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ABSTRACT

The hospitality industry in Bali has experienced significant growth and increasingly relies on young
workers, particularly Generation Z employees. However, the dynamic work environment, high service
demands, and intense workload often create psychological pressure that may lead to burnout and increase
employees’ intention to leave their jobs. This study aims to analyze the influence of workload and
organizational support on turnover intention with burnout as a mediating variable among Generation Z
employees in the hotel and restaurant sector in Bali. This research employed a quantitative approach using
a survey method. Data were collected through questionnaires distributed to Generation Z employees
working in the hospitality industry. The sampling technique used purposive sampling, and the data were
analyzed using the Partial Least Squares Structural Equation Modeling (PLS-SEM) method with the
assistance of SmartPLS software. The findings indicate that workload has a positive influence on burnout
and turnover intention, while organizational support has a negative influence on both burnout and
turnover intention. In addition, burnout was found to significantly influence turnover intention. The results
also reveal that burnout mediates the relationship between workload and turnover intention, as well as
between organizational support and turnover intention. These findings highlight the important role of
balancing job demands and organizational resources in maintaining employees’ psychological well-being
and reducing turnover intention. This study contributes to the development of the Job Demands—Resources
(JD-R) theory by emphasizing the mediating role of burnout in explaining the relationship between
workload, organizational support, and turnover intention among Generation Z employees. Practically, the
findings suggest that organizations, particularly in the hospitality sector, should manage workload
proportionally and strengthen organizational support to prevent burnout and improve employee
retention.

Keywords: Workload, Organizational Support, Burnout, Turnover Intention, Generation Z, Hospitality
Industry

1. Introduction

Generation Z refers to individuals born between 1997 and 2012 who grew up in an era
characterized by rapid digital technological development. This condition has made Generation
Z highly accustomed to the use of the internet, digital devices, and social media in daily life,
which subsequently shapes their work characteristics to be more flexible, adaptive, and
oriented toward speed and efficiency. In the workplace context, Generation Z demonstrates
characteristics that differ from previous generations, such as being more open to change,
prioritizing flexibility, and seeking meaning and opportunities for self-development in their work
rather than focusing solely on financial compensation.

These characteristics lead Generation Z to have relatively high expectations regarding a
supportive, balanced, and value-aligned work environment. When such expectations are not
fulfilled—particularly in jobs characterized by high workload and limited organizational
support—Generation Z employees tend to consider job mobility more quickly. Moreover,
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excessive job pressure may trigger burnout, especially considering that Generation Z tends to
respond more sensitively to unfavorable work environments. As a result, this condition may
increase turnover intention as a response to the mismatch between employees’ expectations
and the realities of their work environment.

Empirical data indicate that Generation Z represents a significant proportion of the
workforce. According to the Indonesian Central Bureau of Statistics (BPS, 2021), Generation Z
constitutes the largest population group in Indonesia, accounting for 27.94% or approximately
74.93 million people. As digital-native workers, they prioritize work-life balance, flexibility, and
supportive workplace environments (Deloitte, 2024). However, various surveys also reveal that
Generation Z is more vulnerable to stress and burnout due to high work pressure, which may
lead to turnover intention or the desire to leave their jobs.

The vulnerability of Generation Z to work-related pressure is reflected in various
empirical findings indicating high burnout levels among this age group. Burnout among
Generation Z has been widely reported in empirical studies, particularly in the hospitality sector,
which is characterized by demanding work conditions. One relevant study shows that
Generation Z faces significant work pressure, contributing to emotional and mental exhaustion.
The Deloitte Global Survey (2023), cited in Soares and Putri (2025), reveals that approximately
42% of Generation Z reported experiencing burnout, which subsequently encourages them to
consider leaving their jobs. These findings indicate that burnout is a real issue experienced by
young workers rather than merely a theoretical assumption. Therefore, the inclusion of burnout
as a variable in this study is empirically justified, particularly in the context of Generation Z
employees in the hospitality sector who face long working hours, service pressure, and high
emotional demands.

This phenomenon is particularly evident in Bali Province, which serves as an
international tourism hub and relies heavily on the hotel and restaurant industries as key pillars
of the regional economy. Data from the Bali Provincial Statistics Office (BPS Provinsi Bali, 2024)
show that the “Accommodation and Food Service Activities” sector contributes more than 50%
to the regional Gross Domestic Product (GRDP) and represents the largest source of
employment. Following the pandemic, the tourism sector has gradually recovered, with 5.2
million international tourist arrivals recorded in 2024. This recovery has significantly increased
the demand for young workers. Generation Z now occupies various positions within the
hospitality industry, including front service staff, baristas, waiters, kitchen staff, and digital
marketing personnel who are required to demonstrate speed, creativity, and adaptability.

However, the nature of the hospitality industry—which demands speed, precision, and
excellent service—often results in heavy workloads and emotional exhaustion among
employees. Long working hours, customer pressure, and limited workforce capacity frequently
lead young workers to experience stress and burnout. Meanwhile, Generation Z strongly
expects flexibility and organizational attention toward employee well-being. Unfortunately,
these expectations are not always fulfilled. Generation Z employees may be more prone to
burnout when they perceive that organizations do not provide adequate support, such as
opportunities for development, recognition, or attention to mental health.

The tendency of Generation Z to change jobs is also influenced by their orientation
toward learning experiences and personal growth rather than long-term career stability. Global
trends indicate that turnover intention among Generation Z is significantly higher compared to
previous generations. The TriNet report (2025) entitled “Gen Z on the Move” reveals that
approximately one in three Generation Z employees (around 33%) plan to change jobs within
the next six months. This high mobility reflects Generation Z’'s tendency to leave jobs when the
work environment does not align with their expectations, particularly regarding flexibility,
emotional well-being, development opportunities, and supportive organizational culture. This
fact highlights that Generation Z represents the workforce group most vulnerable to turnover
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intention, making it crucial to understand the factors influencing such decisions, especially in
high-pressure industries such as hospitality in Bali.

Turnover intention is also evident within the hotel and restaurant sector, which employs
a large number of Generation Z workers. Research conducted by Narayana and Atidira (2025) in
the tourism sector of Gianyar City indicates that turnover intention among Generation Z has
become a serious concern for organizational sustainability. Their findings reveal that Generation
Z employees in the hospitality sector show a relatively high tendency to leave their jobs,
particularly when work-life balance, job engagement, and leadership style do not align with
their expectations. This condition is further supported by a survey conducted by JakPat (2024),
which shows that 69% of Generation Z workers in Indonesia intend to resign from their current
jobs. Reports from Deloitte and Ernst & Young also indicate that the majority of Generation Z
employees plan to change jobs within less than two years.

Previous studies have also identified Generation Z as the workforce group most
susceptible to turnover intention. Nguyen et al. (2024) argue that Generation Z prioritizes work
flexibility, work—life balance, and supportive organizational environments; when these
expectations are unmet, their likelihood of seeking alternative employment increases
significantly. Similarly, Ng (2023) found that Generation Z tends to have lower emotional
attachment to organizations and is more willing to leave jobs that do not provide meaningful
work, challenges, or clear opportunities for personal development.

Furthermore, Haris Sukandar et al. (2025) found that Generation Z experiences higher
levels of burnout and turnover intention due to the mismatch between intensive job demands
and their preference for psychological well-being. In the tourism industry context, Ungiiren et
al. (2024) emphasize that hotel and restaurant work environments characterized by high
pressure accelerate work stress among young employees, including Generation Z, which
ultimately leads to burnout and increased turnover intention. Similar findings were reported by
Zhang et al. (2024), who demonstrated that young workers in the hospitality sector experience
emotional exhaustion more quickly due to high workloads and fast service rhythms, making job
switching a common response.

From a theoretical perspective, turnover intention is often preceded by psychological
processes in which employees begin to consider leaving the organization voluntarily (Narpati et
al., 2020). One major factor contributing to turnover intention is excessive workload. When job
demands exceed employees’ physical and mental capacities, stress and emotional exhaustion
may occur (Dinata & Suhana, 2023). Studies by Ungiiren et al. (2024) and Zhang et al. (2024)
show that workload positively influences burnout and turnover intention in the hospitality
sector. Similar findings were reported by Putri and Wardani (2022), who found that high
workload reduces job satisfaction and increases turnover intention, particularly among young
workers in the culinary sector.

In addition to workload, perceived organizational support (POS) plays a crucial role in
influencing employees’ psychological conditions and their intention to remain in the
organization. Eisenberger et al. (1986) define organizational support as employees’ perception
that their contributions are valued and their well-being is cared for by the organization. Within
the Job Demands—Resources (JD—R) Model (Demerouti et al., 2001), organizational support
functions as a job resource that can reduce work pressure and prevent burnout and turnover
intention. Empirical studies show that higher perceived organizational support reduces burnout
and turnover intention (Ren et al., 2024; Zheng et al., 2024).

However, previous research findings regarding the role of organizational support
remain inconsistent, particularly among Generation Z employees. Tran et al. (2025) found that
organizational support does not always significantly reduce burnout among Generation Z,
especially when this generation holds high expectations regarding work flexibility, meaningful
work, and career development opportunities. Similarly, Khan et al. (2022) argued that
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organizational support does not directly influence turnover intention but depends on
psychological factors such as organizational commitment and employee engagement. These
inconsistent findings indicate the existence of a research gap regarding the role of organizational
support in reducing burnout and turnover intention among Generation Z, particularly in high-
pressure industries such as hospitality.

In this context, burnout becomes a critical psychological mechanism explaining how job
demands and organizational resources influence turnover intention. Burnout is often viewed as
a mediating variable linking workload and turnover intention. Bui et al. (2022) and Kim and Park
(2021) found that burnout mediates the relationship between workload and turnover intention,
where excessive job demands lead to emotional exhaustion and eventually increase employees’
intention to leave. Conversely, Zheng et al. (2024) demonstrated that organizational support
can reduce burnout by improving employees’ psychological well-being.

According to Maslach (2001), burnout consists of three main dimensions: emotional
exhaustion, depersonalization, and reduced personal accomplishment. External factors such as
social pressure, role conflict, and lack of rewards also contribute significantly to burnout
(Caputo, 1991). Recent studies by Zhang et al. (2024) and Ren et al. (2024) found that young
workers in the hospitality industry are particularly vulnerable to burnout due to high job
demands, the need for recognition, and limited organizational support.

Considering the rapid growth of the hospitality industry in Bali and the increasing
involvement of Generation Z in this sector, understanding the relationship between workload,
organizational support, burnout, and turnover intention becomes increasingly important.
Despite extensive studies on these variables, limited research has specifically examined the
mediating role of burnout in explaining how workload and organizational support influence
turnover intention among Generation Z employees in the hospitality sector of Bali. This gap
highlights the need for further investigation.

Therefore, this study aims to analyze the influence of workload and organizational
support on turnover intention through burnout as a mediating variable among Generation Z
employees in the hospitality industry in Bali. The findings of this study are expected to
contribute to the development of human resource management strategies that emphasize
psychological well-being, employee retention, and sustainable tourism workforce management.

2. Literature Review

Job Demands—Resources (JD-R) Theory

This study is grounded in the Job Demands—Resources (JD—R) Model introduced by
Demerouti et al. (2001), which serves as the primary theoretical framework for understanding
working conditions, psychological strain, and employee behavior. In general, the JD-R model
explains that workplace conditions can be understood through two main components,
namely job demands and job resources, which subsequently influence employees’
psychological states and work behaviors. One of the strengths of this model lies in its flexibility,
allowing it to be adapted to different research contexts and variables.

In this study, job demands are represented by workload, which reflects the physical and
mental demands that employees must handle in carrying out their work responsibilities. A high
and continuous workload may lead to work pressure and the depletion of employees’ physical
and psychological energy. Meanwhile, job resources are represented by organizational support,
which includes various forms of assistance, attention, and facilities provided by organizations to
help employees accomplish their tasks and maintain work balance.

An imbalance between job demands and job resources can trigger psychological
responses among employees. In this research, such psychological responses are represented
by burnout as a mediating variable. Burnout is defined as a condition of emotional and mental
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exhaustion that occurs when employees face high workloads without adequate organizational
support. This psychological condition may subsequently influence employee work behavior,
which in this study is reflected through turnover intention, defined as the tendency of
employees to consider leaving their jobs voluntarily. Therefore, the JD-R Model is used to
explain the relationship between workload and organizational support in influencing burnout,
as well as its impact on turnover intention.

Empirical findings in recent years also support the relevance of the JD-R model. Luo et
al. (2021) found that job demands positively influence burnout and turnover intention, whereas
job resources reduce burnout and enhance work engagement. Ren et al. (2024) and Zhang et al.
(2024) also showed that organizational support negatively affects burnout, while burnout
significantly increases turnover intention. Magrone et al. (2024), through a JD—R-based study,
emphasized that job demands increase cynicism and burnout; however, these effects can be
reduced when organizations provide task support and recognition. Similar findings were
reported by Galanis et al. (2024), who highlighted the critical role of organizational support in
suppressing burnout and turnover intention. In addition, Scholze (2024) highlighted the growing
relevance of the JD-R model in the post-pandemic work environment, where digital pressure
and flexible work arrangements have increased burnout risks among young workers, including
Generation Z.

Despite these findings, several studies report inconsistent results. Khan et al. (2022)
found that workload does not always significantly affect turnover intention in the retail sector,
while Tran et al. (2025) showed that organizational support does not significantly influence
burnout among Generation Z when social pressure and career expectations are high. These
inconsistencies indicate a research gap, particularly in the context of Generation Z employees
in the hospitality sector in Bali, which is characterized by dynamic work conditions, high service
expectations, and intense work rhythms.

Previous studies generally show that organizational support negatively influences
burnout and turnover intention, while workload positively influences these variables (Ren et al.,
2024; Zheng et al., 2024; Ungiiren et al., 2024). However, empirical findings remain inconsistent.
Tran et al. (2025) reported that among Generation Z employees with high career expectations
and strong social pressure, organizational support does not significantly influence burnout
levels. Meanwhile, Khan et al. (2022) found that workload does not always directly influence
turnover intention but is mediated by employees’ psychological conditions, such as
organizational commitment. These inconsistencies suggest that the relationships among these
variables still require further investigation.

Moreover, the role of burnout as a mediating variable in the relationship between
workload, organizational support, and turnover intention has also produced mixed results.
Some studies report that burnout significantly mediates these relationships (Bui et al., 2022;
Kim & Park, 2021), whereas others suggest that alternative psychological variables, such as work
engagement, may have stronger mediating effects. This situation indicates that the
psychological mechanisms underlying turnover intention, particularly among Generation Z
employees, still require deeper empirical examination.

Furthermore, studies specifically examining Generation Z employees in the hotel and
restaurant industry in Baliremain limited. This sector is characterized by high work intensity,
rapid service rhythms, and emotional pressure resulting from direct interaction with tourists.
Therefore, this research aims to address this gap by re-examining the Job Demands—Resources
(JD—-R) Model within the context of Generation Z employees in Bali’s hospitality industry,
particularly in hotels and restaurants. This study analyzes the influence of workload as a job
demand and organizational support as a job resource on turnover intention through burnout as
a mediating variable. The findings are expected to contribute empirical insights that clarify
previous inconsistencies while providing practical implications for organizations in designing
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more effective human resource management strategies to reduce burnout and turnover
intention among young workers in Bali’s hospitality sector.

The Effect of Workload on Burnout

Workload refers to the physical and psychological demands placed on employees to
complete tasks within a specific time frame. Within the framework of the Job Demands—
Resources (JD-R) Model, workload is categorized as a job demandthat requires continuous
physical and mental effort from employees (Demerouti et al., 2001). When job demands exceed
employees’ capacity to cope with them, energy depletion occurs, leading to stress and
emotional exhaustion. High workloads often reduce employees’ ability to recover from work
pressure, thereby increasing the risk of burnout. Employees who consistently face excessive
workloads may experience emotional fatigue, reduced motivation, and diminished
psychological well-being. Empirical studies have confirmed this relationship. Huang et al. (2020),
Kim and Park (2021), and Ungiiren et al. (2024) found that workload has a positive and
significant effect on burnout among employees in service-oriented industries. In the hospitality
sector, where employees must handle intensive service interactions, fluctuating workloads, and
demanding customers, excessive workload can accelerate emotional exhaustion and
psychological strain. This condition is particularly relevant for Generation Z employees, who
often value work-life balance and psychological well-being more strongly than previous
generations.

Based on the theoretical perspective of the JD-R Model and empirical evidence from
previous studies, the following hypothesis is proposed:
H1: Higher workload leads to higher levels of burnout

The Effect of Organizational Support on Burnout

Organizational support, commonly referred to as Perceived Organizational Support
(POS), reflects employees’ perceptions that the organization values their contributions and
cares about their well-being (Eisenberger et al., 1986). Within the JD—R Model, organizational
support functions as a job resource that helps employees cope with job demands and reduces
psychological strain. When employees perceive strong organizational support—such as
recognition, fair treatment, and opportunities for development—they tend to experience lower
levels of work stress and emotional exhaustion. Previous studies have consistently shown that
organizational support negatively influences burnout. Ren et al. (2024) and Zheng et al. (2024)
found that employees who perceive strong organizational support experience lower levels of
burnout due to improved psychological well-being and increased coping capacity. However,
several studies highlight that the effectiveness of organizational support may vary across
different generational groups. Tran et al. (2025) found that among Generation Z employees,
organizational support does not always significantly reduce burnout, particularly when
employees’ expectations regarding flexibility, meaningful work, and career development are not
fulfilled. In some cases, organizational support that is perceived as overly formal or misaligned
with employee needs may not effectively alleviate psychological pressure. Despite these
inconsistencies, organizational support is still considered an important factor in reducing
burnout because it provides employees with emotional, instrumental, and informational
resources needed to manage job stress.

Therefore, the following hypothesis is proposed:
H2: Lower organizational support leads to higher levels of burnout

The Effect of Burnout on Turnover Intention

Burnout is a prolonged psychological response to chronic work stress characterized by
emotional exhaustion, depersonalization, and reduced personal accomplishment (Maslach &
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Jackson, 1981). According to the JD-R Model, burnout emerges when employees fail to balance
job demands with available resources, resulting in psychological strain and reduced job
satisfaction. Employees who experience burnout tend to feel emotionally drained, disconnected
from their work, and less committed to the organization. As burnout intensifies, employees are
more likely to develop intentions to leave their jobs as a coping mechanism to escape
unfavorable work conditions. Several empirical studies support the relationship between
burnout and turnover intention. Kim and Park (2021), Zheng et al. (2024), and Galanis et al.
(2024) found that burnout has a positive and significant effect on turnover intention. Employees
who experience higher levels of emotional exhaustion are more likely to consider leaving their
organizations. This relationship is particularly relevant in the hospitality industry, where high
work pressure, long working hours, and emotional labor increase employees’ vulnerability to
burnout, which subsequently encourages turnover intention.

Based on these theoretical and empirical considerations, the following hypothesis is
proposed:
H3: Higher burnout leads to higher turnover intention

The Effect of Workload on Turnover Intention

The relationship between workload and turnover intention can also be explained
through the Job Demands—Resources (JD—R) Model (Demerouti et al., 2001). According to this
model, excessive job demands consume employees’ physical and psychological resources.
When workload becomes excessive and exceeds employees’ coping capacity, emotional strain
and stress accumulate, increasing the likelihood of employees considering leaving their jobs.
High workload may reduce job satisfaction, increase fatigue, and weaken employees’
attachment to the organization. When employees perceive that their workload is unreasonable
and unsupported by adequate organizational resources, they may develop intentions to seek
alternative employment. Empirical studies have confirmed this relationship. Kim and Park
(2021) and Zheng et al. (2024) found that excessive workload positively influences turnover
intention, either directly or indirectly through burnout.

Thus, the following hypothesis is proposed:
H4: Higher workload leads to higher turnover intention

The Effect of Organizational Support on Turnover Intention

From the perspective of the Job Demands—Resources (JD—R) Model, organizational
support acts as a job resource that can reduce employees’ psychological strain and enhance
their commitment to the organization. Employees who perceive strong organizational support
are more likely to develop emotional attachment, job satisfaction, and loyalty toward the
organization.

However, among Generation Z employees, organizational support may not always
produce uniform outcomes. Generation Z employees tend to prioritize meaningful work,
flexibility, and personal growth opportunities. When organizational support fails to align with
these expectations, employees may still develop turnover intention despite the presence of
organizational resources.

Tran et al. (2025) found that organizational support does not always effectively reduce
turnover intention among Generation Z employees, whereas Khan et al. (2022) emphasized that
the effectiveness of organizational support depends on employees’ psychological compatibility
with the organizational environment.

Despite these mixed findings, most studies conclude that insufficient organizational
support increases employees’ tendency to leave their organizations.

Therefore, the following hypothesis is proposed:

H5: Lower organizational support leads to higher turnover intention
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The Mediating Role of Burnout in the Relationship Between Workload and Turnover Intention

The Job Demands—Resources (JD-R) Model suggests that excessive job demands may
trigger burnout, which subsequently influences employees’ behavioral outcomes. Burnout acts
as a psychological mechanism that explains how high workloads translate into turnover
intention. When employees experience emotional exhaustion caused by excessive workload,
their motivation and engagement decline, leading to decreased organizational commitment and
increased intention to leave the organization. In this sense, burnout functions as an
intermediate mechanism linking job demands with turnover intention. Empirical studies support
this mediating role. Kim and Park (2021) and Bui et al. (2022) found that burnout significantly
mediates the relationship between workload and turnover intention. Similar findings were also
reported by Effendi and Suharnomo (2023), Jyoti (2024), and Tran et al. (2025), indicating that
excessive workload increases burnout, which subsequently encourages employees to leave
their jobs.

Therefore, the following hypothesis is proposed:
H6: Burnout mediates the relationship between workload and turnover intention

The Mediating Role of Burnout in the Relationship Between Organizational Support and
Turnover Intention

Organizational support plays a crucial role in helping employees cope with job demands
and preventing emotional exhaustion. Within the JD—R framework, organizational support
serves as a job resource that reduces burnout and enhances employees’ psychological well-
being. Employees who receive adequate support from their organizations—such as emotional
assistance, work facilities, and constructive feedback—are better able to manage work stress
and avoid burnout. Lower levels of burnout, in turn, reduce employees’ intentions to leave their
jobs. Tran et al. (2025) found that adequate organizational support functions as a protective
factor that reduces burnout and turnover intention among Generation Z employees. Similarly,
Jyoti (2024) emphasized that burnout syndrome and organizational commitment are closely
related to turnover intention, and strong organizational support can suppress burnout while
strengthening employee commitment. Based on the JD-R Model (Demerouti et al., 2001) and
empirical evidence from previous studies, burnout is expected to mediate the relationship
between organizational support and turnover intention.

Thus, the following hypothesis is proposed:
H7: Burnout mediates the relationship between organizational support and turnover intention

3. Methods

This study employed a quantitative research approach to examine the relationships
between workload, organizational support, burnout, and turnover intention among Generation
Z employees in the hospitality sector in Bali. According to Sugiyono (2020), a population refers
to a generalization area consisting of objects or subjects with specific characteristics determined
by researchers for analysis. The population of this study comprised all Generation Z employees
working in the hotel and restaurant sectors in Bali, defined as individuals born between 1997
and 2005 (approximately 20—28 years old at the time of the study). The sample was selected
using purposive sampling, a non-probability sampling technique that selects respondents based
on predetermined criteria. The criteria included employees who (1) currently work in hotels or
restaurants in Bali, (2) belong to Generation Z, (3) have at least six months of work experience,
and (4) are willing to participate voluntarily in the research. The minimum sample size was
determined based on the recommendation of Hair et al. (2021) for Partial Least Squares
Structural Equation Modeling (PLS-SEM), which suggests a sample size of 5-10 times the
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number of indicators. Since the research model consists of 14 indicators, the minimum required
sample size was calculated as 140 respondents (10 x 14 indicators).

Data were collected using a structured questionnaire distributed online through Google
Forms. The questionnaire used a five-point Likert scale ranging from strongly agree to strongly
disagree to measure respondents’ perceptions of workload, organizational support, burnout,
and turnover intention (Sugiyono, 2019). The research instrument was developed based on
indicators derived from established theories and previous studies and adapted to the context
of Generation Z employees in the hospitality industry. The collected data were analyzed using
Partial Least Squares—Structural Equation Modeling (PLS-SEM) with SmartPLS 4.0 software. The
analysis included the evaluation of the measurement model (outer model) through validity and
reliability testing using outer loading, Average Variance Extracted (AVE), Composite Reliability,
and Cronbach’s Alpha, as well as the evaluation of the structural model (inner model) using VIF,
R-square, and f-square values. Hypothesis testing was conducted using path coefficient analysis
with t-statistics (>1.96) and p-values (<0.05) to determine the significance of both direct and
indirect relationships among variables (Hair et al., 2017; 2019).

4. Results and Discussion

Respondent Characteristics

The characteristics of respondents in this study are based on data collected from 140
Generation Z employees who completed the online questionnaire distributed via Google Forms.
The respondent profile includes gender, age, employment status, and the district/city where
they work. The distribution of data indicates that respondents are predominantly male, which
may be influenced by the characteristics of jobs in the hospitality sector that require high
mobility, fast work rhythms, and flexible working hours. All respondents fall within the age range
of 17-28 years and are employed as permanent employees, indicating that they possess
relevant work experience to evaluate the variables examined in this study. In terms of workplace
location, the majority of respondents are employed in Badung Regency, Gianyar Regency, and
Denpasar City, which are the main centers of tourism and hospitality industry activities in Bali.
This distribution reflects the high absorption of Generation Z workers in workplaces
characterized by intensive service demands. These characteristics provide an important context
for understanding the dynamics of workload, burnout, and turnover intention analyzed in this
study, as presented in Table 4.1.

Table 1. Respondent Characteristics

No Characteristics Classification Number of Respondents  Percentage

1 Gender Male 98 70%
Female 42 30%

2 Age 17-28 Years 140 100%

3 Occupation Permanent Employee 140 100%

4 Work Location Badung Regency 52 37.1%
Gianyar Regency 29 20.7%
Tabanan Regency 10 7.1%

Buleleng Regency 6 4.3%

Bangli Regency 8 5.7%

Jembrana Regency 4 2.9%

Karangasem Regency 3 2.1%

Klungkung Regency 3 2.1%

Denpasar City 25 17.9%
Source: Processed Primary Data, 2026
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Based on Table 1, the majority of respondents are male employees (70%) aged 17-28
years (100%), and all respondents are permanent employees (100%), indicating that the data
are dominated by young workers with relatively stable employment status. In terms of
workplace location, most respondents work in Badung Regency (37.1%), followed by Gianyar
Regency (20.7%) and Denpasar City (17.9%), while other regions such as Tabanan, Buleleng,
Bangli, Jembrana, Karangasem, and Klungkung represent smaller proportions. These
characteristics are important to consider because the majority of respondents come from urban
tourism centers and hold permanent employment positions. Consequently, the findings of this
study primarily reflect the perceptions of young Generation Z employees—particularly male
workers—regarding the variables examined, including workload, burnout, and turnover
intention.

Reflective Measurement Model Evaluation (Outer Model)

The measurement model in this study consists of a reflective measurement model
involving both independent and dependent variables. According to Hair et al. (2021), the
evaluation of a reflective model includes assessing outer loading values greater than 0.70, which
indicate that the indicators have good capability in reflecting the latent constructs. Indicators
with outer loading values between 0.40-0.70 may still be considered for retention if their
removal does not significantly improve the reliability and validity of the construct.

Table 2. Instrument Validity Results (Outer Loading)

Variable Item Code Outer Loading AVE
Workload BK 1.1 0.857 0.665

BK 1.2 0.873

BK 2.1 0.757

BK 2.2 0.848

BK 3.1 0.738

BK 3.2 0.797

BK 4.1 0.806

BK 4.2 0.836
Burnout BT 1.1 0.831 0.710

BT 1.2 0.844

BT 2.1 0.875

BT 2.2 0.816

BT 3.1 0.852

BT 3.2 0.835
Organizational DO 3.2 0.747 0.642
Support DO 1.1 0.781

DO 1.2 0.817

DO 2.1 0.826

DO 2.2 0.841

DO 3.1 0.836

DO 4.1 0.770

DO 4.2 0.786
Turnover TI1.1 0.832 0.735
Intention TI1.2 0.866

TI2.1 0.859

Tl 2.2 0.872

TI3.1 0.836
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Tl 3.2 0.878

Source: Processed Data, 2026

Based on Table 3, all indicators for each variable have outer loading values > 0.70,
indicating that the measurement model meets the convergent validity criteria. Although several
indicators show values close to the minimum threshold, they remain within the acceptable
range. According to Hair et al. (2021), indicators with outer loading values between 0.40-0.70
may still be retained if supported by strong theoretical justification and if their removal does
not significantly increase the AVE or Composite Reliability values. In this study, all variables also
show AVE values greater than 0.50, confirming convergent validity. Therefore, all indicators
were retained for further analysis. Consequently, the measurement model can be considered
valid and reliable, allowing the analysis to proceed to the inner model evaluation stage.

Reliability Test
Reliability testing was conducted by examining the Cronbach’s Alpha and Composite
Reliability values. Indicators are considered reliable if the Cronbach’s Alpha value > 0.70 and
Composite Reliability > 0.70.
Table 3. Cronbach’s Alpha and Composite Reliability

Variable Cronbach's Composite Reliability Composite Reliability
Alpha (rho_a) (rho_c)

Workload 0.928 0.933 0.941

Burnout 0.918 0.919 0.936

Organizational Support 0.920 0.924 0.935

Turnover Intention 0.928 0.930 0.943

Source: Processed Data, 2026

Based on Table 3, the Composite Reliability and Cronbach’s Alpha results indicate
satisfactory values, as all latent variables exceed the threshold of 0.70. This result confirms that
all constructs are reliable, meaning that the questionnaire used in this study is consistent and
dependable as a research instrument.

Discriminant Validity Test

Discriminant validity evaluation aims to ensure that each variable in the research is
conceptually distinct and empirically distinguishable through statistical testing. In models with
reflective indicators, discriminant validity can be evaluated using the Heterotrait-Monotrait
Ratio (HTMT) and cross-loading analysis.

HTMT measures the ratio of correlations between constructs, where lower values
indicate clearer distinctions between variables. Meanwhile, cross-loading analysis evaluates
whether each indicator has the highest correlation with its intended construct compared to
other constructs.

Table 4. Discriminant Validity Test Results — HTMT

Construct Relationship HTMT Value
Burnout ¢ Workload 0.544
Organizational Support <> Workload 0.080
Organizational Support << Burnout 0.590
Turnover Intention <> Workload 0.542
Turnover Intention <= Burnout 0.748

Turnover Intention << Organizational Support  0.610
Source: Processed Data, 2026
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The HTMT threshold for acceptable discriminant validity is less than 0.90 as suggested
by Hair et al. (2017). All HTMT values in this study fall below this threshold, indicating that
discriminant validity has been achieved.

Table 5. Discriminant Validity Test Results — Cross Loading

Indicator Workload Burnout Organizational Support Turnover Intention

BK 1.1 0.857 0.420 -0.016 0.427
BK 1.2 0.873 0.540 -0.033 0.458
BK 2.1 0.757 0.425 -0.033 0.411
BK 2.2 0.848 0.396 -0.017 0.416
BK 3.1 0.738 0.324 -0.083 0.376
BK 3.2 0.797 0.406 -0.047 0.432
BK 4.1 0.806 0.333 0.008 0.322
BK 4.2 0.836 0.427 -0.085 0.434
BT 1.1 0.402 0.831 -0.480 0.590
BT 1.2 0.377 0.844 -0.474 0.581
BT 2.1 0.456 0.875 -0.493 0.595
BT 2.2 0.457 0.816 -0.409 0.558
BT 3.1 0.491 0.852 -0.425 0.586
BT 3.2 0.390 0.835 -0.476 0.588
DO 3.2 0.012 -0.384 0.747 -0.401
DO1.1 -0.083  -0.457 0.781 -0.465
DO 1.2 -0.115  -0.445 0.817 -0.568
DO 2.1 -0.054 -0.431 0.826 -0.467
DO 2.2 -0.043  -0.520 0.841 -0.482
DO 3.1 0.031 -0.450 0.836 -0.468
DO 4.1 -0.002  -0.395 0.770 -0.411
DO 4.2 -0.026  -0.393 0.786 -0.361
TI1.1 0.413 0.569 -0.470 0.832
T11.2 0.446 0.594 -0.531 0.866
TI2.1 0.489 0.612 -0.454 0.859
T12.2 0.465 0.579 -0.432 0.872
TI3.1 0.383 0.545 -0.467 0.836
T13.2 0.408 0.653 -0.573 0.878

The cross-loading results show that each indicator has a higher correlation with its
respective construct than with other constructs. Therefore, all indicators meet the discriminant
validity criteria based on cross-loading analysis. This indicates that each construct represents a
distinct concept and there is no overlap between constructs.

Inner Model Evaluation

The inner model (structural model) evaluation in this study was conducted to analyze
the relationships among latent constructs, namely Workload, Organizational Support, Burnout,
and Turnover Intention, and to assess the model’s ability to explain the endogenous variables.
The evaluation includes multicollinearity testing (VIF), coefficient of determination (R?),
predictive relevance (Q?), and effect size (f2) to assess the strength and predictive capability of
the model.
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Multicollinearity Test (VIF)
Multicollinearity testing was conducted using the Variance Inflation Factor (VIF) to determine
whether there are excessively strong relationships among exogenous variables. The acceptable
threshold for VIF is less than 5, with a more conservative threshold of less than 3.3.

Table 6. VIF Test Results

Variable Relationship VIF Value
Workload = Burnout 2.624
Workload - Turnover Intention 2.333
Organizational Support - Burnout 2.365
Organizational Support = Turnover Intention 2.333
Burnout - Turnover Intention 1.177

Source: Processed Data, 2026

All VIF values are below the acceptable thresholds, indicating that no multicollinearity
issues exist in the structural model. Thus, each variable independently contributes to explaining
turnover intention.

Goodness of Fit Test (R and Q?)
Table 7. Goodness of Fit Results

Endogenous Variable R? Adjusted R? Q?
Burnout 0.532 0.526 0.370
Turnover Intention 0.604 0.596 0.435

The R? value for Burnout is 0.532, indicating that Workload and Organizational Support
explain 53.2% of the variance, which falls within the moderate category. The Q? value of 0.370
(>0) indicates good predictive relevance. For Turnover Intention, the R? value is 0.604, indicating
that Workload, Organizational Support, and Burnout explain 60.4% of the variance, categorized
as substantial. The Q2 value of 0.435 (>0) also confirms good predictive relevance.

Effect Size Test (f?)

The effect size (f?) test was conducted to evaluate the magnitude of the contribution of
each exogenous variable in explaining the endogenous variables within the structural model.
The 2 value reflects the extent to which an exogenous construct contributes to the increase in
the coefficient of determination (R?) of an endogenous construct when the predictor is included
in the model. According to Hair et al. (2021), effect size values can be interpreted as large (f* >
0.35), medium (0.15 < f2 < 0.35), small (0.02 < f2 < 0.15), and very small (f2 < 0.02).

Table 8. Effect Size Results

Variable Relationship f2 Interpretation
Workload = Burnout 0.501 Large
Workload - Turnover Intention 0.179 Medium
Burnout - Turnover Intention 0.118 Small
Organizational Support - Burnout 0.583 Large
Organizational Support = Turnover Intention 0.233 Medium

Based on the results presented in Table 4.12, the relationship between Workload and
Burnout has an effect size value of 0.501, which falls into the large category. This indicates that
workload plays a substantial role in increasing the level of burnout experienced by employees.
In the context of the hospitality industry, employees often face demanding service standards,
tight schedules, and high customer expectations, which can significantly contribute to emotional
exhaustion when workload becomes excessive.
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Similarly, the relationship between Organizational Support and Burnout shows an effect

size value of 0.583, which is also categorized as large. This finding suggests that organizational
support has a strong influence on employees’ burnout levels. Adequate organizational support,
such as recognition, fair treatment, and concern for employee well-being, can help employees
cope with work pressure and reduce the risk of burnout. Conversely, a lack of support may
increase psychological strain and emotional fatigue among employees.
Meanwhile, the influence of Workload on Turnover Intention has an effect size value of 0.179,
which falls within the medium category. This indicates that workload moderately contributes to
employees’ intentions to leave their jobs. When employees consistently experience excessive
workload, they may perceive the work environment as stressful and unsustainable, which
increases the likelihood of considering alternative employment opportunities.

The relationship between Organizational Support and Turnover Intention shows an
effect size value of 0.233, also categorized as medium. This result indicates that organizational
support plays an important role in influencing employees’ intentions to remain in or leave an
organization. Higher levels of organizational support may strengthen employees’ commitment
and emotional attachment to the organization, thereby reducing their intention to leave.

Furthermore, the effect size of Burnout on Turnover Intention is 0.118, which falls into
the small category. Although the effect is relatively smaller compared to the other relationships,
burnout still contributes to explaining turnover intention. Employees who experience emotional
exhaustion and psychological fatigue may gradually lose motivation and engagement with their
work, which ultimately increases their intention to leave the organization.

Overall, these findings indicate that Burnout is strongly influenced by Workload and
Organizational Support, while Turnover Intention is influenced by a combination of Workload,
Organizational Support, and Burnout. This suggests that both job demands and job resources
play important roles in shaping employees’ psychological conditions and behavioral intentions
within the organization.

Hypothesis Testing

Hypothesis testing in this study was conducted using SmartPLS 4.0 by examining the path
coefficients, t-statistics, and p-values obtained from the bootstrapping procedure. According to
Hair et al. (2021), a relationship between variables is considered statistically significant if the t-
statistic value exceeds 1.96 and the p-value is less than 0.05 at the 5% significance level. The
path coefficient indicates the strength and direction of the relationship between variables in the
structural model.

Direct Effects
Table 9. Path Coefficient Results (Direct Effects)

Relationship Original Sample T-Statistic P-value
Workload = Burnout 0.485 8.277 0.000
Organizational Support -0.523 8.192 0.000
- Burnout

Burnout - Turnover 0.317 3.807 0.000
Intention

Workload - Turnover 0.327 5.471 0.000
Intention

Organizational Support -0.383 5.297 0.000

- Turnover Intention
The results of the structural model analysis indicate that all direct relationships
proposed in the hypotheses are statistically significant. First, the relationship between Workload
and Burnout shows a positive and significant effect with a path coefficient of 0.485, a t-statistic
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of 8.277, and a p-value of 0.000. This result indicates that higher levels of workload are
associated with higher levels of burnout among employees.

Second, Organizational Support has a negative and significant effect on Burnout, with a
coefficient of —0.523, a t-statistic of 8.192, and a p-value of 0.000. This finding suggests that
stronger organizational support can effectively reduce employees’ burnout levels.

Third, Burnout significantly influences Turnover Intention, as indicated by a positive
path coefficient of 0.317, a t-statistic of 3.807, and a p-value of 0.000. This means that
employees who experience higher levels of burnout tend to develop stronger intentions to leave
their jobs.

Fourth, Workload has a positive and significant effect on Turnover Intention, with a
coefficient of 0.327, a t-statistic of 5.471, and a p-value of 0.000. This result indicates that
employees experiencing higher workloads are more likely to consider leaving their
organizations.

Finally, Organizational Support negatively affects Turnover Intention, with a coefficient
of —0.383, a t-statistic of 5.297, and a p-value of 0.000. This indicates that when employees
perceive higher levels of support from their organization, their intention to leave the
organization decreases.

Indirect Effects (Mediation)
Table 10. Indirect Effect Results

Relationship Original Sample T-statistic P-value
Workload - Burnout 0.154 3.348 0.001
- Turnover Intention

Organizational Support -0.166 3.413 0.001

- Burnout -
Turnover Intention

The mediation analysis results indicate that Burnout significantly mediates the
relationship between Workload and Turnover Intention, with a path coefficient of 0.154, a t-
statistic of 3.348, and a p-value of 0.001. This finding suggests that excessive workload increases
burnout, which subsequently leads to a higher intention among employees to leave their jobs.
Similarly, Burnout also significantly mediates the relationship between Organizational Support
and Turnover Intention, with a coefficient of —0.166, a t-statistic of 3.413, and a p-value of 0.001.
This indicates that stronger organizational support reduces burnout, which in turn lowers
employees’ intentions to leave the organization.

Overall, these findings confirm that Burnout acts as an important mediating mechanism
that explains how job demands (workload) and job resources (organizational support) influence
employees’ turnover intention.

Discussion

The Effect of Workload on Burnout

The findings of this study indicate that workload has a positive influence on burnout
among employees. This result suggests that when employees experience higher levels of
workload, they are more likely to experience emotional exhaustion and psychological fatigue.
In the context of the hospitality industry, employees often face demanding service standards,
high customer expectations, and dynamic working conditions that require continuous physical
and emotional effort. When these demands become excessive and persist for a prolonged
period, employees may experience a decline in psychological resilience and energy, which
eventually leads to burnout.
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From the perspective of the Job Demands—Resources (JD-R) Theory, workload is
categorized as a job demand that requires sustained physical and psychological effort. When
job demands exceed employees’ capacity to cope and are not balanced with sufficient job
resources, employees tend to experience work pressure, emotional exhaustion, and reduced
psychological well-being. This condition gradually increases the likelihood of burnout as
employees struggle to maintain performance while coping with continuous work demands.

The findings of this study are consistent with previous research conducted by Huang et
al. (2020), Kim and Park (2021), and Ungiiren et al. (2024), which demonstrated that excessive
workload significantly increases employees’ burnout levels. These studies emphasize that
workload is one of the primary stressors in the workplace, particularly in service-oriented
industries where employees must constantly interact with customers and maintain high service
quality. Therefore, organizations need to carefully manage workload distribution to prevent
prolonged psychological strain among employees.

The Effect of Organizational Support on Burnout

The results of this study show that organizational support has a negative relationship
with burnout. This indicates that when employees perceive higher levels of support from their
organization, their risk of experiencing burnout decreases. Organizational support plays an
important role in helping employees cope with work pressure and maintain their psychological
well-being.

Within the JD-R Model, organizational support is considered a job resource that helps
employees deal with demanding work conditions. Forms of support such as recognition of
employee contributions, fair treatment, supportive leadership, and attention to employee well-
being can strengthen employees’ emotional resilience and help them manage work-related
stress. When employees feel valued and supported by their organization, they are more likely
to maintain positive attitudes toward their work and experience lower levels of emotional
exhaustion.

These findings are consistent with the studies of Tran et al. (2025) and Jyoti (2024),
which emphasize that adequate organizational support can reduce burnout and improve
employees’ psychological endurance. In supportive organizational environments, employees
tend to feel more appreciated and motivated, which reduces the likelihood of experiencing
severe emotional fatigue. Therefore, strengthening organizational support systems can be an
effective strategy to protect employees from burnout, particularly in industries with demanding
work conditions.

The Effect of Burnout on Turnover Intention

The findings of this study also reveal that burnout has a positive influence on turnover
intention. This means that employees who experience higher levels of emotional exhaustion
and psychological fatigue are more likely to consider leaving their jobs. Burnout often leads to
reduced job satisfaction, decreased motivation, and weakened emotional attachment to the
organization. As these negative feelings accumulate, employees may begin to seek alternative
employment opportunities that offer better working conditions or lower psychological pressure.

According to the JD—R Theory, burnout occurs when employees are unable to balance
job demands with the resources available to them. When employees consistently face
demanding work conditions without adequate support, their psychological capacity to cope
with work pressure decreases. This situation not only affects their work performance but also
influences their long-term commitment to the organization.

The results of this study are in line with previous research conducted by Kim and Park
(2021), Zheng et al. (2024), and Galanis et al. (2024), which found that burnout is a major factor
contributing to employees’ intention to leave their organizations. These studies highlight that
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burnout does not only affect individual well-being but also has broader implications for
organizational stability, as it can increase employee turnover and reduce workforce
sustainability.

The Effect of Workload on Turnover Intention

The findings also demonstrate that workload has a positive influence on employees’
turnover intention. When employees experience excessive workloads over an extended period,
they may perceive their work environment as stressful and unsustainable. This perception can
gradually encourage them to consider leaving the organization in search of better working
conditions.

Within the JD-R framework, excessive workload represents a high level of job demand
that continuously drains employees’ physical and psychological energy. When employees do not
have sufficient opportunities for recovery or support from their organization, prolonged
exposure to high workload can lead to chronic stress. This condition may reduce employees’
satisfaction with their work environment and increase their desire to leave the organization.

These findings support the results of previous studies by Kim and Park (2021) and Zheng
et al. (2024), which demonstrated that excessive workload is closely associated with employees’
intention to change jobs. In service industries such as hospitality, employees are often required
to work under time pressure while maintaining high service standards. If organizations fail to
manage workload effectively, employees may view job mobility as a rational strategy to reduce
work-related stress.

The Effect of Organizational Support on Turnover Intention

This study also found that organizational support plays a significant role in reducing
employees’ turnover intention. When employees perceive that their organization values their
contributions and cares about their well-being, they tend to develop stronger emotional
attachment and loyalty to the organization. This sense of belonging can reduce their desire to
seek employment elsewhere.

From the perspective of the JD-R Model, organizational support serves as an important
job resource that enhances employees’ motivation and engagement. Supportive organizational
environments can increase employees’ sense of security and stability, making them feel more
comfortable and committed to their work.

These findings are consistent with previous research conducted by Tran et al. (2025) and
Khan et al. (2022), which emphasized that organizational support plays a critical role in reducing
turnover intention. Employees who feel supported by their organization are more likely to
remain committed to their jobs, as they perceive the organization as a place that values their
well-being and professional development.

The Mediating Role of Burnout in the Relationship Between Workload and Turnover Intention

The results of this study indicate that burnout plays an important role in mediating the
relationship between workload and turnover intention. This finding suggests that excessive
workload not only directly influences employees’ intention to leave but also indirectly affects
turnover intention through the psychological condition of burnout.

When employees are exposed to excessive workload, they may gradually experience
emotional exhaustion and mental fatigue. Over time, these psychological pressures accumulate
and weaken employees’ engagement with their work. As burnout increases, employees may
begin to view leaving the organization as a way to escape stressful working conditions.

This finding is consistent with the Job Demands—Resources Theory, which explains that
high job demands can trigger burnout as a psychological response. Burnout then becomes a
mechanism through which work stress translates into behavioral outcomes, such as turnover
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intention. Previous studies by Kim and Park (2021), Bui et al. (2022), Effendi and Suharnomo
(2023), and Tran et al. (2025) also confirm that burnout functions as an important mediating
variable linking work demands and employees’ intention to leave.

The Mediating Role of Burnout in the Relationship Between Organizational Support and
Turnover Intention

This study further demonstrates that burnout also mediates the relationship between
organizational support and turnover intention. Organizational support not only directly reduces
employees’ intention to leave but also indirectly influences turnover intention by reducing
burnout levels.

When employees feel supported by their organization, they tend to experience lower
levels of emotional exhaustion and psychological strain. This supportive environment
strengthens employees’ emotional resilience and enables them to manage work pressure more
effectively. As burnout decreases, employees are less likely to develop intentions to leave their
organization.

These findings align with the JD-R Model, which highlights the role of job resources in
reducing burnout and improving employee well-being. Organizational support serves as a
protective factor that helps employees cope with demanding work environments, thereby
reducing the risk of burnout and its negative consequences.

The results of this study are also consistent with the findings of Tran et al. (2025) and
Jyoti (2024), who demonstrated that organizational support plays a key role in reducing burnout
and strengthening employee commitment. When organizations provide adequate support,
employees are more likely to maintain positive attitudes toward their work and remain loyal to
the organization.

5. Conclusion

This study aimed to examine the influence of workload and organizational support on
turnover intention with burnout as a mediating variable among Generation Z employees. The
analysis was conducted using the Structural Equation Modeling (SEM) approach based on Partial
Least Squares (PLS). The findings indicate that workload plays an important role in increasing
the level of burnout experienced by employees. When employees are exposed to excessive job
demands and continuous work pressure, their physical and emotional energy may gradually
decline, leading to higher levels of work exhaustion. In contrast, organizational support was
found to reduce burnout, suggesting that employees who perceive strong support from their
organization tend to experience better psychological well-being and lower levels of work-
related fatigue.

The study also reveals that burnout significantly contributes to employees’ intention to
leave their jobs. When employees experience prolonged emotional exhaustion and work stress,
they may begin to feel less attached to their organization and consider alternative employment
opportunities. In addition, workload was found to directly increase turnover intention,
indicating that excessive job demands can create dissatisfaction and pressure that encourage
employees to seek better working conditions elsewhere. On the other hand, organizational
support was shown to reduce employees’ intention to leave, highlighting the importance of
supportive organizational environments in strengthening employee commitment and retention.

Furthermore, the findings demonstrate that burnout plays an important mediating role
in explaining how workload and organizational support influence turnover intention. High
workload tends to increase burnout, which in turn strengthens employees’ intention to leave
their organization. Conversely, strong organizational support can reduce burnout, which
ultimately lowers the likelihood of turnover intention. These results emphasize the importance
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of balancing job demands with adequate organizational resources in order to maintain
employees’ well-being and reduce turnover risk, particularly among Generation Z employees
who tend to place greater importance on supportive work environments and psychological well-
being.
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