& Avolio, 2003). Compared to that, the ultimate goal of other leadership styles is to achieve the 

organizational objective and work for the well-being of the firm (van Dierendonck, 2011). 

However, a servant leader's total focus is on serving the followers in the best way (Robert K 

Greenleaf, 1977b). This attitude creates a strong bonding within the organization (Gregory 

Stone, Russell, & Patterson, 2004).  
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Greenleaf‟s servant leadership style focuses on convincing the staff to do work but never 

use the power for things to be done. A true servant leader plays a role of steward towards his/her 

followers. This strengthens his relationship with the organization as he gives priority to the 

follower's well-being and growth (Reinke, 2004; van Dierendonck & Nuijten, 2011). Servant 

leaders perform beyond their self-interest. This gives them the motivation to serve others without 

using power (Luthans & Avolio, 2003).  

According to Eva et al., (2019), in view of past studies servant leadership has evolved 

from three very important phases on the basis of concept, measurement, and model. The concept 

development was the first phase of servant leadership. The main contribution to the concept 

enlargement of servant leadership is (Robert K Greenleaf, 1977b) and (L. Spears, 1996). The 

measurement of servant leadership mostly has been done in the second phase. In this stage, many 

measurement scales have been developed and these have tested the relationship between servant 

leadership and other variables. Currently, research is on the third phase of servant leadership, in 

which researchers are developing the models, which have been utilized as more complicated in 

terms of mediating mechanism, etc.  

According to Karatepe, Ozturk, & Kim, (2019) servant leadership influences the banking 

employee's performance outcome through organizational trust. The research was done on the 

frontline employees of the banking industry by taking the responses from survey approach and 

results reveals that trust in an organization is key moderator between servant leadership and 

employee creative and service performance.  
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2.3.1 Key Characteristics of Servant Leadership 

The idea of servant leadership was presented by Greenleaf; however, since there was no 

an accurate definition, many scholars have explored it. The main idea of Greenleaf was 

explained by several authors but the most powerful model presented on servant leadership is by 

four key authors. Spears (1995) was the first and the most influential person to explain the 

servant leadership idea by presenting 10 characteristics which are essential elements of servant 

leadership.  He is the former Director of the Greenleaf‟s Center and responsible for the series of 

edited volumes on Greenleaf‟s idea about servant leadership (L. C. Spears & Lawrence, 2002). 

Besides, Spears refined the 10 characteristics of Servant leadership based on extensive 

knowledge of Greenleaf‟s writings. As against it, the other models are developed by different 

researchers, and these are shown in table 2.1, by explaining the characteristics of famous servant 

leadership models. 

Servant leadership characteristics explained by Van Dierendonck & Nuijten, (2011) are 

given below 

2.3.1.1 Empowerment  

Empowerment's main focus is on encouraging and enabling people through the personal 

development of the followers (Conger, 2000). Empowerment aims are to give freedom to 

employees so that they can take the decision on the bases of their personal experience and give a 

sense of responsibility to them (Liden, Wayne, Zhao, & Henderson, 2008). This promotes pro-

activeness and self-confidence among followers. Furthermore, empowering the employee‟s 

leadership behavior will encourage the employees to take independent decisions, result in 

information sharing and create a sense of performance through innovation (Konczak, Stelly, & 

Trusty, 2000). The servant-leader focuses on the individual‟s core value which is related to his 

empowerment in the form of recognition, appreciation, and acknowledgment of personal abilities 

(Robert K Greenleaf, 1998). 
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Table 2.1  

Servant Leadership Key Characteristics by Famous Researchers 
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2.3.1.2 Accountability 

According to Conger, (1989) accountability is related to the performance of the people. 

This accountability mechanism develops a sense of responsibility in individuals and teams for 

their tasks oriented outcomes (Konczak et al., 2000). The performance outcomes are measured 

on the bases of the expectations of the organization from their employees. As a result, it will be 

beneficial for both of them (Froiland, Gordon, & Picard, 1993). It provides the confidence to 

employees to work fearlessly to achieve the individual as well as organizational goals. In 

literature, many researchers emphasize that accountability is an important and relevant 

characteristic of servant leadership (van Dierendonck & Nuijten, 2011).  

2.3.1.3 Standing Back  

 Standing back is the leader‟s necessary support to their followers by giving importance to 

their interests and providing them guidance and credit (Collins, 2001; Greenleaf, 2002). It is also 

about the successful accomplishments of the followers by receding into the background. In 

addition, standing back is closely related to the other characteristics of servant leadership like 

empowerment, stewardship, authenticity and humility (van Dierendonck & Nuijten, 2011). 

2.3.1.4 Humility  

 Humility is all about demonstrating the personal accomplishment and related talent to do 

those tasks appropriately (Patterson, 2003). In leadership, humility is related to having the 

courage to accept that one can make mistake and can depend on others (J. A. Morris, 

Brotheridge, & Urbanski, 2005). It is all about the understanding of a person‟s strong points as 

well as weak points because no one in the world is perfect. So, servant-leaders recognize that 

everyone has their limitations, and they keenly seeking others‟ help can be useful to overcome 

these limitations.  
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 2.3.1.5 Authenticity  

According to (Harter 2002) authenticity is the representation of the expression of the true 

self that should be consistent with the feelings and thoughts of one‟s personality. Authenticity is 

all about the true feelings about oneself privately and publicly by presenting the internal states, 

commitments, and intentions (C. Peterson & Seligman, 2004). In an organizational context, 

Halpin and Croft (1966) describe authenticity as the ability of a person to play his/her 

professional role without tending to his/her individualism.  

2.3.1.6 Courage  

 Courage is the servant leader‟s ability to take risk while knowing the uncertainty and 

danger for the success or failure (Greenleaf, 1970). This is an important trait of servant leader 

which can distinguish him from other leaders (R. K Greenleaf, 1991). Furthermore, in case of a 

firm‟s point of view, the servant leader‟s courage characteristic is beyond the working behaviors 

of conventional models (Hernandez, 2008). This will make a servant leader more innovative and 

creative which will help him to solve the organizational problems more actively and 

professionally. Courage is also involved in the freedom of decision which is based on the leader's 

awareness of a certain problem and threats related to that problem (C. Peterson & Seligman, 

2004). Hence, the actions of a servant leader are based on values and convictions (Russell & 

Stone, 2002). 

2.3.1.7 Forgiveness  

 According to George, (2000) forgiveness can be explained in four forms. First is 

expressing and appraising the emotions; second is about the emotional awareness which is used 

to empower the cognitive progressions; third concentrates on decision making about emotions, 

and fourth one deals with managing that emotion. Furthermore, forgiveness is about allowing the 

leaders to forgive past incidents of misbehaviors or lack of performance (McCullough, Hoyt, & 
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Rachal, 2000). Servant leader creates an environment which is based on performance, in case 

any errors occur during the task may be forgiven in some scenarios (Ferch, 2003). 

2.3.1.8 Stewardship  

Stewardship is an inclination of taking the responsibility of large institutions by providing 

services to others and keep the organizational interest first than self-centeredness (Block 1993). 

Servant leaders are more focused to act as role models for their followers as well as the 

caretakers (Hernandez, 2008). Leaders always lead the teams and set an example to promote 

others and give awareness that one person‟s interest should be driven for common interest, not 

for self-interest. In general, stewardship is about social responsibility towards society, loyalty for 

all and teamwork. This will produce a sense of responsibility to act beyond the self-interest and 

go for the overall interest of society  (C. Peterson & Seligman, 2004). 

2.3.1. Servant Leadership and Work Engagement  

According to Van Dierendonck, (2011) servant leadership is linked to fairness 

perception, employee's trust, and employee‟s loyalty. Servant leadership style believes in the 

positive association between followers and leaders because servant leaders are more humble and 

focused on their followers rather than themselves (Liden, Wayne, Liao, & Meuser, 2014). These 

humble leaders try to influence the followers in such a way that it develops a sense of 

responsibility and accountability in them. This increases the employee‟s engagement in work and 

performance (Owens & Hekman, 2012). Servant leaders also encourage followers and stimulate 

positive energy to maintain a high-quality relationship with them (De Clercq et al., 2014). In 

literature, a positive connection is found between leadership styles and employee‟s work 

engagement. Zhu et al., (2009) state that transformational leadership is the positive predictor of 

followers‟ work engagement and they find that there could be other unmeasured variables that 

can affect the relationship. There is also a positive association between servant leadership and 
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work engagement (Carter & Baghurst, 2014; Coetzer, Bussin, & Geldenhuys, 2017; De Clercq et 

al., 2014; Rahmadani, Schaufeli, Stouten, Zhang, & Zulkarnain, 2020) and with other leadership 

styles like authentic leadership (Alok & Israel, 2012; Penger & Černe, 2014) and charismatic 

leadership (Babcock-Roberson & Strickland, 2010). Servant leadership aims at serving the 

stakeholders like employees, shareholders, and society, etc.(S. J. Peterson, Galvin, & Lange, 

2012).  

According to Liden et al., (2008) servant leadership is a positive predictor of 

organizational commitment as well as citizen behavior towards society. That creates a sense of 

self-perception in the employees. Hence, self-concept theory suggested that leadership and CSR 

are two main pillars of the organization (C.-P. Lin & Liu, 2017). Thus, the empirical evidence 

shows that there is a direct positive relationship between servant leadership and work 

engagement and negative relationship between servant leadership and turnover intention (Liden 

et al., 2014).  

2.3.2. Servant Leadership and Burnout  

Servant leadership has been focused on research since the past decade (Tang, Kwan, 

Zhang, & Zhu, 2016). Servant leadership can play an important role to optimize the employee 

work-related well-being because leaders can influence the job demands and job resources of 

employees. Servant leadership might be an effective leadership approach to enhance work 

engagement and to decrease burnout. Servant leaders serve, support their employees and 

empower them to achieve meaningful outcomes to the benefit of the individual (van 

Dierendonck, 2011). In literature, the relationship between servant leadership and burnout is very 

little explored (Coetzer et al., 2017). However, few studies have been done on indirect 

relationship of servant leadership and burnout. For example, (Coetzer et al., 2017) shows the 
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interrelation of servant leadership with work engagement and burnout in presence of mediators‟ 

job demands and job resources.  

Servant leaders believe in employees' empowerment and their development so that 

employee individual talent can be activated (van Dierendonck, 2011). This provides the 

employee with the job resources of development, talent activation and career path opportunities. 

Servant leaders furthermore focus on serving the physical, psychological, emotional and spiritual 

needs of employees (Sen Sendjaya, 2016). The CoR theory mainly focuses on psychological 

stress management. This is due to the actual loss of resources, which results in the form of stress 

and lead towards the burnout to the turnover intention of the employees. According to Bakker & 

Demerouti (2007), the burnout can be categorized into two parts i.e. exhaustion and 

disengagement. Emotional exhaustion is defined as “a consequence of intense physical, affective 

and cognitive strain, i.e. as a long-term consequence of prolonged exposure to certain job 

demands” (p4). Disengagement is defined as “distancing oneself from one‟s work in general, 

work object and work content” (p5).  In the banking sector of Pakistan, employees must do a lot 

of work, and sitting for late hours without any monetary benefits and lot of work pressure 

increase a mental stress. This creates a sense of dissatisfaction and frustration among employees, 

as they feel burdened at work, and leads them towards burnout. In Pakistani banking employee‟s 

context, the relationship between servant leadership and burnout has not been explored yet. 

Hence, the current study is going to explore this relationship.  

 Upadyaya et al. (2016) in their study suggested that servant leadership increases work 

engagement and life satisfaction among employees. As a result, there is a drop in burnout. 

Babakus, Yavas, & Ashill, (2011) showed the negative connection between servant leadership 

and burnout. Furthermore, a few studies also show a negative association of servant leadership 
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with burnout in terms of the two main dimensions (i.e. cynicism and emotional exhaustion)  

(Bobbio, Dierendonck, & Manganelli, 2012; Kelly & Hearld, 2020; Rude, 2004; Tang et al., 

2016).   

2.3.3. Servant Leadership and Turnover Intention  

In today‟s modern era, turnover intention is the major and challenging issue for top 

companies of the world and the executives are more interested to know the reasons why 

employees want to leave their job (SHRM, 2016). The turnover intention can be defined as the 

intention of the employee to leave the organization in the near future for a better opportunity (C.-

P. Lin & Liu, 2017).  In earlier studies, it also has been noted that turnover is due to two main 

reasons. One is the behavioral objective of employees and the other one is organizational 

variable, one can predict organizational variable but it is difficult to predict the behavioral 

objective of employees (Akhtar, Salleh, Ghafar, Khurro, & Mehmood, 2018; Steel & Ovalle, 

1984). In addition, the other main reason for leaving the job is employee dissatisfaction with the 

organization. Due to this disappointment, employees start searching for a new job and accepting 

the new organization by quitting the previous one. As a result, the employee is dissatisfied with 

his job, firm‟s ethical practices and policies, job characteristics and leadership style (Miskel, 

Fevurly, and Stewart, 1979; Ernst Kossek and Ozeki, 1998; Fuller et al., 1999).   

Servant leadership is most positive leadership style, which assist positive behavior to 

employees (Jaramillo, Grisaffe, Chonko, & Roberts, 2009b). Servant leaders‟ purpose is to 

optimize the employee‟s strength rather than criticizing their work (Barbuto Jr & Wheeler, 

2006). Servant leadership is employee-oriented and encourages the employee, empowers the 

employees and brings positive change among the followers (Ehrhart, 2004; Liden et al., 2008). 

Furthermore, servant leadership style plays an important role in employee satisfaction, as it 
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emphasizes on serving the followers and that leads to reduction in employees‟ turnover (Liden et 

al., 2008; Babakus et al., 2011). 

In other studies, the relationship of servant leadership has been found to be positive with 

employee satisfaction which is an antecedent of turnover intentions. Furthermore, many 

researchers have suggested the negative association between servant leadership and employees‟ 

turnover intention (Wong, Davey, and Church, 2007; Jaramillo et al., 2009; Ahmed et al., 2018). 

In literature, most of the scholars have discussed the connection between servant leadership and 

turnover among teachers, salespersons, and managers. The current study is focused on the 

commercial banks working employees of Pakistan. 

2.4 Work Engagement  

In the twenty-first century, employee‟s psychological connection with their job and 

working environment has gained significant importance in the services industry. In today's 

competitive world, the companies recruit highly qualified, talented and motivated employees 

who work hard and achieve the organizational goals effectively and efficiently (Bakker, 

Albrecht, & Leiter, 2011). For this purpose, employees‟ psychological connection to their work 

as well as their willingness to work hard with commitment, dedication, and enthusiasm at the 

workplace is very important (Bakker & Leiter, 2010). This employee's connection to the 

organization is referred to as employees‟ work engagement. There are three main models that 

have been presented about employees‟ engagement by different authors. The first model was 

presented by Kahn (1990) about personal engagement. He has defined that employees are 

involved personally in different physical or emotional tasks in their work. This model was based 

on multiple dimensions of personal tasks depending upon the role of that person and explained 

the three most important psychological conditions that include safety, meaningfulness, and 

availability. The second model by (C. Maslach et al., 2001) explained the relationship between 
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burnout and engagement. They show that WE and BO are the opposite of each other. 

Furthermore, (C. Maslach et al., 2001) explained that BO and WE are not the same concept and 

treated them as separate variables. The third model was introduced by (W. B. Schaufeli et al., 

2002) focus on the three characteristics of work engagement. These characteristics are vigor, 

dedication, and absorption.  

According to W. B. Schaufeli et al. (2002), work engagement is defined as “a positive, 

fulfilling, work-related state of mind that is characterized by vigor, dedication, and absorption”. 

There are many factors that help the employees to engage at work. These are work environment, 

leadership, team and co-worker, training and career development, compensation, organizational 

policies, and workplace well-being (Anitha, 2014). Work environment was found to be one of 

the most significant factors to employee engagement at workplace (May, Gilson, & Harter, 2004; 

Miles, 2001). In addition, the management of organization who adopts the supportive working 

environment and cares about the feelings, emotions and gives positive feedback to employees 

(Deci & Ryan, 1988). Compared to that, leadership was identified as the second major factor for 

employee engagement (Anitha, 2014). The employee engagement arises naturally when the 

leadership is inspiring (Wallace & Trinka, 2009). The leaders‟ main job is to communicate to the 

employees that their work is meaningful for the organization‟s success. When employees feel 

that they are important for the organization, it leads to their personal interest and engagement 

towards their job. Authentic and supportive leadership is theorized to impact employees‟ 

engagement as followers in the sense of increasing their involvement, satisfaction and 

enthusiasm for work (Macey & Schneider, 2008). The leadership factor that was measured was 

comprised of indicators of effective leadership and perceived supervisor support.  
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This study focuses on the employees of the banking industry. The manager must treat the 

followers in the servant leadership style and create positive energy to motivate the employees. 

This is because workers with a high level of engagement are more expected to work hard and 

remain committed toward the organization (Yalabik, Popaitoon, Chowne, & Rayton, 2013).  

2.4.1 The Interrelation of Work Engagement and Turnover Intention  

Employee‟s work engagement is one of the most important research topics when it comes 

to analysis of an organization (Sonnentag, 2011). According to W. B. Schaufeli et al. (2002),  the 

employee encouragement, satisfying working attitude at work place, is considered as the state-of-

work engagement by an employee during his job at an organization. As employee‟s work 

engagement is positively associated to firm‟s productivity, managerial commitment and 

organizational citizenship behavior (Chalofsky & Krishna, 2009; Moliner, Martinez-Tur, Ramos, 

Peiró, & Cropanzano, 2008; Rich, Lepine, & Crawford, 2010) and negatively related to turnover 

intentions (Schaufeli et al., 2009). For example, Halbesleben & Wheeler (2008), in a work 

engagement meta-analysis, found negative significant association between employee‟s work 

engagement and turnover intention.  

Turnover intention is a perceptive state of mind to leave the organization willingly (M. C. 

C. Lee, Idris, & Tuckey, 2019). The study of Jung, Namkung and Yoon, (2010) shows that 

workplace ethics have significant effects on the employee's intention to leave the job. 

Organizations must be responsible for motivation factors regarding internal and external 

customers in terms of ethical perspective. Employees are also more concerned about the 

monitory benefits along with work with mental resilience and psychological resource will 

decrease their intention to leave the job. Furthermore, employees are more satisfied if the firm 

follows the ethical practices and the management adopts the servant leadership style to deal with 
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employees.  On the other hand, if employees feel mentally tired and monitory benefits are not 

paid according to their desire, it will lead to dissatisfaction. Thus, the discussion reveals that 

work engagement has a negative association with employees‟ intentions to leave the job (Lee et 

al., 2019; C.-P. Lin & Liu, 2017; Shahpouri, Namdari, & Abedi, 2016; Siddiqi, 2013).  

2.5 Burnout 

The burnout concept is attached to multiple theories in literature. In previous studies,  

Freudenberger & Richelson (1980) were the first to explain the burnout syndrome theory. They 

noticed a high rate of exhaustion in volunteer workers throughout a year. They used the term 

“burnout” to refer to their state of exhaustion. Freudenberger‟s (1980) study was based on 

clinical psychology and it was difficult to measure burnout because it needs a lot of observations. 

At the same time, researchers focused on burnout research and attempted to define it other than 

clinical psychology perspective (W. Schaufeli & Enzmann, 1998).  

 Christina Maslach & Jackson, (1981) also explored burnout in clinical terms and focused 

on the health care industry workers. Later, the researchers explored the burnout more in detail. 

The first two were Maslach and Ayala Pines, who worked together but had a different point of 

view regarding burnout definition. According to Maslach and Jackson (1981), burnout is a 

“syndrome of emotional exhaustion, depersonalization, and reduced personal accomplishment 

that can occur among individuals who do „people work‟ of some kind” (p. 99). This definition 

not only explains the concept of burnout but also suggests that burnout and engagement are two 

opposite concepts. However, W. B. Schaufeli et al. (2002) explained the theory from a different 

perspective by presenting opposite concepts of burnout and engagement that need a different 

measurement.  

Burnout is a process in which the psychological resources of an employee are gradually 

developed as a consequence of prolonged stress at work (C. Maslach et al., 2001). Previous 
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studies have found that a high level of workload, lack of good working environment and 

collective support at the workplace increases the peril of burnout in organizations (W. Schaufeli 

& Enzmann, 1998). In this study, the researcher‟s focus is on the mediating role of burnout 

between CSR and turnover intention, also between servant leadership and turnover intention. As 

the participants of the study are banking employees, and there is a high level of burnout in the 

banking industry due to lack of policy implementation, irregular working timing and stress on 

the managers for deposit.  

2.5.1 The interrelation Between Burnout and Turnover Intention  

Employees face the burnout due to the fatigue of work and tiredness derived from the 

assigned tasks to them, which discourages and demotivates them from being a part of that 

organization (W. B. Schaufeli et al., 2009; Simmons, Gooty, Nelson, & Little, 2009). For 

example, client support officers in a call center are facing a high level of job burnout due to their 

continued interaction with the dissatisfied customer of the companies (Cordes & Dougherty, 

1993; Deery, Iverson, & Walsh, 2002; Singh, Goolsby, & Rhoads, 1994). This is the main factor 

in the turnover of call center employees (Gwak, Geong, & Choi, 2010). Schaufeli and Bakker 

(2004) proclaimed that in the services industry job burnout is the predictor of turnover intention. 

In literature, many studies show the positive relationship between burnout and turnover 

intention (W. B. Schaufeli & Bakker, 2004; Singh et al., 1994). The evidence shows that high 

level of burnout creates depression, sense of failure and lack of motivation that leads towards 

many problems for the firms like dissatisfaction, absenteeism and turnover intention (C.-P. Lin & 

Liu, 2017; Christina Maslach, Jackson, Leiter, Schaufeli, & Schwab, 1986; Singh et al., 1994). 

Hence, burnout has a positive relationship with turnover intention.  
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2.6 Turnover Intention 

 In today‟s corporate world, employees retention is one of the major problems for 

the top management of the firms (Lumley, Coetzee, Tladinyane, & Ferreira, 2011) and loss of 

competent employee will increase the recruitment cost as well as lower the efficiency of the 

organization (Roth & Roth, 1995a). Turnover intention is defined as “the subjective evaluation 

of an individual regarding the possibility that he/she may leave the organization he/she works for 

in the near future” (Carmeli & Weisberg, 2006; Mobley, 1982b, 1982a). Furthermore, it is more 

important to study turnover intentions as, “it is under more individual control than actual 

turnover which is more difficult to predict than intentions since there are many external that 

affect turnover behavior” (Shore & Martin, 1989). An employee having high level of turnover 

intention has more inclination towards the actual turnover intention. In case an employee does 

not translate his intention to actual turnover, it leads to low motivation, loss of efficiency and low 

productivity. As a result, overall organizational effectives decreases (Mobley, 1982a). For 

instance, employees with high turnover intentions are more likely to show indifferent attitude 

towards their work (Biron and Boon, 2013). Meta- analysis by (Steel & Ovalle, 1984) exhibited 

the strong positive association between  intention to leave the job and actual turnover. Likewise, 

Metal-analysis by (Harrison, Newman, & Roth, 2006) also provided an empirical support to the 

theoretical expectation that turnover intentions reliably predict job behaviors such as turnover 

and it is expected that intent to leave actually translates into employees‟ exit. More importantly, 

turnover intention serves as a predictor of the negative factors that are associated with employees 

and their organizations as well as the strongest perceptive antecedent of turnover (Griffeth, R. 

Hom, P. Gaertner, 2000; Hougyun Kim, 2014). Furthermore, importance of individual 

employees‟ turnover intentions can never be neglected, so researcher has also to take into 
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consideration all the other external factors that are linked with turnover intentions of employees 

(Shore, 1989).  

 In literature, the turnover rate has been studied from a different perspective. According 

to Price, (1977), there is a direct association between job satisfaction and job opportunities for an 

employee to leave the organization. As the employee got a good career opportunity or not 

satisfied with the current job then he moves to the other organization. Mobley, (1977) explained 

the process that leads an employee towards turnover intentions. Few other types of research 

show stressful environment and tension associated with employees at workplace creates stress 

that leads to turnover  (X. P. Chen, Hui, & Sego, 1998; Zhang & Lee, 2010). 

 According to Long & Perumal (2014), managers have to build a significant relationship 

with employees and the capacity to retain the skillful employees. Manager‟s job is to engage the 

labor force and maximize the performance. In addition, management needs to know why 

employees are dissatisfied and the reason for employees leaving the organization so that 

organizational leaders can determine the cause of turnover and propose a solution for them. 

Furthermore, sometimes organizations do not follow CSR practices which also lead the 

employees towards dissatisfaction, and they leave the job. Hence, the organization needs servant 

leaders which can serve the employee to reduce turnover intentions and also follow the CSR 

practice for their satisfaction (Liden et al., 2008; Sarfraz et al., 2018).   
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2.7 Theoretical framework  
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2.8 Research Hypotheses  

Based on the previous studies and critical review of the literature, the following hypotheses of 

the study were framed  

H1 CSR has a positive relationship with work engagement.   

H2 CSR has a negative relationship with burnout. 

H3 CSR has a negative relationship with turnover intention. 

H4 Servant leadership has a positive relationship with work engagement.   

H5 Servant leadership has a negative relationship with burnout. 

H6 Servant leadership has a negative relationship with turnover intention. 

H7 Work engagement has a negative relationship with turnover intention. 

H8 Burnout has a positive relationship with turnover intention. 

H9 Work engagement plays the role of mediator between CSR and turnover intention. 

H10 Burnout plays the role of mediator between CSR and turnover intention. 

H11 Work engagement plays the role of a mediator between servant leadership and turnover 

intention. 

H12 Burnout plays the role of a mediator between servant leadership and turnover intention. 

H13 Work engagement and burnout play the role of mediators between CSR and turnover 

intention. 

H14 Work engagement and burnout play the role of mediators between servant leadership and 

turnover intention. 

 

 

 

 

  



 

46 

CHAPTER 3 

RESEARCH METHODOLOGY 

3.1 Overview of the Chapter 

In the present chapter, the researcher explained the detailed methodology of the research 

study. The discussion included the research philosophy, research design, target population, and 

sampling technique used to select the sample size for the study. The measurement scales of the 

dependent, independent, and mediating variables are discussed in detail and ethical 

consideration. In addition, it also explains the statistical tests that were used to analyze the data 

collected from respondents. 

The methodology of the research study based on the layers of the research onion 

presented by (M. N. K. Saunders & Lewis, 2012) 

 

Fig 3.1 Research Onion (M. N. K. Saunders & Lewis, 2012) 
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3.2 Research philosophy  

The research philosophy relates to broader term of knowledge development. The 

researchers must focus on a particular field for development of knowledge. In other words, one 

must solve a specific problem in an organization. Form researcher‟s point of view, the research 

philosophy is the set of assumptions in a way he view the world (Saunders et al., 2009). The 

assumptions of the study are helpful for the researcher to make a research strategy as well as the 

methods to carry out that strategy. In business studies, the researcher must be careful while 

adopting the research strategy because it will impact on the understanding and investigation of 

the study (Johnson & Clark, 2006).  

Ontology deals with the nature of reality. It refers to what constitutes reality and what is 

truth. In other words, the assumption how knowledge can be created (Scotland, 2012).  Ontology 

is divided into two main dimensions. The first is objectivism, which focuses on the 

objects/phenomena that exist and work independently in real world from social context (M. N. 

K. Saunders & Lewis, 2012). The meanings of the object remain reside in that object and 

researcher has to derive that meanings from the object because it is not in researcher‟s mind 

(Scotland, 2012). The second dimension is subjectivism, which states that social phenomena are 

created from the perceptions which vary from person to person and consequent actions of social 

factors. (M. N. K. Saunders & Lewis, 2012; Scotland, 2012).  

Epistemology is concerned with the knowledge and methods to discover the knowledge. 

In other words, “what do you know”? And “how do you know?”. On the bases of epistemology 

knowledge is divided into three perceptions about the examination of reality.  First, knowledge is 

measurable by using reliable designs and tools. Second, knowledge need be interpreted to 
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discover the underlying meaning. Third, knowledge should be examined through whatever tools 

are best suited for solution of problem. 

Methodology follow the systemic manner to discover the knowledge, as compared to 

epistemology methodology deals with piratical and specific. The use of appropriate methodology 

is directed by the ontology and epistemology beliefs (N. Lee & Lings, 2008). The survey or 

interviews are conducted on the basics of the level of objectivity and method used for them. As a 

result of how one can understand the knowledge can be formed by mixture of ontology and 

epistemology, which is known as research paradigm. This study aimed to explore the effects of 

CSR and servant leadership on turnover intention, through mediating effects of work 

engagement and burnout empirically by using quantitative and cross-sectional survey approach.  

This study is grounded on post-positivist philosophy for the research due to its 

quantitative nature. The post-positivism is used for empirical observation, measurement and 

theory verification (Creswell & Creswell, 2017). It is also called positivist and empirical science 

research. The assumptions of this philosophy are quantitative and represents the tradition form of 

research. Furthermore, it uses the cause and effects and its outcomes. Based on the problem 

statement the post-positivist creates a set of variables and form the hypothesis for the testing. At 

the end, data collected for testing the theory. The findings of the study are measuring the 

knowledge accepted for the world.   

3.3 Research Approach  

There are two main research methods used in business studies and social sciences: one is 

a qualitative research approach and the second one is a quantitative research approach. In a 

qualitative research approach, the main focus is on the development of theories and making a 
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strategy which specifies the connection between theory and research (Bryman & Bell, 2007). 

Whereas in quantitative research approach relationship among variables is explained through 

data collection and analyzed it mathematically based on different statistics. Creswell (2017) used 

the quantitative approach to measure the cause and effect relationship by measurement and 

observation and testing of theories through data collection and apply different instrument that 

yields statistical data.  

The present study investigates the association among CSR, servant leadership (SL) and 

turnover intention (TI) in the banking sector of Pakistan. Furthermore, it also examines the 

mediating role of work engagement and burnout between independent and dependent variables. 

The hypothesis was developed for the study to test it empirically by using different statistical 

techniques which falls under quantitative approach. Chritensen & Johnson, (2004) suggested that 

quantitative approach is used to examine the hypothesis and check the cause and effect 

relationship of variables to predict future results on the bases of past events. In this study 

quantitative approach is used to examine the relationship among variables. In previous studies, 

the researchers used quantitative approach to measure CSR, servant leadership, work 

engagement, burnout and turnover intention (Freeney & Fellenz, 2013; C.-P. Lin & Liu, 2017; 

W. B. Schaufeli et al., 2009; S. Sendjaya & Sarros, 2002; Van Breukelen, Van Der Vlist, & 

Steensma, 2004) 

3.4 Research Design 

Research design is a master plan that states the methods and procedures for data 

collection,  testing hypothesis and interpretation of knowledge required (Zikmund, Babin, Carr, 

& Griffin, 2013). It also answers the research questions that to be investigated by researcher 
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through proper research plans and procedures (Kumar, 2019). In this research study survey 

technique is used to measure the opinion of respondents towards the constructs of the study. 

Cooper & Emory (1995) suggested that survey technique is the best approach to collect data for a 

given sample set through questionnaire. The components of research design are discussed below.  

3.4.1 Time Horizon of the study  

 

The timeline of the research study refers to the time in which the researcher intended to 

complete the study (Saunders et al., 2007). In business research, timeline can be divided into two 

main categories, i.e. cross-sectional and longitudinal  (Zikmund et al., 2013). It is important for 

the researcher to decide whether the aim of the research study is for specific timeframe which 

refers to cross-sectional or research study is an ongoing phenomenon which refers to longitudinal 

time frame. Gall et al., (2007) argue that for one-time data collection, cross-sectional timeline is 

the most appropriate strategy. The present study used survey approach to collect the data in 

cross-sectional time frame from the commercial banking employees of KPK Province, Pakistan. 

3.4.2 Target Population  

The target population of the research study represents the specific group of units which 

have the set of common characteristics (Zikmund et al., 2013). The researcher selected the group 

of respondents which represents the population and information collected from respondents is 

known as sampling. In this study, the target population of the research study is the banking 

employees of commercial banks operating in the major cities of Khyber Pakhtunkhawa Province 

of Pakistan. The banking sector has relatively high turnover as compared to other industries 

(Mardanov et al., 2008). In this study, the reason to choose the banking sector is that the ratio of 

turnover of employee in banking sector is also high (Liu & Lin, 2016).  
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The population of the research study were 24 commercial banks operating in KPK 

Province of Pakistan by (KPMG Pakistan, 2017) banking results report. The sample is the 

representation of the population; so that the results of analysis can be generalize to population of 

the study. In this research study, the researcher used (Yamane, 1973) statistic formula for the 

estimation of sample size from the targeted population. The sample was selected by using 

purposive sampling method. This sampling technique is suitable for this research, as purposive 

sampling focuses on the main characteristics of the population and main objectives of the study. 

3.4.3 Sample and Sampling Technique 

In this research, Yamane (1967) formula will be used for calculating sample size from 

the targeted population as  

 

When putting values 

 n =          58,435             = 397  

        1 + 58,435 (0.05) ² 

 

n= 397 is required size of sample. 
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The targeted respondents of the study for the survey were the banking sector employees 

of KPK Province of Pakistan. This research study chooses banking sector for two major reasons. 

First, the turnover rate of the banking sector is relatively high as compared to other sectors 

(Mardanov et al., 2008). Second, the banking sector-main focus is on ethical issues as compared 

to other traditional sectors that were affected by global financial crises (Goyal & Joshi, 2011). In 

Pakistan, a banking job is very tough due to late hours sitting at banks and workload on 

employees. Furthermore, due to the increase in competition in the banking sector, career 

development is the key factor to retain the employee‟s in the bank (Ali Rashidi, 2013). The 

research study will use the purposive sampling technique (S. F. Rasool, Maqbool, Samma, Zhao, 

& Anjum, 2019) to collect the data from the respondents.  

3.5 Measuring Instruments 

 In social sciences questionnaire is the one of the method to collect the data form the 

respondents. Kerlinger and Lee, (2000) suggested that for primary data collection, survey 

method is the best approach to collect the data from the population which results can be 

generalized. The current study use questionnaire to collect the primary data from the 

respondents. The questionnaire was divided into two main parts. The first part was about the 

demographic characteristics of the respondents which includes gender, age of the respondent, 

education level, baking experience and bank name while the other part is related to measure the 

independent variables i.e. CSR and servant leadership, mediating variables i.e. work engagement 

and burnout and dependent variable turnover intention by using 5-point Likert scale representing 

1: strongly disagree to 5: strongly agree. In addition, the ethical statement, scholar & 

supervisor‟s contact details and guideline to fill the questionnaire was given at the beginning of 

the questionnaire. The detail of all variables is given below: 
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3.5.1 Corporate Social Responsibility (CSR) 

 The research study adapted the corporate social responsibility construct by using 05 items 

scale developed by (Turker, 2009b) to represents CSR for employees. The value of Cronbach 

alpha for CSR reported as 0.821. The value 0.821 represents excellent range according to 

(Nunnally, 1978). This scale was previously used by different researchers (González-Rodríguez, 

Martín-Samper, Köseoglu, & Okumus, 2019; Ho, Wang, & Vitell, 2012; C.-P. Lin, 2010; Ng, 

Yam, & Aguinis, 2019; Öberseder, Schlegelmilch, & Murphy, 2013; Öberseder, Schlegelmilch, 

Murphy, & Gruber, 2014; Wisse, van Eijbergen, Rietzschel, & Scheibe, 2018). 

3.5.2 Servant Leadership (SL) 

In this study, servant leadership scale was adapt by using 30 items scale developed by (van 

Dierendonck & Nuijten, 2011). The 30 items of the scale have eight dimensions of the servant 

leadership. The researcher further found short scale of servant leadership of same questionnaire, 

which was tested and validated in different cultures (Van Dierendonck et al., 2017). Therefore, 

researcher used the short scale of the servant leadership questionnaire due to its reliability and 

validity. Researcher use the servant leadership as a holistic construct and the value of Cronbach 

alpha was reported as 0.925. Which  represents the internal consistency as excellent in the range 

according to (Nunnally, 1978). Previously the scale was used by different (de Waal & Sivro, 

2012; Chiniara & Bentein, 2016; Harju, Schaufeli, & Hakanen, 2018; Lapointe & Vandenberghe, 

2018; A. Lee, Lyubovnikova, Tian, & Knight, 2019; Mittal & Dorfman, 2012; Welty Peachey, 

Burton, Wells, & Chung, 2018)  

3.5.3 Work Engagement (WE) 

The target respondents were enquired about the work engagement in the banking 

environment. The six items scale adapted in the study, which was develop by (W. B. Schaufeli et 
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al., 2002). The value of Cronbach alpha value for work engagement recorded as 0.917, which is 

excellent according (Nunnally, 1978). In the Past studies, researchers used the scale  (Bakker, 

Schaufeli, Leiter, & Taris, 2008; Liu & Lin, 2016; Macey & Schneider, 2008; Nikolova, 

Schaufeli, & Notelaers, 2019; Saks, 2006; Zheng, Graham, Epitropaki, & Snape, 2019). 

3.5.4 Burnout (BO) 

The target respondents were enquired about the burnout during the job in the banking 

environment. The four items scale adapted in the study, which was develop by (Seltzer & 

Numerof, 1988). The value of Cronbach alpha value for work engagement recorded as 0.876, 

which is good according (Nunnally, 1978). In the Past studies, researchers used the scale  

(Halbesleben & Bowler, 2007; Hetland, Sandal, & Johnsen, 2007; Hunsaker, 2019; Kanste, 

Kyngäs, & Nikkilä, 2007; Lai, Chow, & Loi, 2018; R. T. Lee & Ashforth, 1993; Thomas & 

Lankau, 2009; Wesolowski & Mossholder, 1997). 

3.5.5 Turnover Intention (TI)   

The respondents were asked about their intention to leave the job through turnover intention 

questions. The 4 items scale was adapted, which was developed by (E. Chang, 1999; X. P. Chen 

et al., 1998). The value of Cronbach alpha value for turnover intention recorded as 0.795, which 

is good according (Nunnally, 1978). In literature, many studies used the scale (Bogler & 

Somech, 2004; T. W. Lee, Mitchell, Sablynski, Burton, & Holtom, 2004; C.-P. Lin & Liu, 2017; 

Rezaei, 2019; Shanker, 2018; Yin, Hee, Mahmood, & Hamli, 2018; Zaabi, Elanain, & Ajmal, 

2018). 
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3.6 Ethical Issues 

The researcher has fulfilled his responsibility in dealing with ethical issues by protecting 

respondents of the study. The researcher adds the introductory paragraph for the respondents 

which purpose was that respondents can understand the purpose of the study, objectives of the 

study, to ensure the data protection and protecting the privacy of the participants. It was ensured 

that no one should be harmed or threatened by their branch manager to participate in the study. 

The researcher has protected the privacy and anonymity of respondents / participants keeping in 

view the sensitivity of data. 

3.7 Data Collection Procedure 

The well-structured questionnaire was used to collect the data from the employees of 

commercial banks. The questionnaire has three parts. First part focus on the ethical 

considerations, contact of scholar and supervisor while the second part contains the demographic 

information of the employee and third part has questions regarding all the constructs of the study. 

The data was collected through two ways. First the online version of questionnaire was prepared 

in google form and send to district offices, so that district offices can forward to concern 

branches with an email to fill the questionnaire. The second method was to visit the branches 

personally and drop the questionnaire and take the response according to the time given by the 

said branch employees. As the bank employees are very busy. So, researcher uses personal 

contacts and referrals to fill the questionnaires. The questionnaires were distributed among 650 

respondents of the study. The total feedback obtained from the participants were 445. The 

questionnaires with missing values and incomplete were not included in the study. The neglected 
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questionnaires were 31 and total responses which complete in all aspects were 414. Which 

indicates that 63.69% was the response rate of the respondents.  

3.8 Treatment of Missing Values  

The collected data was analyzed by using SPSS software. First the completed 

questionnaires of the respondents were entered in the SPSS data sheet and create the variable 

with coding for each question. The data screening was done to find out the possible missing 

values in the data set. The current study treated the missing value issue by following procedures: 

it was mandatory to fill out all the questions of the questionnaires and researcher make sure that 

all the despondences were done properly. The researcher verbally explained the questions when 

needed during the survey. These steps try to mitigate the possibility of missing value issue 

(Kline, 2016). In data entry process the missing values were identified and coded as “0”. The 

research study used (Hair, Black, Babin, & Anderson, 2019) guidelines for treatment of missing 

values, the suggested percentage for individual case should be less than 15 %. Furthermore, 

missing value should be less than 5% for any indicator. The dataset of the study examined and 

found that individual cases were less than 2 percent. Similarly, the indicator missing values are 

also less than 5 percent. Therefore, the study fulfills the recommended criteria for missing 

values. Subsequently, the “mean replacement” approach was used to treat all the missing values 

in SPSS dataset by replacing the value according to the mean value of associated items (Hair et 

al., 2019).  
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CHAPTER 4 
 

DATA ANALYSIS AND DISCUSSION 

4.0. Overview of the Chapter 
 

This chapter explains the data analysis and discussion of the study. The data analysis was 

done through Amos 24 and SPSS 25 version. There were different statistical tests run on the 

data. In this research study, the analysis was divided into three main parts. The first part explains 

the treatment of data, the demographic profile of the respondent, reliability, and validity of the 

data.  While the second part of the study tests the hypothesis through correlation, regression, and 

mediation. The third part focus is about the discussion of the analysis results and the major 

finding of the study. The chapter concluded with the summary of hypothesis acceptance and 

rejection.  

4.1. Demographic Profile 
 

4.1.1 Summary of Respondents Profile 

The targeted population for this research covers the banking employees of Khyber 

Pakhtunkhwa province. Below table 4.1.1 shows the different characteristics in terms of gender, 

age, education level, and banking experience of the participants. These characteristics are shown 

in terms of variables, frequencies, percentages, and cumulative percentages. 
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Table 4.1.1     Summary of the Respondents 

Characteristic Variable 
Frequency 

(N=414) 
Percentages (%) 

Cumulative 

Percentage 

Gender 
Male 305 73.7 73.7 

Female 109 26.3 100.0 

Age  

18-25 Years  48 11.6 11.6 

26-30 Years 148 35.7 47.3 

31-35 Years 126 30.4 77.8 

36-45 Years 66 15.9 93.7 

46 and above  26 6.3 100.0 

Education Level 

Bachelor  87 21.0 21.0 

Master 247 59.7 80.7 

MS/M Phil 78 18.8 99.5 

PhD 2 0.5 100.0 

Banking 

Experience  

1-3 Years 176 42.5 42.5 

4-7 Years 121 29.2 71.7 

8 -15 Years 92 22.2 94.0 

16 or above 25 6.0 100.0 

 

Table 4.1.1 revealed a summary of the respondents in Section A of the questionnaire. 

Section A of the questionnaire has four different sections (gender, age, education level & 

banking experience). The total sample size for the research study is 414 banking employees as 

participants. Table 4.1.1 shows that the total male participants were 305 that is 73.7% of the total 

sample size whereas 109 were female participants that is 26.3% of the total sample. The 

participants were divided into five age groups from eighteen years to 46 years of age and above. 

There were 48 (11.6%) participants were from age range pf 18-25 years, 148 (35.7%) were from 

26-30 years, 126 (30.4%) were from 31-35 years, 66 (15.9%) were from 36-45 years and 26 

(6.3%) were from 46 and above age respondents. Majority of the participants were from group of 
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the ages 26-30 years. The results show that the major part of the respondent‟s education was the 

master's degree. There were 247 (59.7 %) respondents having a master's degree. On the other 

hand, bachelor‟s degree holders were 87, MS/M Phil degree holders 78, and Ph.D. degree 

holders were 2.  As can be observed from table 4.1.1 (176, 42.5%) of the respondents have their 

baking experience from 1 to 3 years followed by (121, 29.2%) has the banking experience of 4-7 

years, (92, 22.2%) has 8-15 years of banking experience and (25, 6%) has 16 and above banking 

experience. The results show that most of the respondents were lie in the banking experience of 

1-3 years. 

Table 4.1.2  

Characteristic Variable 
Frequency 

(N=414) 

Corporate Social Responsibility  

Mean S.D 

Gender 
Male 305 3.346 .7758 

Female 109 3.295 .7427 

Age  

18-25 Years  48 3.467 .7521 

26-30 Years 148 3.314 .7447 

31-35 Years 126 3.302 .8216 

36-45 Years 66 3.300 .7183 

46 and above  26 3.431 .7832 

Education Level 

Bachelor  87 3.384 .7340 

Master 247 3.342 .7408 

MS/M Phil 78 3.241 .8847 

PhD 2 3.200 .2828 

Banking 

Experience  

1-3 Years 176 3.365 .7583 

4-7 Years 121 3.362 .7345 

8 -15 Years 92 3.246 .8481 

16 or above 25 3.288 .6735 
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Table 4.1.2 results show the information of participants of the study are in terms of 

demographic characteristics of gender (male, Female), age (Age Groups), education level 

(Bachelor, master, M Phil, Ph.D.), and banking experience (Experience in numbers of years) in 

terms of mean and standard deviation. It is noted that male respondents score is higher towards 

corporate social responsibility as compared to female respondents, the results revealed the fact 

that the mean score of males (M= 3.346, S.D = 0.7758) is a little bit higher than of female (M= 

3.295, S.D = 0.7427). The consequences of the age group revealed that the respondents having 

age 18-25 years and 46 and above have more inclination towards corporate social responsibility 

as shown in figures (18-25 years, M= 3.467, S.D = 0.7521) and (46 and above years, M= 3.431, 

S.D = 0.7832).  On the other hand, the age group of 36-45 years has the lowest value of (M= 

3.300, S.D = 0.7183) for CSR. Other group of ages 31-35 years and 26-30 years‟ values are 

recorded as (M= 3.302, S.D = 0.8216) and (M= 3.314, S.D = 0.7447) respectively. Further, the 

education level of respondents was bachelor, master, MS/M Phil, and Ph.D. The results showed 

that the highest mean is noted in the study of that education of employees having bachelor degree 

(M= 3.384, S.D= 0.7340) followed by banking employees having master‟s degree (M= 3.342, 

S.D= 0.7408) and having MS/M Phil (M= 3.241, S.D= 0.8847) while lowest recorded by Ph.D. 

degree holders (M= 3.200, S.D= 0.2828). Furthermore, in the context of banking experience of 

employees having experienced 1-3 years have the highest value of mean (M=3.365, S.D=0.7583) 

that represents the more sense of corporate social responsibility in employees. While the other 

banking experience employees show their behavior towards corporate social responsibility as 

shown in results 4-7 years (M=3.362, S.D=0.7345), 8-15 years (M=3.246, S.D=0.8481) and 16 

or years above (M=3.288, S.D=0.6735) respectively.  
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Table 4.1.3 

 

Table 4.1.3 results show the information of participants of the study are in terms of 

demographic characteristics of gender (male, Female), age (Age Groups), education level 

(Bachelor, master, M Phil, Ph.D.), and banking experience (Experience in numbers of years) in 

terms of mean and standard deviation. It is noted that male respondents score is higher towards 

servant leadership as compared to female respondents, the results revealed the fact that the mean 

score of male (M= 3.5311, S.D = 0.65499) is a little bit higher than of female (M= 3.4777, S.D = 

0.64653). The results of the age group revealed that the respondents having age 46 and above 

have more inclination towards servant leadership as shown in figures (46 and above years, M= 

Characteristic Variable 
Frequency 

(N=414) 

Servant Leadership  

Mean S.D 

Gender 
Male 305 3.5311 .65499 

Female 109 3.4777 .64653 

Age  

18-25 Years  48 3.5254 .54524 

26-30 Years 148 3.4812 .62896 

31-35 Years 126 3.5377 .67691 

36-45 Years 66 3.4964 .72134 

46 and above  26 3.6581 .68638 

Education Level 

Bachelor  87 3.5529 .59375 

Master 247 3.5241 .65613 

MS/M Phil 78 3.4465 .71032 

PhD 2 3.8350 .07778 

Banking 

Experience  

1-3 Years 176 3.5138 .60863 

4-7 Years 121 3.5105 .64246 

8 -15 Years 92 3.5323 .70139 

16 or above 25 3.5156 .83275 
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3.6581, S.D = 0.68638).  On the other hand, the age group of 26-30 years has the lowest value of 

(M= 3.4812, S.D = 0.62896) for servant leadership. Other group of ages 18-25 years, 31-35 years 

and 36-45 years values are recorded as (M= 3.5254, S.D = 0.54524), (M= 3.5377, S.D = 

0.67691) and (M= 3.4964, S.D = 0.72134) respectively. Further, the education level of 

respondents was bachelor, master, MS/M Phil, and PhD. The results showed that the highest 

mean is noted in the study that education of employees having PhD degree (M= 3.8350, S.D= 0. 

07778) followed by banking employees having bachelor‟s (M= 3.5529, S.D= 0.59375) and 

having Master‟s degree (M= 3.5241, S.D= 0.65613) while lowest recorded by MS/M Phil degree 

holders (M= 3.4465, S.D= 0.71032). Furthermore, in the context of banking experience of 

employees having experienced 8-15 years have the highest value of mean (M=3.5323, 

S.D=0.70139) that represents the more sense of servant leadership in employees whereas the 

other banking experience employees show almost the same behavior towards servant leadership 

as shown in results 1-3 years (M=3.5138, S.D=0.60863), 4-7 years (M=3.5105, S.D=0.64246) 

and 16 or above years (M=3.5156, S.D=0.83275) respectively.  

Table 4.1.4 

Characteristic Variable 
Frequency 

(N=414) 

Work Engagement  

Mean S.D 

Gender 
Male 305 3.4060 .92822 

Female 109 3.4172 .76399 

Age  

18-25 Years  48 3.4446 .88029 

26-30 Years 148 3.3219 .83923 

31-35 Years 126 3.4365 .89714 

36-45 Years 66 3.4621 .94632 

46 and above  26 3.5704 .98096 

Education Level Bachelor  87 3.3201 .85964 
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Table 4.1.4 results show the information of participants of the study are in terms of demographic 

characteristics of gender (male, Female), age (Age Groups), education level (Bachelor, master, 

M Phil, Ph.D.), and banking experience (Experience in numbers of years) in terms of mean and 

standard deviation. It is noted that male respondents and female respondents both have an almost 

equal tendency towards work engagement, the results revealed the fact that the mean score of 

male (M= 3.4060, S.D = 0.92822) is almost the same of female (M= 3.4172, S.D = 0.76399). 

The results of the age group revealed that the respondents having age 46 and above have more 

inclination towards work engagement as shown in figures (46 and above years, M= 3.5704, S.D 

= 0.98096).  On the other hand, the age group of 26-30 years has the lowest value of (M= 

3.3219, S.D = 0.83923) for work engagement. Other group of ages 18-25 years, 31-35 years and 

36-45 years‟ values are recorded as (M= 3.4446, S.D = 0. .88029), (M= 3.4365, S.D = 0.89714) 

and (M= 3.4621, S.D = 0.94632) respectively. Further, the education level of respondents was 

bachelor, master, MS/M Phil, and PhD. The results revealed that highest mean is recorded in the 

analysis of results revealed that education of employees having PhD degree (M= 3.7500, S.D= 

0.11314) followed by banking employees having master (M= 3.4661, S.D= 0.86465) and having 

bachelor‟s degree (M= 3.3201, S.D= 0.85964) while lowest recorded by MS/M Phil degree 

holders (M= 3.3185, S.D= 0.98775). Furthermore, in the context of banking experience of 

Master 247 3.4661 .86465 

MS/M Phil 78 3.3185 .98775 

PhD 2 3.7500 .11314 

Banking 

Experience  

1-3 Years 176 3.3199 .86127 

4-7 Years 121 3.4174 .86005 

8 -15 Years 92 3.4474 .99823 

16 or above 25 3.8536 .62037 



 

64 

employees having experience 16 or above years have the highest value of mean (M=3.8536, 

S.D=0.62037) that represents the more inclination towards work engagement in employees. 

While the other banking experience employees show almost the same behavior towards work 

engagement as shown in results 1-3 years (M=3.3199, S.D=0.86127), 4-7 years (M=3.4174, 

S.D=0.86005) and 8 -15 years (M=3.4474, S.D=0.99823) respectively.  

Table 4.1.5 

Table 4.1.5 results show the information of participants of the study are in terms of 

demographic characteristics of gender (male, Female), age (Age Groups), education level 

(Bachelor, master, M Phil, Ph.D.), and banking experience (Experience in numbers of years) in 

terms of mean and standard deviation. It is noted that male respondents score is higher towards 

Characteristic Variable 
Frequency 

(N=414) 

Burnout  

Mean S.D 

Gender 
Male 305 2.7795 .97604 

Female 109 2.6101 .97089 

Age  

18-25 Years  48 2.6771 1.00127 

26-30 Years 148 2.6368 .94191 

31-35 Years 126 2.8254 1.00909 

36-45 Years 66 2.7803 .90034 

46 and above  26 2.8462 1.15125 

Education Level 

Bachelor  87 2.6667 .96724 

Master 247 2.7338 .96575 

MS/M Phil 78 2.8077 1.03739 

PhD 2 3.0000 .00000 

Banking 

Experience  

1-3 Years 176 2.7500 .98525 

4-7 Years 121 2.7479 .98398 

8 -15 Years 92 2.6549 .98187 

16 or above 25 2.8600 .88706 
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burnout as compared to female respondents, the results revealed the fact that the mean score of 

male (M= 2.7795, S.D = 0.97604) is a little bit higher than of female (M= 2.6101, S.D = 

0.97089). The results of the age group revealed that the respondents having age 46 and above 

have more inclination towards burnout as shown in figures (46 and above years, M= 2.8462, S.D 

= 1.15125).  On the other hand, the age group of 26-30 years has the lowest value of (M= 

2.6368, S.D = 0.94191) for burnout. Other group of ages 18-25 years, 31-35 years and 36-45 

years‟ values are recorded as (M= 2.6771, S.D = 1.00127), (M= 2.8254, S.D = 1.00909) and (M= 

2.7803, S.D = 0.90034) respectively. Further, the education level of respondents was bachelor, 

master, MS/M Phil, and Ph.D. The results revealed that highest mean is recorded in the analysis 

of results revealed that education of employees having Ph.D. degree (M= 3.0000, S.D= 0.0000) 

followed by banking employees having MS/M Phil degree (M= 2.8077, S.D= 1.03739) and 

having master‟s degree (M= 2.7338, S.D= .96575) while lowest recorded by bachelor‟s degree 

holders (M= 2.6667, S.D= 0.96724). Furthermore, in the context of banking experience of 

employees having experience 16 or above years have the highest value of mean (M=2.8600, 

S.D=0.88706) that represents the more inclination towards burnout in employees. While the 

other banking experience employees show almost the same behavior towards burnout as shown 

in results 1-3 years (M=2.7500, S.D=0.98525), 4-7 years (M=2.7479, S.D=0.98398) and 8 -15 

years (M=2.6549, S.D=.98187) respectively.  
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Table 4.1.6 

Characteristic Variable 
Frequency 

(N=414) 

Turnover Intention  

Mean S.D 

Gender 
Male 305 3.4205 .87149 

Female 109 3.2592 1.00515 

Age  

18-25 Years  48 3.2656 .94166 

26-30 Years 148 3.2736 .90508 

31-35 Years 126 3.3770 .92019 

36-45 Years 66 3.6477 .80858 

46 and above  26 3.5000 .98489 

Education Level 

Bachelor  87 3.3592 .85309 

Master 247 3.4706 .90133 

MS/M Phil 78 3.1346 .95490 

PhD 2 2.2500 .35355 

Banking 

Experience  

1-3 Years 176 3.3011 .92902 

4-7 Years 121 3.3616 .88914 

8 -15 Years 92 3.5625 .88611 

16 or above 25 3.3200 .92286 

 

Table 4.1.6 results show the information of participants of the study are in terms of 

demographic characteristics of gender (male, Female), age (Age Groups), education level 

(Bachelor, master, M Phil, Ph.D.), and banking experience (Experience in numbers of years) in 

terms of mean and standard deviation. It is noted that male respondents score is higher towards 

turnover intention as compared to female respondents, the results revealed the fact that the mean 

score of male (M= 3.4205, S.D = .87149) is a little bit higher than of female (M= 3.2592, S.D = 

1.00515). The results of the age group revealed that the respondents having age 36-45 years have 

more inclination towards turnover intention as shown in figures (36-45 years, M= 3.6477, S.D = 
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0.80858).  On the other hand, the age group of 18-25 years has the lowest value of (M= 3.2656, 

S.D = 0.94166) for turnover intention. Other group of ages 26-30 years, 31-35 years and 46 and 

above years‟ values are recorded as (M= 3.2736, S.D = 0.90508), (M= 3.3770, S.D = .92019) 

and (M= 3.5000, S.D = 0.98489) respectively. Further, the education level of respondents was 

bachelor, master, MS/M Phil, and Ph.D. The results revealed that highest mean is recorded in the 

analysis of results revealed that education of employees having Master‟s degree (M= 3.4636, 

S.D= 0.98602) followed by banking employees having bachelor‟s degree (M= 3.3448, S.D= 

0.96467) and having MS/M Phil degree (M= 3.1026, S.D= 1.12631) while lowest recorded by 

Ph.D. degree holders (M= 2.0000, S.D= 0.00000). This means that master‟s degree holders have 

more intention to leave the job.  Furthermore, in the context of banking experience of employees 

having experience 8 -15 years have the highest value of mean (M=3.5652, S.D=1.02165) that 

represents the more inclination towards turnover intention in employees. While the other banking 

experience employees show almost the same behavior towards turnover intention as shown in 

results 1-3 years (M=3.2912, S.D=1.03927), 4-7 years (M=3.3388, S.D=0.96386) and 16 and 

above years (M=3.2500, S.D=1.07771) respectively.  
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4.2 Normality  
 

There are two types of tests parametric and non-parametric tests. Like correlation, 

regression, mediation moderation, ANOVA and T-Test. Before conducting these tests, data 

should be normal otherwise it would affect the inferences of results. So, there are many ways to 

make data normal. Like shapiro wilk tests, kolmogronov smirnov tests, jarque bara tests, QQ 

plots, PP plots, and skewness, and kurtosis.  According to Field (2013) for those researchers who 

have small sample size, there is no need to conduct shapiro wilk and KS tests. Those who have a 

big sample size can test normality through skewness and kurtosis. 

There are different researchers like Tabachnick & Fidell (1996) explained that range of skewness 

should be between -1 and +1 and kurtosis -2 +2, while Pallant (2010) said that value of skewness 

and kurtosis should be between -3 and +3, while Field (2013) said that if sample magnitude is 

equal to 100, then the value should be between -1.96 and + 1.96 if sample magnitude is 200 it 

should be between -2.58 and + 2.58 if more than 300 than -3.29 and +3.29, so in this study 

sample size is 414 so values should be between the range of -3.29 and +3.29.  
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Table 4.2.1 Data Normality Corporate Social Responsibility 

 

N Mean Std. Deviation Skewness Kurtosis 

   Statistic *S.E Statistic S.E 

CSR1 414 3.2345 1.022 -.271 .120 -.559 .239 

CSR2 414 3.5597 1.017 -.340 .120 -.450 .239 

CSR3 414 3.2007 .989 -.320 .120 -.257 .239 

CSR4 414 3.1017 1.062 -.250 .120 -.576 .239 

CSR5 414 3.2379 .924 -.207 .120 -.373 .239 

 

*SE= Standard Error 

This research study conducted skewness and kurtosis tests to check the normality of data. 

The outcomes of the skewness and kurtosis analysis show that all the values of corporate social 

responsibility items lie in the acceptable range of   + 1.96, + 2.58, + 3.29.  Hence, it is concluded 

that all the items of CSR are normal. 
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Table 4.2.2 Data Normality Servant Leadership 

 

 

N Mean S.D Skewness Kurtosis 

   Statistic SE Statistic SE 

SL1_E1 414 3.6959 .96287 -.288 .120 -.602 .239 

SL2_E2 414 3.7445 .88339 -.289 .120 -.401 .239 

SL3_E3 414 3.7788 .84779 -.305 .120 -.414 .239 

SL4_E4 414 3.7485 .91468 -.323 .120 -.533 .239 

SL5_E5 414 3.6769 .89654 -.249 .120 -.454 .239 

SL7_E7 414 3.6822 .91230 -.276 .120 -.507 .239 

SL8_SB1 414 3.2835 .96249 -.087 .120 -.460 .239 

SL9_SB2 414 3.3509 .90236 -.102 .120 -.350 .239 

SL10_SB3 414 3.3389 1.01200 -.112 .120 -.578 .239 

SL19_AU1 414 3.3665 .88737 -.110 .120 -.307 .239 

SL20_AU2 414 3.5656 .78101 -.157 .120 -.104 .239 

SL22_AU4 414 3.1741 1.00379 -.021 .120 -.544 .239 

SL23_H1 414 3.3426 .89172 -.102 .120 -.309 .239 

SL26_H4 414 3.5759 .78751 -.162 .120 -.185 .239 

SL27_H5 414 3.4802 .89407 -.138 .120 -.429 .239 

SL28_S1 414 3.6305 .79603 -.176 .120 -.189 .239 

SL29_S2 414 3.5890 .87336 -.201 .120 -.381 .239 

SL30_S3 414 3.5887 .92506 -.221 .120 -.474 .239 

 

This research study conducted skewness and kurtosis tests to check the normality of data. 

The outcomes of the skewness and kurtosis analysis show that all the values of servant 

leadership items lie in the acceptable range of   + 1.96, + 2.58, + 3.29.  Hence, it is concluded 

that all the items of servant leadership are normal. 
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Table 4.2.3 Data Normality Work Engagement  

 

 

N Mean 

Std. 

Deviation Skewness Kurtosis 

   Statistic SE Statistic SE 

WE1 414 3.4267 .90159 -.136 .120 -.387 .239 

WE2 414 3.4470 .82440 -.124 .120 -.139 .239 

WE3 414 3.8042 .82061 -.302 .120 -.363 .239 

WE4 414 3.5879 .94196 -.194 .120 -.407 .239 

WE5 414 3.5737 .95123 -.226 .120 -.538 .239 

WE6 414 3.7417 .92247 -.312 .120 -.514 .239 

 

This research study conducted skewness and kurtosis tests to check the normality of data. 

The results revealed that all the values of skewness and kurtosis of work engagement items fall 

in the acceptable range of   + 1.96, + 2.58, + 3.29.  Hence, it is concluded that all the items of 

work engagement are normal. 

Table 4.2.4 Data Normality Burnout 

 

N Mean 

Std. 

Deviation Skewness Kurtosis 

   Statistic SE Statistic SE 

B1 414 2.7521 1.11055 .117 .120 -.770 .239 

B2 414 2.9222 1.05790 .049 .120 -.622 .239 

B3 414 2.9711 1.04838 .027 .120 -.642 .239 

B4 414 2.9947 1.00362 .011 .120 -.542 .239 

 

This research study conducted skewness and kurtosis tests to check the normality of data. 

The results revealed that all the values of skewness and kurtosis of burnout items fall in the 

acceptable range of   + 1.96, + 2.58, + 3.29.  Hence, it is concluded that all the items of burnout 

are normal. 
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Table 4.2.5 Data Normality Turnover Intention 

 

N Mean SD Skewness Kurtosis 

   Statistic SE Statistic SE 

TI1 414 3.1691 1.14652 -.077 .120 -.890 .239 

TI2 414 3.2813 1.10290 -.114 .120 -.809 .239 

TI3 414 3.2931 1.07609 -.128 .120 -.738 .239 

TI4 414 3.6610 1.06436 -.420 .120 -.817 .239 

 

This research study conducted skewness and kurtosis tests to check the normality of data. 

The results revealed that all the values of skewness and kurtosis of turnover intention items fall 

in the acceptable range of   + 1.96, + 2.58, + 3.29.  Hence, it is concluded that all the items of 

turnover intention are normal. 
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4.3 Data Reliability 
 

Reliability of variables such as corporate social responsibility, servant leadership, work 

engagement, burnout, and turnover intention was checked in the western perspective, but it was 

necessary to check whether those instruments measure the same constructs with consistency. 

There are different researchers have different opinions about the range of reliability analysis but 

it is between 0-1, according to Gaur & Gaur (2006), Field (2013), Tabachnik and Fidell (1996) 

the value range which is equal or less than 0.04 for Cronbach alpha is not acceptable, if the range 

is 0.5 it is poor, if it is 0.6 it is questionable, if it is 0.7 it is acceptable, 0.8 is very good and 0.9 is 

excellent,  

The second Cronbach alpha is used to check the corrected item-total correlation (ITC). 

There are different opinions about item total correlation. It is used to check internal consistencies 

among items.  Nunnally (1978) argued that ITC value of 0.3 is acceptable but Field, (2013) said 

that value of 0.4 is acceptable. If the values of Item total correlation are less than these cut off 

level, then that item is considered problematic item and could be deleted from further analysis.  

From the Table Below it is noted that overall Cronbach alpha is 0.9 it is excellent, but 

item total correlation values are less than 0.4 for few items but overall alpha is excellent so there 

is no need to delete any item from analysis.   
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Table 4.3.1 Data Reliability Corporate Social Responsibility  

 SMID SVID CITC CAID 

 

Alpha 

CSR1 13.27 9.881 .587 .794  

 

 

0.821 

CSR2 13.14 10.016 .566 .800 

CSR3 13.41 9.850 .622 .784 

CSR4 13.48 9.117 .693 .761 

CSR5 13.36 10.256 .605 .789 

 

Scale Mean if Item Deleted= SMID Scale Variance if Item Deleted= SVID 

Corrected Item-Total Correlation=CITC Cronbach's Alpha if Item Deleted= CAID 

 

Table 4.3.1 demonstrate the data reliability results of corporate social responsibility.  The 

instrument used for measuring the CSR was adopted from (Turker, 2009b), which has 05 items 

to measure CSR. According to (Field, 2013) the cut off point for corrected items total correlation 

(ITC) should not be less than 0.4 for acceptable value. In this case, results show that there are 06 

items value are less than the accepted values of ITC suggested by (Field, 2013). As these items 

are considered problematic for the study, but overall Cronbach alpha value is 0.934. It is 

considered excellent. Therefore, researcher did not delete any items from the instrument and 

used all six problematic items of corporate social responsibility for further analysis.  
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Table 4.3.2 Data Reliability Servant Leadership 

 SMID SVID CITC CAID 

 

Alpha 

SL1_E1 59.64 122.539 .607 .921  

SL2_E2 59.61 122.820 .657 .920  

SL3_E3 59.57 122.604 .680 .919  

SL4_E4 59.62 122.048 .661 .919  

SL5_E5 59.67 123.845 .599 .921  

SL7_E7 59.67 121.437 .696 .919  

SL8_SB1 60.00 123.925 .575 .922  

SL9_SB2 59.97 125.180 .554 .922  

SL10_SB3 59.94 122.827 .598 .921 0.925 

SL19_AU1 59.94 126.171 .513 .923  

SL20_AU2 59.78 125.315 .594 .921  

SL22_AU4 60.11 121.954 .620 .920  

SL23_H1 59.98 124.387 .582 .921  

SL26_H4 59.78 124.869 .595 .921  

SL27_H5 59.83 123.808 .600 .921  

SL28_S1 59.71 125.232 .590 .921  

SL29_S2 59.75 122.698 .669 .919  

SL30_S3 59.74 122.992 .619 .920  

 

 

Table 4.3.2 demonstrate the data reliability results of servant leadership. The instrument 

used for measuring the servant leadership was adapted from (van Dierendonck & Nuijten, 2011), 

which has 18 items to measure servant leadership. According to (Field, 2013) the cut off point 

for corrected items total correlation (ITC) should not be less than 0.4 for acceptable value. In this 

case, results show that there are 03 items value are less than the accepted values of ITC 

suggested by (Field, 2013). As these items are considered problematic for the study, but overall 

Cronbach alpha value is 0.924. It is considered excellent. Therefore, researcher did not delete 

any items from the instrument and used all four problematic items of servant leadership for 

further analysis.  
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Table 4.3.3 Data Reliability Work Engagement 

 SMID SVID CITC CAID 

 

Alpha 

WE1 17.13 20.866 .698 .911  

WE2 17.19 20.294 .768 .901  

WE3 16.93 19.724 .777 .900 0.917 

WE4 17.03 19.496 .814 .895  

WE5 17.07 19.784 .781 .899  

WE6 16.92 19.785 .749 .904  

 

 

Table 4.3.3 demonstrate the data reliability results of work engagement. According to 

(Field, 2013) the cut off point for corrected items total correlation (ITC) should not be less than 

0.4 for acceptable value. In this case, results show that all the items value fall in the accepted 

value of ITC suggested by (Field, 2013). The overall Cronbach alpha value is 0.793, which is 

good. There is no problematic item in work engagement instrument, so researcher will use all the 

items for further analysis.  

Table 4.3.4 Data Reliability Burnout 

 SMID SVID CITC CAID 
Alpha 

B1 8.34 8.612 .762 .830  

B2 8.16 8.880 .730 .842 0.876 

B3 8.16 8.648 .768 .827  

B4 8.16 9.598 .675 .863  

 

Table 4.3.4 demonstrate the data reliability results of burnout. According to (Field, 2013) 

the cut off point for corrected items total correlation (ITC) should not be less than 0.4 for 

acceptable value. In this case, results show that all the items value fall in the accepted value of 

ITC suggested by (Field, 2013). The overall Cronbach alpha value is 0.871, which is very good. 

There is no problematic item in burnout instrument, so researcher will use all the items for 

further analysis.  
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Table 4.3.5 Data Reliability Turnover Intention 

 SMID SVID CITC CAID 
Alpha 

TI1 10.34 7.466 .597 .753  

TI2 10.23 7.015 .734 .675 0.795 

TI3 9.93 9.020 .547 .774  

TI4 10.03 8.353 .566 .764  

 

 

Table 4.3.4 demonstrate the data reliability results of turnover intention. According to 

(Field, 2013) the cut off point for corrected items total correlation (ITC) should not be less than 

0.4 for acceptable value. In this case, results show that all the items value fall in the accepted 

value of ITC suggested by (Field, 2013). The overall Cronbach alpha value is 0.844, which is 

very good. There is no problematic item in turnover intention instrument, so researcher will use 

all the items for further analysis.  

Table 4.3.6 Overall Data Reliability of Variables 

 

 

Variables 

Cronbach's 

Alpha N of Items 

Corporate Social Responsibility 0.821 5 

Servant Leadership 0.924 18 

Work Engagement 0.917 6 

Burnout 0.876 4 

Turnover Intention 0.795 4 

 

The table 4.3.6 demonstrate the overall data reliability of variables. The Cronbach alpha 

values are acceptable from range 0.6 to 0.99, so value of all variable lie in the acceptable range.  
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4.4 Factor Analysis  

Factor analysis can be divided into two main categories, one is confirmatory and second 

is exploratory factor analysis. Confirmatory is used when researcher want to test the correlation 

among the variables wile exploratory factor analysis is used when researcher want to check 

whether there is any latent variable hidden in the data set or instrument. Before conducting factor 

analysis there are some assumptions that need to be fulfilled before exploratory factor analysis. 

Some researchers argued that sample size should be more than 100 while Tabachnik and Fidell 

(2007) said that sample size should be more than 200 while Field (2013) sample size between 

200 and 300 is ok.  

In this study sample size is 414, so it fulfills the condition to conduct factor analysis. In 

the first run of exploratory factor analysis sampling adequacy is checked through Kaiser meyer 

Olkin (KMO) test. The value of KMO is between 0-1, if the value of KMO is less than 0.5 it 

means that sample size is not enough, the value of 0.5-0.6 is mediocre, value between 0.7 and 0.8 

is high while 0.9is excellent, another BTS is used to check the reliability of data. Second 

criterion is to retain the factors this criterion is initial Eigen values. There is different criterion 

some researchers say that factors having eigen value greater than 1 to be retained while Field 

(2013) say that Eigen value greater than 0.7 could be retained. But Kaiser criterion is 1 so those 

factors could be retained whose value is greater than 1.  

Another rule of thumb is to use principal component analysis or principal axis factoring. 

Principal component analysis is used when researcher want to reduce number of items while 

PAF is used if researcher wants to test theoretical consideration. Next step is to choose the 

rotation method. There are two types of rotation. One is orthogonal method i.e. varimax, 

equamax, quartimax while the other is oblique rotation i.e. direct oblimin and promax. 
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Orthogonal method is used when there is no correlation among variables and constructs while 

promax is used when researcher allows the variables to correlate with each other. Last step is to 

set cut off level for factor loading according to Field (2013) factor loading less than 0.4 is not 

acceptable while (Hair, Black, Babin, Anderson, & Tatham, 2006) factor loading less than 0.5 

are not acceptable in this study cut off level is 0.4.  

4.4.1 Factor analysis Corporate Social Responsibility 

 

In the first run of factor analysis researcher should check the sampling adequacy through 

Kaiser-Meyer-Olkin (KMO) and BTS values. Range of KMO is between 0-1 and BTS must be 

significant. The value less than 0.5 for KMO is not acceptable the value between 0.5-0.6 is 

medium and values between 0.7-0.9 are excellent. In this case KMO is (KMO=0.819, BTS= 

688.279, p<0.05). So, it means that sample size of 414 is adequate for this study to run 

exploratory factor analysis. The results show that CSR one factor show the total 58.433 % total 

variance. The CSR scale was adapted from Turker, (2009) study. The minimum criteria to retain 

the items of the measurement scale is that the factor loading should be greater than 0.4. So, 

results indicated that all the factor loadings are above 0.4 cut off level, and researcher should 

retain all the items of the construct. The results of this factor analysis has replicated the results of 

previous studies of (Turker, 2009b). 

Table 4.4.1 Principal Component Matrix- CSR 

Items Components 

CSR1 .737 

CSR2 .719 

CSR3 .773 

CSR4 .829 

CSR5 .759 
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4.4.2 Factor Analysis Servant Leadership 

 

In factor analysis, the researcher first checked the (KMO) and (BTS) values for sampling 

adequacy. The range of KMO is between 0-1 and BTS must be significant. The value less than 

0.5 for KMO is not acceptable the value between 0.5-0.6 is medium and values between 0.7-0.9 

are excellent. In this case KMO is (KMO=0.819, BTS= 688.279, p<0.05). Hence, it means that 

sample size of 414 is adequate for this study to run exploratory factor analysis. The results show 

that servant leadership one factor shows the total 44.088 % total variance. The servant leadership 

scale was adapted from (Van Dierendonck et al., 2017) study. The minimum criteria to retain the 

items of the measurement scale is that the factor loading should be greater than 0.4. So, results 

indicated that all the factor loadings are above 0.4 cut off level, and researcher should retain all 

the items of the construct. The results of this factor analysis has replicated the results of previous 

studies of (Van Dierendonck et al., 2017). 

 

Second rule of thumb is to decide by researcher how many factors to retain. This can be 

done by checking the initial Eigen values of corporate social responsibility. Field (2013) 

suggested to retain those factors which have Eigen values more than 1. In this case there were 18 

items out of 18, five items in initial un-rotated solution had Eigen values greater than 1. 

Therefore, the  researcher decided to retain five factors of servant leadership. These five factors 

explained 44.088% variance upon servant leadership.  
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Table 4.4.2 Principal Component Matrix- Servant Leadership  

Items Components 

 1 2 3 4 5 

SL1_E1 .473     

SL2_E2 .505     

SL3_E3 .650     

SL4_E4 .688     

SL5_E5 .782     

SL7_E7 .693     

SL8_SB1   .701   

SL9_SB2   .808   

SL10_SB3   .746   

SL19_AU1     .775 

SL20_AU2     .691 

SL22_AU4     .657 

SL23_H1    .607  

SL26_H4    .715  

SL27_H5    .792  

SL28_S1 .435 .556    

SL29_S2  .677    

SL30_S3  .486 .441   
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4.4.3 Factor Analysis Work Engagement  

 

In factor analysis, the researcher first of all checked the (KMO) and (BTS) values for 

sampling adequacy. The range of KMO is between 0-1 and BTS must be significant. The value 

less than 0.5 for KMO is not acceptable the value between 0.5-0.6 is medium and values between 

0.7-0.9 are excellent. In this case KMO is (KMO=0.895, BTS= 1673.717, p<0.05). Hence, it 

means that sample size of 414 is adequate for this study to run exploratory factor analysis. The 

results show that work engagement one factor shows the total 70 % total variance. The work 

engagement scale was adapted from Schaufeli et al., (2002) study. The minimum criteria to 

retain the items of the measurement scale is that the factor loading should be greater than 0.4. So, 

results indicated that all the factor loadings are above 0.4 cut off level, and researcher should 

retain all the items of the construct. The results of this factor analysis has replicated the results of 

previous studies of (W. B. Schaufeli et al., 2002). 

 

Table 4.4.3 Principal Component Matrix- WE 

Items Components 

WE1 .789 

WE2 .843 

WE3 .850 

WE4 .878 

WE5 .853 

WE6 .829 
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4.4.4 Factor Analysis Burnout 

 

In factor analysis, the researcher first checked the (KMO) and (BTS) values for sampling 

adequacy. The range of KMO is between 0-1 and BTS must be significant. The value less than 

0.5 for KMO is not acceptable the value between 0.5-0.6 is medium and values between 0.7-0.9 

are excellent. In this case KMO is (KMO=0.816, BTS= 848.794, p<0.01). Hence, it means that 

sample size of 414 is adequate for this study to run exploratory factor analysis. The results show 

that burnout one factor shows the total 72.82 % total variance. The burnout scale was adapted 

from Seltzer and Numerof, (1988) study. The minimum criteria to retain the items of the 

measurement scale is that the factor loading should be greater than 0.4. So, results indicated that 

all the factor loadings are above 0.4 cut off level, and researcher should retain all the items of the 

construct. The results of this factor analysis has replicated the results of previous studies of 

(Seltzer & Numerof, 1988). 

 

Table 4.4.4 Principal Component Matrix- BO 

Items Components 

B1 .873 

B2 .851 

B3 .877 

B4 .813 
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4.4.5 Factor analysis Turnover Intention 

 

In factor analysis, the researcher first checked the (KMO) and (BTS) values for sampling 

adequacy. The range of KMO is between 0-1 and BTS must be significant. The value less than 

0.5 for KMO is not acceptable the value between 0.5-0.6 is medium and values between 0.7-0.9 

are excellent. In this case KMO is (KMO=0.765, BTS= 511.726, p<0.01). Hence, it means that 

sample size of 414 is adequate for this study to run exploratory factor analysis. The results show 

that turnover intention one factor shows the total 62.236 % total variance. The turnover intention 

scale was adapted from (E. Chang, 1999; X. P. Chen et al., 1998) study. The minimum criteria to 

retain the items of the measurement scale is that the factor loading should be greater than 0.4. So, 

results indicated that all the factor loadings are above 0.4 cut off level, and researcher should 

retain all the items of the construct. The results of this factor analysis has replicated the results of 

previous studies of (E. Chang, 1999; X. P. Chen et al., 1998). 

 

Table 4.4.5 Principal Component Matrix- Turnover Intention 

Items Components 

TI1 .779 

TI2 .873 

TI3 .740 

TI4 .756 
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4.4.6 Confirmatory Factor Analysis of the Model: 

 

The results of CFA show that measurement model values are in accepted range. The 

results of CFA analysis can be seen in the above picture. The value of chi- square goodness 

indicates the values 2.200 which are significant and less than 3 of given criteria. Hence the 

model is fit. In addition, the Goodness-of-fit index (GFI) values are 0.852, which is less than 

0.90, the values of GFI equal or greater than 0.90 are consider as good and excellent (Bentler, 

1990). The Root Mean Square Error of Approximation (RMSEA) values are considered as best 
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below 0.50 while some argue that its value is acceptable between 0.50 and 0.80. In this research 

study, the value of RMSEA is 0.054, which the model shoes the best value (Byrne, 2013). 

Subsequently, the value of Incremental fit index (IFI) is 0.909, which tells us that model is best 

fit according to IFI criteria, Tucker-Lewis index (TLI) value is 0.90 which indicates that model is 

reasonable fit (Hu & Bentler, 1998). The value of Comparative fit index (CFI) is 0.908, which 

reveals that the model is reasonable fit according to the criteria.  

4.4.6.1 Table  

Variables Measures Factor 

Loading 

CR AVE √AVE= DV 

Corporate 

Social 

Responsibility 

  0.875 0.583 0.764 

 CSR1 .591    

 CSR2 .588    

 CSR3 .733    

 CSR4 .808    

 CSR5 .700    

Servant 

Leadership 

  
0.933 0.503 

0.709 

Empowerment  SL1_E1 .683 0.912 0.633 0.796 

 SL2_E2 .735    

 SL3_E3 .789    

 SL4_E4 .778    

 SL5_E5 .706    

 SL7_E7 .774    

Standing Back SL8_SB1 .737 0.882 0.713 0.844 

 SL9_SB2 .740    

 SL10_SB3 .776    

Authenticity  SL19_AU1 .630 0.832 0.623 0.789 

 SL20_AU2 .684    

 SL22_AU4 .666    

Humility  SL23_H1 .671 0.854 0.661 0.813 

 SL26_H4 .701    

 SL27_H5 .751    

Stewardship SL28_S1 .626 0.839 0.635 0.796 

 SL29_S2 .724    

 SL30_S3 .672    

Work   0.924 0.670 0.818 
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Engagement  

 WE1 .681    

 WE2 .752    

 WE3 .816    

 WE4 .874    

 WE5 .843    

 WE6 .809    

Burnout    0.922 0.746 0.864 

 B1 .839    

 B2 .806    

 B3 .827    

 B4 .724    

Turnover 

Intentions 

  0.881 0.650 0.806 

 TI1 .733    

 TI2 .832    

 TI3 .624    

 TI4 .644    

 

The table explained the three important tests i.e. factor loading, composite reliability, 

convergent validity and discriminant validity. The criteria to assess the factor loading of the 

items is given by (Iacobucci, 2010), which says that if the factor loading of an item is less than 

0.4 then the items should be deleted. In this study, all the items of the variables have factor 

loading greater than 0.5.  

The convergent validity of construct can be measure by the value of Average Variance 

Extracted (AVE). According to Fornell and Larcker, (1981), the measurement criteria for AVE is 

0.5 for acceptable range while the AVE value greater than 0.7 is considered as good. In the 

present study, AVE value of all the constructs are lies in the acceptable value of 0.5. The 

composite reliability is measured by using the criteria composite reliability (CR) is greater than 

0.70 (Fornell & Larcker, 1981), so all the values shown in above table are in acceptable rage of 

greater than 0.70. Hence the measurement scale is internally consistent. The discriminant validity 

is measured by taking the square root of AVE should be greater than the every construct 
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correlation (Fornell & Larcker, 1981). The values of discriminant validity are greater than 

correlation of the construct.  
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Hypothesis Testing and Discussion 
 

4.5 Correlation Analysis 
 

Correlation can be divided into two main categories; one is bivariate while the second is partial. 

In partial correlation researcher control variables while in bivariate researcher allows all 

variables to correlate with each other. Actually bivariate has three types one is pearson 

correlation, second is Kendall correlation and third is spearman rho correlation, spearman rho 

correlation is used when data is not normal, while Pearson correlation is used when data is 

normal, so in this study Pearson correlation is used. Pearson correlation measure the degree of 

strength and direction of the variables. Which is measured by “r”. The range of correlation is -1 

and +1, if the value of Pearson correlation is 0.1-0.4 it is weak relationship if it is 0.5-0.6 it is 

moderate correlation if 0.7-0.9 it is high or strong relation 1 is perfect relationship. Negative and 

positive signs show the direction of the relationship between variables.  

Table 4.5.1 

 

Correlation Matrix 

 CSR SL WE B TI 

CSR 1     

SL .557** 1    

WE .183** .308** 1   

B -.121* -.104* -.022 1  

TI -.280** -.198** -.251** .314** 1 

 

The correlation results of the constructs are significant to level **0.01 and *0.05 of all 

the constructs except burnout and work engagement. The explanation of all the correlations 

results has been explained in below hypothesis testing.  
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H1:  CSR has a positive relationship with work engagement.    

Table 4.5.2 

Constructs r P (Sig Level) 

CSR WE 0.022 0.000  

 

Table 4.5.2 illustrates the outcomes after the Pearson Correlation Movement analysis to 

check the linear correlation between corporate social responsibility and work engagement. The 

results in the above table indicate that H1 is accepted as (p<0.01). Furthermore, results reveal 

that association is found positive and highly significant i.e. r = 0.022, (Significance level, 

p<0.01). While the figure signifies a week correlation between CSR and works engagement in 

banking sector employees. it is noted that R square = 0.0333 means 3 % variance is shown upon 

work engagement by corporate social responsibility. Regression found fit i.e. F (1,412) = 14.211, 

p <0.01 and β = 0.211, p<0.01. 

The positive results of correlation indicate that increase in CSR would also increase the 

work engagement in employees and vice versa. The outcome shows that the banks follow the 

CSR practices will have employee work engagement.  

On the basis of the above results obtained suggest that CSR activities related to 

employees like career growth opportunities, skills enhancement, policies related to the good 

working environment as well as work-life balance and fair reward to employees, this creates a 

sense of belongings to an organization. This will increase employee work engagement with the 

organization. 

The results of CSR and work engagement obtained from the study shows a similarity to 

previous researches and findings carried out in past. The finding of the study are in line with 

researchers including (W. J. A. Chang et al., 2013; Chaudhary & Akhouri, 2019; Farid et al., 
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2019; Farrukh et al., 2019; Ferreira & de Oliveira, 2014; Glavas, 2016; Greening & Turban, 

2000; C.-P. Lin & Liu, 2017) found that CSR and work engagement has positive association with 

each other. 

H2:  CSR has a negative relationship with burnout.   

Table 4.5.3 

 

Constructs r P (Sig Level) 

CSR B -0.121 0.05  

 

Table 4.5.3 illustrates the outcomes from the Pearson Correlation Movement analysis to 

check the linear correlation between CSR and burnout. The results in the above table indicate 

that H2 is accepted as (p<0.05). Furthermore, results reveal that relationship is found negative 

and highly significant i.e. r = -0.121, (Significance level, p<0.05). While the figure signifies a 

week correlation between CSR and burnout in banking sector employees. 

The negative results of correlation indicate that increase in CSR would decrease the 

burnout in employees and vice versa. The outcome shows that the banks follow the CSR 

practices will face low level of burnout. The correlations values indicate that 12 percent increase 

in CSR activities will decrease the same amount of burnout. it is noted that R square = 0.0145 

means 1.4% variance is shown upon burnout by corporate social responsibility. Regression was 

also found fit i.e. F (1,412) = 6.076, p <0.01, and β = -0.154, p<0.01. 

On the basis of the above results obtained suggest that CSR activities related to 

employees like career growth opportunities, skills enhancement, policies related to the good 

working environment as well as work-life balance and fair reward to employees, this creates a 

sense of belongings and satisfaction amount the employees of the organization. As a result, the 

employee feels relaxed at job and this will lower the employee burnout at workplace.  
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The results of CSR and burnout obtained from the study shows a similarity to previous 

researches and findings carried out in past. The finding of the study are in line with researchers 

including (Grant & Sonnentag, 2010; C.-P. Lin & Liu, 2017; Raub & Blunschi, 2014; Yates & 

Hollensbe, 2013) found that CSR and burnout react negatively with each other. 

H3:  CSR has a negative relationship with turnover intention. 

Table 4.5.4 

 

Constructs r P (Sig Level) 

CSR TI -0.280 0.000  

 

Table 4.5.4 illustrates the outcomes from the Pearson Correlation Movement analysis to 

check the linear correlation between corporate social responsibility and turnover intention. The 

results in the above table indicate that H3 is accepted as (p<0.01). Furthermore, results reveal 

that relationship is found negative and highly significant i.e. r = -0.280, (Significance level, 

p<0.01). While the figure signifies a correlation between CSR and turnover intention in banking 

sector employees. Corporate social responsibility shows variance upon turnover intention R 

square = 0.0783 it means 7.83% variance upon turnover, and F (1,412) = 35.007, p <0.01, β = -

0.332, p<0.01. 

The negative results of correlation indicate that increase in CSR would decrease the 

turnover intention of employees and vice versa. The outcome shows that the banks follow the 

CSR practices will have lesser the turnover intention rate. As the value of correlation indicates 

that 28 percent increase in CSR activities will lower the degree of turnover intention with same 

rate.  

On the basis of the above results obtained suggest that CSR activities related to 

employees like career growth opportunities, skills enhancement, policies related to the good 
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working environment as well as work-life balance and fair reward to employees, this creates a 

sense of belongings to an organization. This will escalate the employee‟s commitment and 

satisfaction towards the banks. As a result, the intentions of the employees to leave the job are 

lower. 

The results of CSR and turnover intention obtained from the study shows a similarity to 

previous researches and findings carried out in past. The finding of the study are in line with 

researchers including (Hollingworth & Valentine, 2014; J. Kim et al., 2016; Nejati et al., 2020; 

Sarfraz et al., 2018) found that CSR and turnover intention acts negative with each other.  

H4: Servant leadership has a positive relationship with work engagement.   

Table 4.5.5 

 

Constructs r P (Sig Level) 

SL WE 0.308 0.000  

 

Table 4.5.5 illustrates the outcomes from the Pearson Correlation Movement analysis to 

check the linear correlation between corporate social responsibility and work engagement. The 

results in the above table indicate that H4 is accepted as (p<0.01). Furthermore, results reveal 

that relationship is found positive and highly significant i.e. r = 0.308, (Significance level, 

p<0.01). While the figure signifies a moderate correlation between servant leadership and works 

engagement in banking sector employees. it is noted that R square = 0.0951 means 9.5 % 

variance is shown upon work engagement by servant leadership. Regression was found fit i.e. 

F(1,412)= 43.3054, p <0.01 and β = 0.419, p<0.01. 

The positive results of correlation indicate that increase in servant leadership would also 

increase the work engagement in employees and vice versa. The outcome shows that servant 

leaders play a vital role in engaging the employee by serving them first rather than himself.  
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On the basis of the above results obtained suggest that servant leadership having the 

qualities to empower the followers, taking the responsivity of the employees by supporting them, 

accepting the criticism, motivating the employees, having a sense of social responsibility and 

show a true feeling to his subordinates. As a result, employees are more satisfied and committed. 

This will increase employee work engagement towards the organization. 

The results of servant leadership and work engagement obtained from the study shows a 

similarity to previous researches and findings carried out in past. The finding of the study are in 

line with researchers including (Carter & Baghurst, 2014; Coetzer et al., 2017; De Clercq et al., 

2014; Rahmadani et al., 2020) found a positive connection between servant leadership and work 

engagement. 

H5: Servant leadership has a negative relationship with burnout. 

Table 4.5.6 

 

Constructs r P (Sig Level) 

SL B -0.104 0.05  

 

Table 4.5.6 illustrates the outcomes from the Pearson Correlation Movement analysis to 

check the linear correlation between servant leadership and burnout. The results in the above 

table indicate that H5 is accepted as (p<0.05). Furthermore, results reveal that relationship is 

found negative and highly significant i.e. r = -0.104, (Significance level, p<0.05). While the 

figure signifies a week correlation between servant leadership and burnout in banking 

employees. it is noted that R square = 0.0108 means 1.08 % variance is shown upon burnout by 

servant leadership. Regression was found fit i.e. F(1,412)= 4.4875, p <0.01 and β = -0.155, p<0.01. 
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The negative results of correlation indicate that increase in servant leadership would 

decrease the burnout in employees and vice versa. The outcome shows that servant leaders play a 

vibrant role in engaging the employee by serving them first rather than himself.  

On the basis of the above results obtained suggest that servant leadership having the 

qualities to empower the followers, taking the responsibility of the employees by supporting 

them, accepting the criticism, motivating the employees, having a sense of social responsibility 

and show a true feeling to his subordinates. As a result, employees are more satisfied and 

committed. This will increase employee work engagement and lower the burnout in employees. 

The results of servant leadership and burnout obtained from the study shows a similarity 

to previous researches and findings carried out in past. The finding of the study are in line with 

researchers including (Babakus et al., 2011; Bobbio et al., 2012; Kelly & Hearld, 2020; Rude, 

2004; Tang et al., 2016) found a negative connection between servant leadership and burnout. 

H6:  Servant leadership has a negative relationship with turnover intention. 

Table 4.5.7 

Constructs r P (Sig Level) 

SL TI -0.198 0.000 

 

Table 4.5.7 illustrates the outcomes from the Pearson Correlation Movement analysis to 

check the linear correlation between servant leadership and turnover intention. The outcomes in 

the above table indicate that H6 is accepted as (p<0.01). Furthermore, results reveal that 

relationship is found negative and highly significant i.e. r = -0.198, (Significance level, p<0.01). 

While the figure signifies a week correlation between servant leadership and turnover intention 

in banking employees. Servant leadership shows variance upon turnover intention R square = 
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0.0391 it means 3.91% variance upon turnover, and F(1,412)= 16.7614, p <0.01, β = -0.276, 

p<0.01. 

The negative results of correlation indicate that increase in servant leadership would 

decrease the turnover intention in employees and vice versa. The outcome shows that servant 

leaders play a vigorous role in engaging the employee by serving them first rather than himself.  

On the basis of the above results obtained suggest that servant leadership having the 

qualities to empower the followers, taking the responsibility of the employees by supporting 

them, accepting the criticism, motivating the employees, having a sense of social responsibility 

and show a true feeling to his subordinates. As a result, employees are more satisfied and 

committed. This will increase employee work engagement and lowering the employee‟s 

intentions to leave the job. 

The results of servant leadership and turnover intention obtained from the study shows a 

similarity to previous researches and findings carried out in past. The finding of the study are in 

line with researchers including (Ahmed et al., 2018; Babakus et al., 2011; Jaramillo et al., 2009a; 

Liden et al., 2008; Wong et al., 2007) found a negative connection between servant leadership 

and turnover intention. 

H7:  Work engagement has a negative relationship with turnover intention. 

Table 4.5.8 

 

Constructs r P (Sig Level) 

WE TI  -0.251 0.000 

 

Table 4.5.8 illustrates the outcomes from the Pearson Correlation Movement analysis to 

check the linear correlation between work engagement and turnover intention. The outcomes in 
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the above table indicate that H7 is accepted as (p<0.01). Furthermore, results reveal that 

relationship is found negative and highly significant i.e. r = -0.251, (Significance level, p<0.01). 

While the figure signifies a correlation between work engagement and turnover intention in 

banking employees. Work engagement shows variance upon turnover R square = 0.0791 means 

7.91% variance upon turnover intention and β = -0.216, p<0.01. 

The negative results of correlation indicate that increase in work engagement would 

decrease the turnover intention in employees and vice versa. The outcome shows that work 

engagement plays a vital role in engaging the employee. 

The above results suggest that work engagement is the state in which an employee works 

with enthusiasm at workplace, has inspiration for the job, and does the job meaningfully and 

purposefully. As a result, employees are more satisfied with their job. This will increase 

employee work engagement and lowering the employee‟s intentions to leave the job. 

The results of work engagement and turnover intention obtained from the study shows a 

similarity to previous researches and findings carried out in past. The finding of the study are in 

line with researchers including (Lee et al., 2019; C.-P. Lin & Liu, 2017; Shahpouri, Namdari, & 

Abedi, 2016; Siddiqi, 2013) found a negative connection between work engagement and 

turnover intention. 

H8:  Burnout has a positive relationship with turnover intention. 

Table 4.5.9 

 

Constructs r P (Sig Level) 

B TI 0.314 0.000 
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Table 4.5.9 illustrates the results from the Pearson Correlation Movement analysis to 

check the linear correlation between burnout and turnover intention. The results in the above 

table indicate that H8 is accepted as (p<0.01). Furthermore, results reveal that relationship is 

found positive and highly significant i.e. r = 0.314, (Significance level, p<0.01). While the figure 

signifies a moderate correlation between burnout and turnover intention in banking employees. 

Burnout shows variance upon turnover R square = 0.1260 means 12.60% variance upon turnover 

intention and β = 0.276, p<0.01. 

The positive results of correlation indicate that increase in burnout would also increase 

the turnover intention in employees and vice versa. The outcome shows that burnout is one of the 

main factors of the employee intentions to leave the job.  

Based on the above results obtained suggest that burnout in the employee are caused due 

to work pressure, toxic environment, no satisfaction while doing the job. As a result, the 

employee feeling anxiety and depression, which leads an employee to burnout. Burnout is the 

main cause of employees‟ turnover intention.  

The results of burnout and turnover intention obtained from the study shows a similarity 

to previous researches and findings carried out in past. The finding of the study are in line with 

researchers including (C.-P. Lin & Liu, 2017; Christina Maslach et al., 1986; W. B. Schaufeli & 

Bakker, 2004; Singh et al., 1994) found a positive connection between burnout and turnover 

intention. 
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4.6. Regression Analysis 

 

Table 4.6.1 

D.V I.V R R
2
 ADJ R

2
 F B Β P 

TI Constant 0.280 0.078 0.076 35.007 4.485  0.00(Sig) 

 CSR      -0.332 0.00(Sig) 

TI Constant 0.198 0.039 0.037 16.761 4.348  0.00(Sig) 

 SL      -0.276 0.00(Sig) 

TI Constant 0.251 0.063 0.061 27.779 4.257  0.00(Sig) 

 WE      -0.258 0.00(Sig) 

TI Constant 0.314 0.098 0.096 44.957 2.578  0.00(Sig) 

 B      0.292 0.00(Sig) 

 

For bankers concerning turnover intention, corporate social responsibility explain 

variance R
2 = 0.078, it means that 7.8% variance is shown by corporate social responsibility 

upon turnover intention. In addition, beta value of corporate social responsibility is β= -0.332, 

p<0.01, it means that one percent change in corporate social responsibility could bring 33.2% 

change in turnover intention of banking employees. Third model was found fit F = 35.007, 

p<0.01. The results of the study are in line with researchers including (Hollingworth & 

Valentine, 2014; J. Kim et al., 2016; Nejati et al., 2020; Sarfraz et al., 2018). 

 

For bankers concerning turnover intention, servant leadership explain variance R
2 = 

0.039, it means that 0.3% variance is shown by servant leadership upon turnover intention. In 

addition, beta value of servant leadership is β= -0.276, p<0.01, it means that one percent change 

in servant leadership could bring 27.6% change in turnover intention of banking employees. 
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Third model was found fit F = 16.761, p<0.01. The results of the study are in line with 

researchers including (Ahmed et al., 2018; Babakus et al., 2011; Jaramillo et al., 2009a; Liden et 

al., 2008; Wong et al., 2007). 

 

For bankers concerning turnover intention, work engagement explain variance R2 = 

0.063, it means that 0.3% variance is shown by work engagement upon turnover intention. In 

addition, beta value of servant leadership is β= -0.258, p<0.01, it means that change in one 

percent in work engagement could bring 25.8% change in turnover intention of banking 

employees. Third model was found fit F = 27.779, p<0.01. The outcomes of the study are in line 

with researchers including (Lee et al., 2019; C.-P. Lin & Liu, 2017; Shahpouri, Namdari, & 

Abedi, 2016; Siddiqi, 2013). 

 

For bankers concerning turnover intention, burnout explain variance R
2 = 0.098, it means 

that 0.9% variance is shown by burnout upon turnover intention. In addition, beta value of 

servant leadership is β= 0.292, p<0.01, it means that change in one percent in burnout could 

bring 29.2% change in turnover intention of banking employees. Third model was found fit F = 

44.957, p<0.01. The results of the study are in line with researchers including (C.-P. Lin & Liu, 

2017; Christina Maslach et al., 1986; W. B. Schaufeli & Bakker, 2004; Singh et al., 1994). 
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4.7. Mediation Analysis 
 

For testing the mediation hypothesis, researcher used the process macro extension 

introduced by Andrew F Hayes. The theoretical model has two mediators (i.e. work engagement 

& burnout). Based on hypothesis, the researcher used process macro model 4 for single mediator 

as well as parallel mediation. The mediation results were reported according to Hayes, (2017) 

book explanation. The interpretation of mediation were done through Baron and Kenny (1986) 

and Zhao, Lynch, & Chen, (2010) procedures and rules.  

According to Baron & Kenny, (1986), the mediating effects of an mediator can be tested 

between endogenous construct and exogenous construct by following the four steps of 

mediation. 

1. The relationship between independent construct and dependent construct must be 

significant. 

2. Independent construct must have relation with mediating variable. 

3. Mediating construct must have a relationship with dependent variable.  

4. The inclusion of mediator between IV and DV, if the direct relationship of IV and DV is 

significant then there is a partial mediation and if direct relationship is insignificant then 

there will be a full mediation.  
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H9: Work engagement plays the role of mediator between CSR and turnover intention. 

Model 1: The Mediating Role of (WE) between CSR and (TI) 

Table 4.7.1 

                                       Consequent 

  M (WE)  Y (TI) 

Antecedent  Coeff. SE P  Coeff. SE P 

X (CSR) a 0.211 0.0560 0.000 c' -0.287 0.056 0.000 

M (WE)  --------- --------- -------- b -0.213 0.048 0.000 

Constant iM 2.705 0.192 0.000 iy 5.060 0.229 0.000 

X (CSR)     c -0.332 0.056 0.000 

Constant     ix 4.485 0.192 0.000 

(a) R
2
=0.0333   (c’) (b) R

2
=0.1198 (c) R

2
=0.0783 

F(1,412)= 14.211, p <0.01 F(2,411)= 27.967, p <0.01 F(1,412)= 35.007, p <0.01 

Bootstrap confidence interval for indirect (95%)  (LLCI= -0.0867, ULCI= -0.0211) 

 

Fig 4.1(Model 1) 

For testing the mediation hypothesis, the researcher used process macro extension file in 

SPSS 25 version introduced by (Hayes, 2017). Model 4 was used to analyze the mediating 

effects of the construct for the study, because it illustrates the role of mediator between 

endogenous and exogenous constructs. The mediation results are explained in three steps by 

fulfilling the four conditions of mediation paths of the model. In first step of testing the model 1, 
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path “a” is explaining corporate social responsibility effect and variance on work engagement, it 

is noted that R square = 0.0333 means 3 % variance is shown upon work engagement by 

corporate social responsibility. Model was also found fit i.e. F (1,412) = 14.211, p <0.01 and β = 

0.211, p<0.01. Thus, the results demonstrate that CSR is the predictor of work engagement.  

In the second step of model 1, path b and c prime were analyzed. The path b spectacles 

that work engagement shows variance upon turnover R square = 0.1198 means 11.98% variance 

upon turnover intention and β = -0.213, p<0.01. The c‟ path (i.e. indirect mediation path) was 

tested by using bootstrap method of running 5000 samples estimation (Shrout & Bolger, 2002). 

In indirect path, c‟ corporate social responsibility shows variation upon turnover intention in 

presence of mediator work engagement β = -0.332, p<0.01, model is fit F (2,411) = 27.967, p 

<0.01, bootstrap confidence interval for indirect (95%) (LLCI= -0.0867, ULCI= -0.0211). This 

discloses that path b and path c‟ are significant. Hence work engagement is a predictor of 

turnover intention, while CSR influences the turnover in the presence of work engagement as a 

mediator.  

In third step of model 1, the direct relationship (i.e. path c) of corporate social 

responsibility shows variance upon turnover intention R square = 0.0783 it means 7.83% 

variance upon turnover, and F (1,412) = 35.007, p <0.01, β = -0.332, p<0.01. 

As discussed above all the four mediation paths are significant. Hence the Baron & 

Kenny, (1986) conditions of mediations are fulfilled and as all paths are significant. So, work 

engagement plays a role of partial mediator between CSR and turnover intention. The mediation 

results obtained from model 1 shows a similarity to previous researches and findings carried out 

in past. The findings of the study are in line with researchers including (Chaudhary, 2017; Fairlie 

& Svergun, 2015; Farid et al., 2019; Gond et al., 2017; C.-P. Lin & Liu, 2017).  
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H10: Burnout plays the role of mediator between CSR and turnover intention. 

Model 2: The Mediating Role of (BO) between CSR and (TI) 

Table 4.7.2 

                                       Consequent 

  M (B)  Y (TI) 

Antecedent  Coeff. SE P  Coeff. SE P 

X (CSR) a -0.154 0.062 0.0141 c' -0.2916 0.054 0.000 

M (B)  --------- --------- -------- b 0.265 0.042 0.000 

Constant iM 3.247 0.213 0.000 iy 5.060 0.229 0.000 

X (CSR)     c -0.332 0.056 0.000 

Constant     ix 4.485 0.192 0.000 

(a) R
2
=0.0145   (c’) (b) R

2
=0. 1578 (c) R

2
=0.0783 

F(1,412)= 6.076, p <0.01 F(2,411)= 38.512, p <0.01 F(1,412)= 35.007, p <0.01 

Bootstrap confidence interval for indirect (95%) (LLCI= -0. 0847, ULCI= -0. 0049) 

 

Fig 4.2(Model 2) 

For testing the mediation hypothesis, the researcher used process macro extension file in 

SPSS 25 version introduced by (Hayes, 2017). Model 4 was used to analyze the mediating 

effects of the construct for the study, because it illustrates the role of mediator between 

endogenous and exogenous constructs. The mediation results are explained in three steps by 

fulfilling the four conditions of mediation paths of the model. In first step of testing the model 2, 
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path “a” is explaining corporate social responsibility effect and variance on burnout, it is noted 

that R square = 0.0145 means 1.4% variance is shown upon burnout by corporate social 

responsibility. Model was also found fit i.e. F (1,412) = 6.076, p <0.01, and β = -0.154, p<0.01. 

Thus, the results demonstrate that CSR is the predictor of burnout.  

In the second step of model 2, path b and c prime were analyzed. The path b spectacles 

that burnout shows variance upon turnover R square = 0.1578 means 15.78% variance upon 

turnover intention and β = 0.265, p<0.01. The c‟ path (i.e. indirect mediation path) was tested by 

using bootstrap method of running 5000 samples estimation (Shrout & Bolger, 2002). In indirect 

path, c‟ corporate social responsibility shows variation upon turnover intention in presence of 

mediator burnout β = -0.291, p<0.01, model is fit F(2,411) = 38.512, p <0.01, Bootstrap 

confidence interval for indirect (95%) (LLCI= -0. 0847, ULCI= -0.0049). This discloses that 

path b and path c‟ are significant. Hence burnout is a predictor of turnover intention, while CSR 

influences the turnover in the presence of burnout as a mediator.  

In third step of model 2, the direct relationship (i.e. path c) of corporate social 

responsibility shows variance upon turnover intention R square = 0.0783 it means 7.83% 

variance upon turnover, and F (1,412) = 35.007, p <0.01, β = -0.332, p<0.01. 

As discussed above all the four mediation paths are significant. Hence the Baron & 

Kenny, (1986) conditions of mediations are fulfilled and as all paths are significant. So, burnout 

plays a role of partial mediator between CSR and turnover intention. The mediation results 

obtained from model 2 shows a similarity to previous researches and findings carried out in past. 

The findings of the study are in line with researchers including (Hansung Kim & Stoner, 2008; 

C.-P. Lin & Liu, 2017).  
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H11: Work engagement plays the role of a mediator between servant leadership and turnover 

intention. 

Model 3: The Mediating Role of (WE) B/W (SL) and (TI) 

Table 4.7.3 

                                       Consequent 

  M (WE)  Y (TI) 

Antecedent  Coeff. SE P  Coeff. SE P 

X (SL) a 0.419 0.064 0.000 c' -0.185 0.069 0.007 

M (WE)  --------- --------- -------- b -0.216 0.051 0.000 

Constant iM 1.934 0.228 0.000 iy 4.766 0.256 0.000 

X (SL)     c -0.276 0.068 0.000 

Constant     ix 4.349 0.241 0.000 

(a) R
2
=0.0951   (c’) (b) R

2
=0.0791 (c) R

2
=0.0391 

F(1,412)= 43.3054, p <0.01 F(2,411)= 17.6595, p <0.01 F(1,412)= 16.7614, p <0.01 

Bootstrap confidence interval for indirect (95%)  (LLCI= -0.1517, ULCI= -0.0481) 

 

Fig 4.3(Model 3) 

For testing the mediation hypothesis, the researcher used process macro extension file in 

SPSS 25 version introduced by (Hayes, 2017). Model 4 was used to analyze the mediating 

effects of the construct for the study, because it illustrates the role of mediator between 

endogenous and exogenous constructs. The mediation results are explained in three steps by 

fulfilling the four conditions of mediation paths of the model. In first step of testing the model 3, 

path “a” is explaining servant leadership effect and variance on work engagement, it is noted that 
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R square = 0.0951 means 9.5 % variance is shown upon work engagement by servant leadership. 

Model was also found fit i.e. F(1,412)= 43.3054, p <0.01 and β = 0.419, p<0.01. Thus, the 

results demonstrate that servant leadership is the predictor of work engagement.  

In the second step of model 3, path b and c prime were analyzed. The path b spectacles 

that work engagement shows variance upon turnover R square = 0.0791 means 7.91% variance 

upon turnover intention and β = -0.216, p<0.01. The c‟ path (i.e. indirect mediation path) was 

tested by using bootstrap method of running 5000 samples estimation (Shrout & Bolger, 2002). 

In indirect path, c‟ servant leadership shows variation upon turnover intention in presence of 

mediator work engagement β = -0.185, p<0.01, model is fit F(2,411)= 17.6595, p <0.01, 

bootstrap confidence interval for indirect (95%) (LLCI= -0.1517, ULCI= -0.0481). This 

discloses that path b and path c‟ are significant. Hence work engagement is a predictor of 

turnover intention, while servant leadership influences the turnover in the presence of work 

engagement as a mediator.  

In third step of model 3, the direct relationship (i.e. path c) of servant leadership shows 

variance upon turnover intention R square = 0.0391 it means 3.91 % variance upon turnover, and 

F(1,412)= 16.7614, p <0.01, β = -0.276, p<0.01. 

As discussed above all the four mediation paths are significant. Hence the Baron & 

Kenny, (1986) conditions of mediations are fulfilled and as all paths are significant. So, work 

engagement plays a role of partial mediator between servant leadership and turnover intention. 

The mediation results obtained from model 3 shows a similarity to previous researches and 

findings carried out in past. The findings of the study are in line with researchers including 

(Babakus et al., 2011; Bakker et al., 2008; Coetzer et al., 2017; J. J. Hakanen et al., 2006)  
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H12: Burnout plays the role of a mediator between servant leadership and turnover intention. 

Model 4: The Mediating Role of Burnout (BO) between (SL) and (TI) 

Table 4.7.4 

                                       Consequent 

  M (B)  Y (TI) 

Antecedent  Coeff. SE P  Coeff. SE P 

X (SL) a -0.155 0.073 0.034 c' -0.233 0.065 0.007 

M (B)  --------- --------- -------- b 0.276 0.043 0.000 

Constant iM 3.281 .0262 0.000 iy 3.441 0.270 0.000 

X (SL)     c -0.276 0.068 0.000 

Constant     ix 4.349 0.241 0.000 

(a) R
2
=0.0108   (c’) (b) R

2
=0.1260 (c) R

2
=0.0391 

F(1,412)= 4.4875, p <0.01 F(2,411)= 29.6146, p <0.01 F(1,412)= 16.7614, p <0.01 

Bootstrap confidence interval for indirect (95%) (LLCI= -0.0951, ULCI= -0.0033) 

 

Fig 4.4(Model 4) 

For testing the mediation hypothesis, the researcher used process macro extension file in 

SPSS 25 version introduced by (Hayes, 2017). Model 4 was used to analyze the mediating 

effects of the construct for the study, because it illustrates the role of mediator between 

endogenous and exogenous constructs. The mediation results are explained in three steps by 

fulfilling the four conditions of mediation paths of the model. In first step of testing the model 4, 
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path “a” is explaining servant leadership effect and variance on burnout, it is noted that R square 

= 0.0108 means 1.08 % variance is shown upon burnout by servant leadership. Model was also 

found fit i.e. F(1,412)= 4.4875, p <0.01 and β = -0.155, p<0.01. Thus, the results demonstrate 

that servant leadership is the predictor of burnout.  

In the second step of model 4, path b and c prime were analyzed. The path b spectacles 

that burnout shows variance upon turnover R square = 0.1260 means 12.60% variance upon 

turnover intention and β = 0.276, p<0.01. The c‟ path (i.e. indirect mediation path) was tested by 

using bootstrap method of running 5000 samples estimation (Shrout & Bolger, 2002). In indirect 

path, c‟ servant leadership shows variation upon turnover intention in presence of mediator 

burnout β = -0.233, p<0.01, model is fit F(2,411)= 29.6146, p <0.01, bootstrap confidence 

interval for indirect (95%) (LLCI= -0.0951, ULCI= -0.0033). This discloses that path b and path 

c‟ are significant. Hence burnout is a predictor of turnover intention, while servant leadership 

influences the turnover in the presence of burnout as a mediator.  

In third step of model 4, the direct relationship (i.e. path c) of servant leadership shows 

variance upon turnover intention R square = 0.0391 it means 3.91% variance upon turnover, and 

F(1,412)= 16.7614, p <0.01, β = -0.276, p<0.01. 

As discussed above all the four mediation paths are significant. Hence the Baron & 

Kenny, (1986) conditions of mediations are fulfilled and as all paths are significant. So, burnout 

plays a role of partial mediator between servant leadership and turnover intention. The mediation 

results obtained from model 4 shows a similarity to previous researches and findings carried out 

in past. The findings of the study are in line with researchers including (Babakus et al., 2011; de 

waal & Sivro, 2012; Imran, 2019; W. B. Schaufeli & Bakker, 2004; Sheikh & Inam, 2019). 
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H13: Work engagement and burnout play the role of mediators between CSR and turnover intention. 

Model 5: The Mediating Role of (WE) and (BO) between CSR and (TI) 

Table 4.7.5 

  Consequent 

  M1 (WE)  M2 (B)  Y (TI) 

Antecedent  Coeff. SE P  Coeff. SE P  Coeff. SE P 

X (CSR) a1 .211 .056 0.000 a2 -.153 .062 0.014 c' -.246 .054 0.000 

M1 (WE)  --------- --------- --------  --------- --------- -------- b1 -.213 .046 0.000 

M2 (B)  --------- --------- ---------  --------- --------- -------- b2 .265 .042 0.000 

Constant iM1 2.705 .192 0.000 iM2 3.247 .213 0.000 iY 4.200 .257 0.000 

 R
2
=0.0333   R

2
=0.0145 R

2
=0.1993 

F(1,412)= 14.2113, p <0.01 F(1,412)= 6.0765, p <0.01 F(3,410)= 34.0251, p <0.01 
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Fig 4.5(Model 5) 

For testing the mediation hypothesis, the researcher used process macro extension file in 

SPSS 25 version introduced by (Hayes, 2017). Model 4 was used to analyze the parallel 

mediating effects of the construct for the study, because it illustrates the role of parallel 

mediators between endogenous and exogenous constructs. The mediation results are explained in 

three steps by fulfilling the four conditions of mediation paths of the model. In first step of 

testing the model 5, path “a1” is explaining CSR effect and variance on work engagement, it is 

noted that R square = 0.0333 means 3.33 % variance is shown upon work engagement by CSR. 

Model was also found fit i.e. F(1,412)= 14.2113, p <0.01 and β = -0.211, p<0.01. Thus, the 

results demonstrate that CSR is the predictor of work engagement.  

In second step of model 5, the relationship (i.e. path a2) of CSR shows variance upon 

burnout R square = 0.0145, it means 1.45% variance upon burnout, and F(1,412)= 6.0765, p 

<0.01, β = -0.153, p<0.05. 
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In the third step of model 5, paths b1, b2 and c prime were analyzed. The path b1 

spectacles that work engagement shows variance upon turnover R square = 0.1993 means 

19.93% variance upon turnover intention and β = -0.213, p<0.01. The path b2 spectacles that 

burnout shows variance upon turnover R square = 0.1993 means 19.93% variance upon turnover 

intention and β = 0.265, p<0.01. The c‟ path (i.e. indirect mediation path) was tested by using 

bootstrap method of running 5000 samples estimation (Shrout & Bolger, 2002). In indirect path, 

c‟ CSR shows variation upon turnover intention in presence of parallel mediators work 

engagement and burnout β = -0.246, p<0.01, model is fit F(3,410)= 34.0251, p <0.01, bootstrap 

confidence interval for indirect (95%) all values doesn‟t contain zero values, so results were 

acceptable and significant. This discloses that paths b1, b2 and c prime are significant. Hence 

CSR, WE and BO are predictors of turnover intention, while CSR influences the turnover in the 

presence of work engagement and burnout as mediator.  

As discussed above all the mediation paths are significant. Hence the Baron & Kenny, 

(1986) conditions of mediations are fulfilled and as all paths are significant. So, work 

engagement and burnout play a role of partial mediators between CSR and turnover intention. 

The mediation results obtained from model 5 shows a similarity to previous researches and 

findings carried out in past. The previous studies, (Chaudhary, 2017; Ilkhanizadeh & Karatepe, 

2017) shows the connection of CSR to WE. Similarly, Hansung Kim & Stoner, 2008 shows the 

connection of CSR and burnout. The finding of the study show the parial mediation effects of 

WE and BO between CSR and TI.  
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H14: Work engagement and burnout play the role of mediators between servant leadership and turnover intention. 

Model 6: The Mediating Role of (WE) and (BO) between (SL) and (TI) 

Table 4.7.6 

  Consequent 

  M1 (WE)  M2 (B)  Y (TI) 

Antecedent  Coeff. SE P  Coeff. SE P  Coeff. SE P 

X (SL) a1 .419 .064 0.000 a2 -.155 .073 0.034 c' -.140 .066 0.034 

M1 (WE)  --------- --------- --------  --------- --------- -------- b1 -.219 .049 0.000 

M2 (B)  --------- --------- ---------  --------- --------- -------- b2 .278 .042 0.000 

Constant iM1 1.934 .228 0.000 iM2 3.281 .262 0.000 iY 3.859 .280 0.000 

 R
2
=0.0951 R

2
=0.0108 R

2
=0.1673 

F(1,412)= 43.3054, p <0.01 F(1,412)= 4.4875, p <0.05 F(3,410)= 27.4580, p <0.01 



 

114 

 

Fig 4.6(Model 6) 

For testing the mediation hypothesis, the researcher used process macro extension file in 

SPSS 25 version introduced by (Hayes, 2017). Model 4 was used to analyze the parallel 

mediating effects of the construct for the study, because it illustrates the role of parallel 

mediators between endogenous and exogenous constructs. The mediation results are explained in 

three steps by fulfilling the four conditions of mediation paths of the model. In first step of 

testing the model 6, path “a1” is explaining servant leadership effect and variance on work 

engagement, it is noted that R square = 0.0951 means 9.51 % variance is shown upon work 

engagement by servant leadership. Model was also found fit i.e. F(1,412)= 43.3054, p <0.01 and 

β = 0.419, p<0.01. Thus, the results demonstrate that servant leadership is the predictor of work 

engagement.  

In second step of model 5, the relationship (i.e. path a2) of servant leadership shows 

variance upon burnout R square = 0.0108, it means 1.08% variance upon burnout, and F(1,412)= 

4.4875, p <0.05, β = -0.155, p<0.05. 
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In the third step of model 5, paths b1, b2 and c prime were analyzed. The path b1 

spectacles that work engagement shows variance upon turnover R square = 0.1673 means 

16.73% variance upon turnover intention and β = -0.219, p<0.01. The path b2 spectacles that 

burnout shows variance upon turnover R square = 0.1673 means 16.73% variance upon turnover 

intention and β =0.278, p<0.01. The c‟ path (i.e. indirect mediation path) was tested by using 

bootstrap method of running 5000 samples estimation (Shrout & Bolger, 2002). In indirect path, 

c‟ servant leadership shows variation upon turnover intention in presence of parallel mediators 

work engagement and burnout β = -0.140, p<0.01, model is fit F(3,410)= 27.4580, p <0.01, 

bootstrap confidence interval for indirect (95%) all values doesn‟t contain zero values, so results 

were acceptable and significant. This discloses that paths b1, b2 and c prime are significant. 

Hence, servant leadership, WE and BO are predictors of turnover intention while servant 

leadership influences the turnover in the presence of the WE and BO as mediator.  

As discussed above all the mediation paths are significant. Hence the Baron & Kenny, 

(1986) conditions of mediations are fulfilled and as all paths are significant. So, work 

engagement and burnout play a role of partial mediators between servant leadership and turnover 

intention. The mediation results obtained from model 6 shows a similarity to previous researches 

and findings carried out in past. The previous studies, shows the connection of (de Sousa & van 

Dierendonck, 2014) SL and WE. Similarly, (Babakus et al., 2011) shows the connection of SL to 

TI in presence of mediator BO. The finding of the study show the parial mediation effects of WE 

and BO between SL and TI.  
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CHAPTER NO 5 

CONCLUSION AND RECOMMENDATIONS 

5.0 Overview of the Chapter  

This chapter is designed to conclude the study based on the major findings of the research 

in discussion. The researcher highlighted the main theoretical and managerial implications of the 

study for the academicians along with professionals. Furthermore, the limitations of the study 

have been explained and future avenues of research have been suggested for future research 

studies.  

5.1 Conclusion  

This research study addresses the void gap in the literature about the CSR, servant 

leadership and attitudinal outcome of the employee which was really shortage in developing 

countries context in human resources management.  

The current study results provide guidelines for human resource managers as well as the 

executive of the banks that how the banks have to retain the competent employees in today‟s 

competitive banking sector. For this purpose, banks should follow the CSR practices on micro 

level of the organization for employees and managers should play a role of servant leader in the 

banks. In this study, results and findings of the study indicates in view of earlier studies that 

CSR, servant leadership, work engagement and burnout are predictors of turnover intention of 

employees in banking sector. The study highlights the facts derived from the results that the 

banks performed CSR activities for employees are more successful in reducing the turnover 

intention of employee. The study spectacles the negative and significant empirical evidence 
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about the connection between CSR and turnover intention. Furthermore, CSR has a positive and 

negative association with work engagement and burnout respectively. Which means that the 

banks performed more CSR activities for their employee in the response the employees are more 

motivated and work effectively with enthusiasm, in contrast to that if banks don‟t follow CSR 

practices the banking staff will feel anxiety and depression this will cause burnout.  

In this study, researcher focuses on the servant leadership style for managers of the 

banks. The manager‟s role as a servant leader is to motivate the banking employees to work with 

enthusiasm. The manager‟s duty is to empower the employees, motivate them, accept criticism, 

give them opportunity to move forward in their career and proper appraisal. This will give the 

sense of belongings in the employee towards the banks. Thus, the findings of servant leadership 

with other variables show the positive connection with work engagement while negative 

connection to burnout and turnover intention. All the above discussion was based on hypothesis 

1-8 (i.e. H1 to H8 are accepted). 

The two key mediators of the study (i.e. work engagement and burnout) plays a 

significant role in this research (i.e. hypothesis 9-14). The work engagement plays a partial 

mediator role between CSR and turnover intention (H9 accepted), while burnout also plays role 

of partial mediator between CSR and turnover intention (H10 accepted). The work engagement 

partially mediates the association between servant leadership and turnover intention (H11 

accepted). The burnout partially mediates the association between servant leadership and 

turnover intention (H12 accepted). In addition, the work engagement and burnout also partially 

mediate the relationship between CSR and turnover intention respectively (H13 accepted). 

Similarly, the work engagement and burnout also partially mediate the relationship between 

servant and turnover intention respectively (H14 accepted). 
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This study was conducted on the commercial banks operating in the Khyber 

Pakhtunkhwa Province of Pakistan. The theoretical framework was supported by two key 

theories, the first was self-concept theory which explain the influence of CSR and servant 

leadership on turnover intention. The leaders of the organization are communicating positivity 

with employees, provide them supportive working environment, care about their feelings, 

emotions and give them feedback that employees are the important for the organizational 

success. The finding confirms that CSR and servant leadership has a negative and significance 

influence on turnover intention by supporting the self-concept theory. Which means that the 

banks follow CSR practices and management adapt the servant leadership style is helpful to 

reduce the turnover intentions of employees in banking sector of Pakistan.  

The second theory was conservation of resources theory, which explain the mediating 

effects of work engagement and burnout by explaining the indirect relationship of CSR and 

servant leadership with turnover intention. The work engagement and burnout partially mediate 

the relationship among CSR, servant leadership and turnover intention. Hence, the presents study 

suggests that CSR, servant leadership help the top management in reducing turnover intention of 

employees. Furthermore, it also advocates that work engagement and burnout can play a role of 

mediators to reduce and increase the employee‟s turnover intention respectively.  

5.2 Implication of the Study  

Although the present research study has some limitation, yet it has several noteworthy 

significant theoretical and managerial implication. The present research study developed a 

research model which explain the influence of CSR, servant leadership, work engagement and 

burnout as predictors on turnover intention and the mediators (i.e. work engagement and 

burnout) role in the study. The main implications of the study have been divided in to two parts. 
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First, theoretical which helps the academicians to enrich the literature and conduct the future 

research. The second part, managerial implications are for the professional who can use this 

study for while making policies and taking the decisions in their organizations. 

5.2.1 Theoretical Implications  

The contemporary study is conducted for academician and banking professional. This 

study is unique in his nature in many ways and theoretically contributed in knowledge as given 

below. 

The concept of CSR from employee‟s perspective on micro-level of the organizations 

have rarer been assessed in literature in Pakistan commercial banks scenario. The present study 

contributed to fill the void gap by CSR from employee‟s perspective on micro level and 

empirically tested that CSR is the predictor of employee‟s intentions to leave the job (Glavas & 

Kelley, 2014; Gond et al., 2017; Meynhardt et al., 2018). 

The role of servant leadership and CSR from ethical point of view in banking sector to 

examine the employees‟ turnover intentions. The researcher considers the mediators work 

engagement and burnout between indigenous and exogenous variables separately as well as the 

combined effects of both mediators (C.-P. Lin & Liu, 2017).  

The role of servant leadership in an ethical context in this study will contribute to the 

literature by assessing the turnover intention. Because the roots and overlapping of servant 

leadership are connected to ethical leadership, employee behavior and focus of multi-

stakeholders (Brown et al., 2005; Choudhary et al., 2013; Lemoine et al., 2019; Luu, 2019; van 

Dierendonck, 2011) 
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The variables of the study have been explored in western culture but the effects of CSR 

and servant leadership through parallel mediation (Chaudhary, 2017) is done in Pakistani culture 

is distinctive as per scholar knowledge about the study. In addition, some researchers done their 

research on micro-level in telecom sector and education sector (I. Rasool, 2017). 

From methodological side, the theoretical model tested empirically in Pakistan context by 

using the banking employees as targeted population. This will enrich the literature and give 

insides from developing countries viewpoint. In addition, present research study applies the 

servant leadership scale from in Pakistani cultural context, this scale was validated in eight 

countries previously (Van Dierendonck et al., 2017). 

5.2.2 Managerial Implications 

The major finding of this study is useful for banking sector top executive to meet the 

strategic objectives by retaining the competent human resource in their banks. The major 

recommendations for the professional, top level executive of commercial banks and State Bank 

of Pakistan. 

State Bank of Pakistan should make CSR practices manual for most important internal 

stakeholders (i.e. employees) of all commercial banks and ensure its implementations. As some 

rules for CSR activities are already available but that are related to all the stakeholders and their 

focus is external stakeholders (i.e. community and society). The banks should adopt the CSR 

policies on macro and micro level. Because the employees are happy to work with organization, 

who follow CSR practices (Glavas & Kelley, 2014). 
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The present study finding demonstrates that CSR and servant leadership are predictor of 

employee‟s turnover intention. The HR managers should conduct the servant leadership 

characteristics related training to managers. So that they can help the employee and play the role 

of servant leadership, this will increase the employee‟s work engagement activities and help 

them to reduce turnover intention.  

The study findings can be generalized in all banks across the Pakistan. Because the 

banking practices are same throughout the Pakistan. For HR managers, this study provides the 

evidence through theory and empirical results that if an employee feeling burnout. He will be 

more likely to switch the job or industry. Hence, HR managers focus on the reasons behind the 

employee‟s burnout. HR managers should take time to time feedback from employees to be well 

aware of the problems facing by them. This will increase provide the avenues for HR managers 

to solve employee‟s problems effectively and efficiently.  

Results reveals that work engagement is the employee states of working with enthusiasm 

at workplace, the inspiration for the job, meaning full and purposeful doing job. As a result, 

employees are more satisfied with his job. This will increase employee work engagement and 

lowering the employee‟s intentions to leave the job. Hence, managers should provide friendly 

and stress-free working environment for the employees.  

The present study offers the insights of the banking industry and demonstrate that 

burnout and work engagement mediate the association among CSR, servant leadership and 

turnover intention. The findings of results suggested that servant leadership having the qualities 

to empower the followers, taking the responsibility of the employees by supporting them, 
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accepting the criticism, motivating the employees, having a sense of social responsibility and 

show a true feeling to his subordinates.  

The CSR activities related to employees like career growth opportunities, skills 

enhancement, policies related to the good working environment as well as work-life balance and 

fair reward to employees, this creates a sense of belongings to an organization. This will escalate 

the employee‟s commitment and satisfaction towards the banks. This will increase employee 

work engagement and lowering the employee‟s intentions to leave the job. 

5.6 Limitations  

The current research study provides a very interesting finding for academician and 

professional, but still there are numerous limitations of this research which can provide new 

avenues to conduct future research. First, this study used cross-sectional design for data 

collection and target population was one Province (KPK) of Pakistan. In future, researcher can 

extend the target population to whole Pakistan and longitudinal research design can followed to 

strengthen the results of the study. Because scholar has a specific time to complete data 

collection process and lack of financial resources. 

This study was conducted in the banking sector of Pakistan. Due to the cost constraints, 

data was not collected from different services industries. Hence, the results are not generalized to 

other services industries. The other studies can use other industries (i.e. education, health and 

other services sectors) to test this theoretical framework. In addition, the data was collected only 

from KPK Province of Pakistan.  

The model of the study used CSR from employee‟s perspective and did not include all 

the stakeholders of firms (i.e. government, society, customers and environment). In addition, the 
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study can use CSR and servant leadership as a moderator in theoretical framework. They will 

become more interesting in term of mediation and moderation terms.  

The study can be conducted by using the different services industries and compare the 

results of the model. This will give the results more generalized and valid for future studies. For 

example, other most prominent services sectors are education and health. The comparative study 

of the same model on banking, education and health will be more beneficial. 

5.5 Future Research Directions 

 There are numerous possible research directions for future researchers based on 

findings of this research. First, this study was done using cross-sectional data approach for data 

analysis. According to Podsakoff, MacKenzie, Paine, & Bachrach, (2000) that the quality of the 

responses of the participants varies from time to time. In future researchers can carry out by 

using this theoretical model in longitudinal study to examine the previous research in more 

depth. This research was quantitative in nature, so researchers can use qualitative and mix 

method approach to strengthen and extend the conceptual model of the research study. 

This study used only employee perspective of CSR, which is related to individual CSR 

on micro level of the firm. The future studies can carry out by CSR from organization 

perspective by using different dimension of CSR i.e. customers, NGO and government, society 

and community etc. There are other CSR approaches such as Carrol (1979) model explained the 

four dimensions (economic, social, ethical and philanthropy). This study used only employee 

perspective of CSR.  

This study was grounded on the two key mediators (burnout and work engagement) with 

independent variables of CSR and servant leadership. The future studies can consider CSR as a 
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moderator between servant leadership and burnout. In addition, the researchers can extend and 

reshape the existing theoretical framework by using different theories and can be tested by 

different outcomes of employee‟s attitudes (i.e. job pursuit intention and recommendations, 

organizational commitment, organizational pride and prestige) and behavior (i.e. in role 

performance, creativity, knowledge sharing and team performance & efficiency) (Gond et al., 

2017). 

The present study is based on the commercial banks of Pakistan. In future, this research 

can be done in different cross-cultural comparison of CSR in banking sectors of developing 

economies. In addition, the study used servant leadership as independent variable can be 

replaced by different leadership styles related to servant leadership or CSR can be used (i.e. 

authentic leadership).   

In future researches, different theories can be used to measure different leadership style 

and CSR (i.e. social exchange theory). The population of the study can be extended to the all 

provinces of Pakistan. As this study was conducted only one province KPK of Pakistan. 

Furthermore, the comparison of Islamic and conventional can also be done on this theoretical 

model to make this study more interesting and extended the literature in new direction.  
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Appendix I 

 

 

 

Title 

 

 

Supervisor Name 

Research Student 

Contact  

Program 

Effects of CSR and Servant Leadership on Turnover 

Intention: The Mediating Role of Work Engagement 

and Burnout 

Dr. Yasir Hayat Mughal 

Muhammad Imran 

Cell # 0333 9973040, email: imranphdqurtaba@gmail.com 

PhD (Management Sciences) QUSIT, D.I.Khan 

Dear Valued Participant, 

You are invited to take part in this research, which is called “Effects of CSR and Servant Leadership on 

Turnover Intention: The Mediating Role of Work Engagement and Burnout”. You have been invited 

because you are working in the banking industry of Pakistan and banking industry have high turnover 

intention. This questionnaire is designed to examine the effects of CSR and Servant Leadership on 

Turnover Intention, through the mediating effect of work engagement and burnout. The findings of this 

research will be useful for academicians, researchers and professional to reduce turnover intention of 

employees. 

 

HOW TO FILL IN THE QUESTIONNAIRE 
1. This questionnaire is divided into six (6) sections. 

You are required to fill in all the sections. It will 

take approximately 20-30 minutes to complete. 

2. Most of the questions require you to circle [0] or 

tick [√] the best option that represents your view. 

3. There are no right or wrong answers. Thus, your 

frank and complete response is very much 

appreciated. 

4. In some of the questions, you may find it difficult to 

decide a response. If this happens, choose an option 

that suits you best. 

5. Please return the completed questionnaire in the 

envelope provided. 

6. If you need any assistance on how to fill in the 

questionnaire or interested in the results of this 

study, please contact me via the above address. 

 

ASSURANCE OF CONFIDENTIALITY 
1. Your responses to every part in this questionnaire 

are strictly confidential. 

2. The returned questionnaires will be treated with the 

utmost confidence and no identities will be included 

within the final report. 

 

3. Kindly share your email address to avoid 

duplication. 

Email: 

(optional) 

 

 

  

mailto:imranphdqurtaba@gmail.com
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1. Demographic Characteristics 

 

Gender 

 Male  Female 

What is your age? 

 18-25  26--30               31-35  35-45  45 or above 

Education Level  

 Bachelor 

Degree 

 Master Degree  MS/M Phil Degree  PhD Degree  Other 

Banking Experience 

 1 -3 years   4 – 7 years  8 -15 years  15 or above years 

 

2. Corporate Social Responsibility (CSR) 
 

Instructions: How far do you Agree or Disagree with the following statements on 5-point scale 

 

Strongly 

Disagree(SD) 

Disagree (D) Neutral (N) Agree (A) Strongly Agree(SA) 

1 2 3 4 5 

 

S# Items SD D N A SA 

1 Our Bank supports employees who want to acquire additional 

education. 
1 2 3 4 5 

2 Our Bank policies encourage the employees to develop their skills 

and careers. 
1 2 3 4 5 

3 Our Bank implements flexible policies to provide a good work & 

life balance for its employees. 
1 2 3 4 5 

4 The management of our Bank is primarily concerned with 

employees‟ needs and wants. 
1 2 3 4 5 

5 The managerial decisions related with the employees are usually 

fair. 
1 2 3 4 5 

 

3. Servant Leadership 
 

Instructions: How far do you Agree or Disagree with the following statements on 5-point scale 

 

Strongly Disagree(SD) Disagree (D) Neutral (N) Agree (A) Strongly Agree(SA) 

1 2 3 4 5 

 

Empowerment SD D N A SA 

1 My manager gives me the information I need to do my work well. 1 2 3 4 5 

2 My manager encourages me to use my talents. 1 2 3 4 5 

3 My manager helps me to further develop myself. 1 2 3 4 5 

4 My manager encourages his/her staff to come up with new ideas. 1 2 3 4 5 

5 My manager gives me the authority to take decisions which make work 1 2 3 4 5 

Bank Name: 
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easier for me. 

6 My manager enables me to solve problems myself instead of just telling 

me what to do 

1 2 3 4 5 

7 My manager offers me abundant opportunities to learn new skills. 1 2 3 4 5 

Standing Back SD D N A SA 

8 My manager keeps himself/herself in the background and gives credits to 

others. 

1 2 3 4 5 

9 My manager is not chasing recognition or rewards for the things he/she 

does for others. 

1 2 3 4 5 

10 My manager appears to enjoy his/her colleagues‟ success more than 

his/her own. 

1 2 3 4 5 

Accountability SD D N A SA 

11 My manager holds me responsible for the work I carry out.  1 2 3 4 5 

12 I am held accountable for my performance by my manager. 1 2 3 4 5 

13 My manager holds me and my colleagues responsible for the way we 

handle a job. 

1 2 3 4 5 

Forgiveness SD D N A SA 

14 My manager keeps criticizing people for the mistakes they have made in 

their work. 

1 2 3 4 5 

15 My manager maintains a hard attitude towards people who have offended 

him/her at work. 

1 2 3 4 5 

16 My manager finds it difficult to forget things that went wrong in the past. 1 2 3 4 5 

Courage SD D N A SA 

17 
My manager takes risks even when he/she is not certain of the support 

from his/her own manager. 

1 2 3 4 5 

18 My manager takes risks and does what needs to be done in his/her view. 1 2 3 4 5 

Authenticity SD D N A SA 

19 My manager is open about his/her limitations and weaknesses. 1 2 3 4 5 

20 
My manager is often touched by the things he/she sees happening around 

him/her. 

1 2 3 4 5 

21 
My manager is prepared to express his/her feelings even if this might have 

undesirable consequences. 

1 2 3 4 5 

22 My manager shows his/her true feelings to his/her staff. 1 2 3 4 5 

Humility SD D N A SA 

23 My manager learns from criticism. 1 2 3 4 5 

24 
My manager tries to learn from the criticism he/she gets from his/her 

superior. 

1 2 3 4 5 

25 My manager admits his/her mistakes to his/her superior. 1 2 3 4 5 

26 My manager learns from the different views and opinions of others. 1 2 3 4 5 

27 If people express criticism, my manager tries to learn from it. 1 2 3 4 5 

Stewardship SD D N A SA 

28 
My manager emphasizes the importance of focusing on the good of the 

whole. 

1 2 3 4 5 

29 My manager has a long-term vision. 1 2 3 4 5 

30 My manager emphasizes the societal responsibility of our work. 1 2 3 4 5 
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4. Work Engagement  
Instructions: How far do you Agree or Disagree with the following statements on 5-point scale 

 

Strongly Disagree(SD) Disagree (D) Neutral (N) Agree (A) Strongly Agree(SA) 

1 2 3 4 5 

 

Sr# Items SD D N A SA 

1 At my work, I feel bursting with energy. 1 2 3 4 5 

2 At my job, I am very resilient, mentally. 1 2 3 4 5 

3 To me, my job is challenging. 1 2 3 4 5 

4 My job inspires me. 1 2 3 4 5 

5 I am enthusiastic about my job. 1 2 3 4 5 

6 I find the work that I do full of meaning and purpose. 1 2 3 4 5 

 

5. Burnout  
Instructions: How far do you Agree or Disagree with the following statements on 5-point scale 

 

Strongly Disagree(SD) Disagree (D) Neutral (N) Agree (A) Strongly Agree(SA) 

1 2 3 4 5 

 

Sr# Items SD D N A SA 

1 I am discouraged about my work. 1 2 3 4 5 

2 I feel buried in my job. 1 2 3 4 5 

3 I feel like giving up on the job. 1 2 3 4 5 

4 I am disillusioned with my work. 1 2 3 4 5 

 

6. Turnover Intention 
Instructions: How far do you Agree or Disagree with the following statements on 5-point scale 

 

Strongly Disagree(SD) Disagree (D) Neutral (N) Agree (A) Strongly Agree(SA) 

1 2 3 4 5 

 

Sr# Items SD D N A SA 

1 I often think about quitting my job. 1 2 3 4 5 

2 I seriously think about moving to another Bank. 1 2 3 4 5 

3 I have intention to change my job to another Bank. 1 2 3 4 5 

4 As soon as I can find a better job, I‟ll leave this Bank. 1 2 3 4 5 

 

Thank you very much indeed for your precious time and co-operation. 
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Appendix II 

Commercial Banks operating in Khyber Pakhtunkhawa Province of Pakistan according to 

(KPMG Pakistan, 2017) Report and Development Statistics Report of Khyber Pakhtunkhawa 

2017.  

Sr Bank Name No of Branches 

1 Habib Bank Limited 205 

2 National Bank of Pakistan 210 

3 United Bank Limited 165 

4 MCB Bank Limited 122 

5 Allied Bank Limited 131 

6 Bank Alfalah Limited 50 

7 Bank Al-Habib Limited 26 

8 Meezan Bank Limited 35 

9 Askari Bank Limited 27 

10 The Bank of Punjab 22 

11 Habib Metropolitan Bank 17 

12 Standard Chartered Bank Pakistan 2 

13 Faysal Bank Limited 25 

14 Soneri Bank Limited 11 

15 JS Bank Limited 13 

16 The Bank of Khyber 71 

17 Summit Bank Limited 11 
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18 Bank Islami Pakistan 16 

19 Sindh Bank Limited 10 

20 Dubai Islamic Banking (Pakistan) 8 

21 Silk Bank Limited 4 

22 Al-Barraka Bank (Pakistan) Limited 13 

23 Al-Barraka Bank (Pakistan) Limited 13 

24 First Woman Bank Limited 4 
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Source: Development Statistics of Khyber Pakhtunkhwa 2017 

 


