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Abstract

The retention of healthcare personnel has emerged as a strategic challenge for hospitals, particularly in
the post-pandemic era marked by increased workloads and more complex organizational dynamics.
Rising professional demands require hospitals to adopt more adaptive human resource management
practices. This study examines the role of employee voice and organizational citizenship behavior (OCB)
in employee retention, with conflict resolution as a mediating variable, in private hospitals in
Purwokerto. The research focuses on permanent employees directly involved in hospital service delivery.
Using a quantitative survey approach, data were collected from 240 respondents out of a population of
542 employees and analyzed using Structural Equation Modeling—Partial Least Squares (SEM-PLS). The
results indicate that employee voice does not have a significant direct effect on employee retention,
although it positively influences conflict resolution. In contrast, OCB has a significant positive effect on
both conflict resolution and employee retention. Furthermore, conflict resolution positively affects
employee retention and mediates the relationships between employee voice and employee retention, as
well as between OCB and employee retention. These findings support Social Exchange Theory,
highlighting that positive social exchanges, reflected through prosocial behavior and effective conflict
resolution, can enhance employee commitment and intention to remain in the organization. Practically,
the study suggests that hospitals should foster open communication, strengthen conflict resolution
capabilities, and encourage extra-role behaviors to retain high-quality healthcare personnel.

Keywords: Employee Voice (EV); Organizational Citizenship Behavior (OCB); Conflict Resolution (CR);
Employee Retention (ER).

1. INTRODUCTION

One of the global issues post-COVID-19 pandemic is workforce retention, which has
resulted in increased workload, stress, and mobility of healthcare workers across sectors (Poon et
al., 2022). Employee retention is understood as a phenomenon where employees choose to stay
with their current company and do not actively seek other job prospects (Wijaya, 2022). The
work environment is an important element that influences employees' decisions to stay, because
it is a space to carry out tasks (Bagis et al., 2025). The (OECD Economic Outlook, 2024)
predicts a shortage of more than 10 million medical personnel by 2030, a fact that confirms that
efforts to retain health workers have become a strategic agenda to maintain the sustainability of
the health service system. This condition confirms that healthcare worker retention has become a
crucial global agenda for the sustainability of the healthcare system. A similar phenomenon also
occurs in Indonesia, where the national health system faces severe pressure in maintaining the
availability of competent health human resources (Mahendradhata et al., 2021).

Private hospitals in Central Java face more complex challenges, such as intense
competition, the need to retain experienced staff, and interprofessional communication dynamics
that often give rise to potential conflicts (Mahendradhata et al., 2021). Furthermore, hospitals
need to balance financial efficiency, service quality, and employee job satisfaction to remain
competitive. Several studies have shown that internal communication mechanisms through
employee voice and voluntary behavior outside of formal roles, or organizational citizenship
behavior, influence employee satisfaction and retention intentions (Kim & Cho, 2024). On the
other hand, the effectiveness of conflict resolution in the healthcare sector plays a strategic role
in creating team cohesion, emphasizing turnover intention, and strengthening interprofessional
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relationships. A supportive work environment is a key factor in increasing staff commitment and
retention (Bagis, 2024). However, most related studies still focus on the industrial and education
sectors (Dibben et al., 2023) so the relevance in the health sector, especially hospitals, still needs
to be validated through empirical research.

Employee Voice is understood as a two-way communication mechanism that allows
employees to convey ideas, input, and concerns constructively to the organization. Previous
research findings explain that employee voice has a positive effect on employee retention
because employees who feel heard will have high commitment and loyalty to the organization
(Kim & Cho, 2024). However, empirical findings are not always consistent, other studies show
that employee voice has no effect on employee retention if it is not supported by the organization
(Botha & Steyn, 2023). These differences in results indicate a research gap regarding employee
voice in improving retention, especially in the healthcare sector which has high work pressure.

The healthcare sector, with its dense rules, procedures, and regulations, makes
organizational citizenship behavior increasingly important as a source of competitive advantage
because it relates to employees' extra-role contributions beyond formal job demands (Robbins &
Judje, 2024). Previous research shows that OCB has a positive effect on employee retention
because voluntary behavior creates a harmonious work environment and reduces stress
(Johansson & Hart, 2023), but other studies reveal that OCB can have a negative impact on
employee retention because it has the potential to trigger emotional exhaustion if excessive
(Worku & Debela, 2024). These findings indicate how OCB functions in the healthcare sector,
particularly hospitals, which are characterized by high work demands and the risk of burnout.

One of the factors that influences employee retention is that conflict resolution
mechanisms in private hospitals are still weak (Nikitara et al., 2024). Conflict resolution is the
ability of organizations and individuals to resolve differences constructively to reach a common
understanding. In the health sector, conflict resolution is crucial because multidisciplinary
teamwork has the potential to give rise to differences in perspective and interests. Conflict
resolution in this study functions as a mechanism that bridges employee voice and OCB with
employee retention, so that the relationship between variables is not direct, but through the
quality of interaction and conflict management felt by employees (Bagis & Adawiyah, 2024).
Research shows that conflict resolution has a positive effect on employee retention because good
conflict resolution increases psychological safety and job satisfaction (Nikitara et al., 2024), but
conflict resolution has a negative effect on employee retention because avoidance style actually
decreases it (Nikitara et al., 2024).

Previous studies indicate that employee voice and OCB contribute to the effectiveness of
conflict resolution, although results vary depending on the organizational context (Hongbo et al.,
2021). Conflict resolution is positioned as a mediating variable between employee voice and
OCB on employee retention. This research gap exists because most previous studies have
focused on non-healthcare sectors (Dibben et al., 2023), while the characteristics of
interprofessional conflict and post-pandemic work changes in hospitals have unique dynamics
that have not been widely studied. The urgency of this research is driven by the increasing need
for private hospitals to retain qualified healthcare workers amidst work pressure and burnout.
HR strategies based on employee voice, OCB, and conflict resolution skills are key to
strengthening retention. The novelty of this research lies in the application of a model from the
industrial sector to the context of Indonesian private hospitals and the examination of conflict
resolution as a key mediator in clinical multidisciplinary teams.

This research uses Social Exchange Theory (Blau, 1964) as a grand theory that
emphasizes the principle of reciprocity between organizations and employees. When
organizations provide space for employee voice and recognize their voluntary contributions, a
sense of fairness and engagement emerges, strengthening loyalty and retention. Employees who
feel procedural and interpersonal justice and feel they have high morals tend to exhibit OCB
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behavior (Robbins & Judje, 2024). Organizational support through communication and
recognition of OCB has been shown to strengthen engagement and retention intentions (Poon et
al., 2022). This study is a replication of the study (Sajuyigbe et al., 2024), the novelty of this
study lies in expanding the context from the university education sector to the health sector.
Thus, the aim of this study is to analyze the influence of employee voice and OCB on employee
retention, both directly and through conflict resolution as a mediator, on private hospital
employees in Purwokerto. This research is expected to expand the application of Social
Exchange Theory in the context of healthcare services and provide practical recommendations
for hospital management in strengthening two-way communication, recognition of OCB, and
conflict resolution training to reduce healthcare worker turnover.

2. LITERATURE REVIEW
Sosial Exchange Theory (SET)

Social Exchange Theory (SET) is a relationship characterized by mutual give-and-take,
where individuals engage in reciprocal exchanges that create a sense of responsibility and trust
over time (Cropanzano et al., 2017). This research is based on Social Exchange Theory (Blau,
1964), which emphasizes the principle of reciprocity between organizations and employees.
When organizations provide space for employee voice and recognize their voluntary
contributions, a sense of fairness and engagement emerges, strengthening loyalty and retention.
Employee voice and organizational citizenship behavior in the context of SET are forms of
employee social contribution that reflect positive exchanges between employees and the
organization. Research shows that collaborative and fair conflict resolution strengthens the
influence of employee voice and OCB on employee commitment and loyalty (Dibben et al.,
2023). Within the SET framework, conflict resolution acts as a mediator that maintains the
quality of positive social exchanges, so that employees feel psychologically safe and motivated
to remain in the organization (Sajuyigbe et al., 2024). Research (Kim & Cho, 2024) also
confirms that the combination of employee voice, OCB, and conflict resolution strategies
contributes significantly to employee retention in the healthcare sector. Thus, the application of
SET in this study confirms that employee voice and OCB will have a maximum impact on staff
retention when facilitated by conflict resolution as a strategic mediator. This is particularly
relevant for the hospital sector, which experiences high levels of work pressure.

Employee Voice and Employee Retention

Social Exchange Theory views that with the recognition of employee voices, reciprocal
relationships become more positive, so that employees tend to maintain long-term working
relationships (employee retention) as a form of reciprocation for the organization's appreciation.
Employee voice means employees verbally express ideas, problems, and opinions about their
superiors or employee interests that have been on their minds, either through formal or informal
mechanisms, whether through their duties and obligations or not (Asih et al., 2021). Employee
voice is a strategic measure to increase retention. They assert that organizations that encourage
employees to share their views and opinions foster a sense of belonging and commitment,
thereby reducing turnover intentions. The relationship between active employee engagement
through voice mechanisms and retention is crucial (Plessis & Beer, 2022) (Plessis & Beer,
2022). Other research has found that higher employee voice leads to higher employee retention
rates because employees who feel heard are more committed and loyal to the organization (Kim
& Cho, 2024). This study suggests that developing an organizational culture that values
employee voice increases job satisfaction and is a significant factor in reducing employee
retention rates. Organizations must implement effective communication channels and encourage
open dialogue to leverage employee voice as a tool for employee retention.
H1: Employee voice has a positive effect on employee retention.



EDUNOMIKA (ISSN:2598-1153) Vol. 10 No. 01, 2026

Organizational Citizenship Behavior and Employee Retention

From the perspective of Social Exchange Theory, it explains that OCB reflects a positive
social exchange that is ongoing when employees demonstrate OCB, they form commitment and
loyalty to the organization, thus increasing their likelihood of remaining. Organizational
Citizenship Behavior (OCB) is voluntary behavior outside of formal work roles that supports
organizational effectiveness, such as helping coworkers, maintaining team harmony, and
demonstrating loyalty to the organization (Hongbo et al., 2021). Recent research has shown a
correlation between employee OCB and employee retention. That when employees are satisfied
with their jobs, they tend to exhibit positive OCB, which in turn is related to a lower likelihood
of employee turnover (Dwiyanti & Hidayah, 2022). This study found that job satisfaction
mediates the relationship between psychological contract breach and OCB. They emphasized
that commitment built through engagement and OCB creates a more stable workforce.
H2: Organizational Citizenship Behavior has a positive effect on Employee Retention.

Conflict Resolution and Employee Retention

Still from the perspective of Social Exchange Theory, conflict resolution, the ability of
organizations and individuals to resolve conflicts fairly and constructively strengthens a sense of
justice and social support, thereby increasing employee retention, in accordance with the social
exchange mechanism in SET. Organizational conflict resolution encompasses a series of
procedures and practices designed to identify, manage, and resolve disputes between individuals
or groups so that organizational goals are achieved and working relationships are maintained
(Dunford et al., 2019). Given the crucial role of culturally competent conflict resolution within
the discipline, this study demonstrates that employee retention from diverse backgrounds
depends on effective conflict management arising from cultural differences. Conflict resolution
functions as a form of organizational reciprocity towards the active participation of employees,
as knowledge sharing in (Ramadhan et al., 2025) research represents a social exchange that
encourages innovative behavior. Research indicates that implementing standardized protocols
for conflict resolution strengthens staff retention in multicultural environments (Roy, 2022). On
the other hand, exploring how conflict resolution significantly affects employee retention in the
work environment, especially in sectors with rapidly changing dynamics (Hamedani et al.,
2025). Their findings confirm that effective conflict management, combined with recognition
from coworkers, increases employee retention rates.
H3: Conflict Resolution has a positive effect on Employee Retention

Employee Voice and Conflict Resolution

According to Social Exchange Theory, when organizations provide space for employees
to voice their opinions (employee voice), employees feel valued and reciprocate with
commitment to the organization, including through constructive conflict resolution. Employee
voice is an important mechanism for conveying ideas, complaints, and solutions within an
organization (LePine & Van Dyne, 1998). Research shows that when employees are given space
to express their opinions, they feel valued and have the opportunity to participate in the problem-
solving process, which encourages a more open, expeditious, and effective conflict resolution
process (Chaudhry, 2021). This empirical study demonstrates that employee involvement in two-
way communication has a direct impact on the effectiveness of conflict resolution. Thus,
employee voice has a strategic role in building a fair and participatory conflict resolution
mechanism. Based on the theory and the results of the empirical study, the following hypothesis
is formulated:
H4: Employee Voice has a positive effect on Conflict Resolution.
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Organizational Citizenship Behavior and Conflict Resolution

In the Social Exchange Theory concept, extra-role behavior such as Organizational
Citizenship Behavior (OCB) shows positive reciprocity towards the employee's organization,
which shows that OCB tends to contribute to collective social relations and supports the creation
of more effective conflict resolution. OCB reflects voluntary behavior to help coworkers,
maintain team harmony, and support organizational goals (Organ, 1988). This behavior becomes
the foundation for positive interpersonal relationships, thus facilitating conflict resolution
(Jufrizen et al., 2024). In SET relationships, OCB as a form of voluntary contribution creates a
healthy reciprocal relationship, which makes it easier for the conflict process to be handled
collaboratively. Further research by (Hongbo et al., 2021) shows that employees with high levels
of OCB are more likely to use collaboration strategies in conflict resolution compared to
avoidance styles. This is reinforced by(Almeida, 2021)who stated that OCB increases emotional
involvement between employees, thereby encouraging the creation of a work environment that
supports conflict resolution. Strong OCB becomes social capital for organizations in resolving
conflicts with a win-win solution approach.
H5: Organizational Citizenship Behavior has a positive effect on Conflict Resolution.

Conflict Resolution mediates the relationship between Employee Voice and Employee
Retention

From a Social Exchange Theory perspective, employee voice improves the quality of
interaction and trust between parties, which through conflict resolution mechanisms leads to
increased retention, demonstrating a reciprocal pathway consistent with the SET principle.
Conflict resolution is key to transforming voice into a positive experience, through fairness,
responsiveness, and problem-solving. Involving employees in the conflict resolution process
through their voice significantly impacts their subsequent satisfaction and retention. Several
studies have emphasized the importance of involving employee input in decision-making, stating
that this involvement not only facilitates effective outcomes but also reduces turnover intentions
(Chaudhry, 2021). Another study argues that when managers are open to feedback and conflict
resolution, it creates a trusting environment where employees feel valued and understood, which
in turn increases employee retention (McCarthy & Keller, 2021). Evidence from these recent
studies suggests that conflict resolution acts as a mediator between employee voice and
employee retention.
H6: Conflict Resolution Mediates Employee Voice and Employee Retention

Conflict Resolution Mediates the Relationship Between Organizational Citizenship
Behavior and Employee Retention

In Social Exchange Theory OCB as a form of voluntary contribution shows the existence
of a reciprocal balance, and when followed by effective conflict resolution, this strengthens the
employee's long-term commitment to the organization. Factors that influence OCB include
employees and show that adequate support in conflict resolution increases employees' emotional
attachment to the organization, which in turn increases OCB. (Jufrizen et al., 2024) found that
this emotional connection fosters the willingness to engage in OCB and thus reduces turnover
intentions by creating a positive work environment, (Na-Nan et al., 2021) identified
organizational commitment as a mediator between various factors such as job satisfaction and
OCB. Their research indicates that a supportive conflict resolution environment increases
organizational commitment among employees, which directly correlates with increased OCB
and subsequently leads to higher retention rates.
H7: Conflict Resolution Mediates the Relationship Between Organizational Citizenship
Behavior and Employee Retention



EDUNOMIKA (ISSN:2598-1153) Vol. 10 No. 01, 2026

EMPLOYEE VOICE

HE
CONFLICT
RESOLUTION e
TTTH3

EMFLOYEE
RETENTION

ORGANIZATIONAL
CITIZENSHIP
BEHAVIOR

H5
‘ 7

Picture 1. Framework of Thought

3. METHODOLOGY

This research is a quantitative study with a replica design that adopts the conceptual model
from research (Sajuyigbe et al., 2024) regarding the influence of employee voice, organizational
citizenship behavior on employee retention, with conflict resolution as mediation. This research
was conducted in the healthcare sector to reexamine the model in a different context, namely the
healthcare sector. This approach was chosen to obtain empirical evidence regarding the
consistency of the relationships between variables in the healthcare environment.

The population of this study was 85 employees of Hospital 1, 348 employees of Hospital 2,
and 109 employees of Hospital 3, so that the total population was 542 people. The sampling
technique used purposive sampling with the criteria of permanent employees who have worked
for at least one year. The number of samples was determined using the Slovin formula with an
error rate of 5% so that a minimum of 230 respondents were obtained, but to increase the level
of accuracy of the research results, the sample became 240 respondents. Data collection was
carried out offline by distributing printed questionnaires directly to respondents with a five-point
Likert scale from 1 (strongly disagree) to 5 (strongly agree).

The data obtained were analyzed using Structural Equation Modeling (SEM) with the help
of Partial Least Squares (PLS) software. Researchers collected questionnaire items from various
references. First, the employee voice variable took five items referring to (Dibben et al., 2023).
Second, the organizational citizenship behavior variable took ten indicators developed by
(Neves et al., 2024). Third, conflict resolution took five indicators referring to (Bisnis & Kristen,
2023). Finally, the employee retention variable included eight items developed by (Urbani et al.,
2023).

4. RESULTS AND DISCUSSION

This study uses Partial Least Square or PLS, with the aim of reducing variable variance
when estimating model parameters. All questionnaire data was prepared for analysis and
collected with a 100% return rate (Hair Jr et al., 2021).

Table 1. Respondent Demographics

dentity Information Frequen Presentati
cy on
Hospital of Origin Hospital 1 65 27,15
Hospital 2 122 50,8
Hospital 3 53 221
Gender Male 101 421
Female 139 57.9
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Age > 18-25 25 10,4
> 25-30 82 34,2
> 30-35 48 20
> 35-40 34 14,2
> 40-50 31 12,9
> 50 20 8,3
Length of work >1-3 52 21,7
> 3-6 83 34,6
> 6-9 50 20,8
>9-10 55 22,9
Last education SLTP 1 4
SLTA 49 20,4
Sarjana (S1) 114 47,5
Magister (S2) 4 1,7
Diploma (D3) 62 25,8
Other 10 472

Based on demographic data in table 1. The majority of respondents came from Hospital as
many as 122 respondents (50.8%) because the institution has a larger workforce or a higher level
of respondent participation compared to other institutions. In terms of gender, the majority of
respondents were women as many as 139 (57.9%) because the general characteristics of health
workers in Indonesia are filled with many female workers in nursing positions. If seen from the
SPSS data for the work unit, the majority of respondents were nurses with 83 respondents
(34.4%), this indicates that in the hospital industry the majority of human resources are nurses. It
can also be seen that the majority of respondents had a bachelor's degree (47%), which indicates
that hospitals recruit more employees with a bachelor's degree because many medical and non-
medical positions in health facilities require higher education qualifications. For the age group,
most respondents were in the age range > 25-30 as many as 82 respondents (34.2%) with the
most work period > 3-6 years, namely 34.6%, which indicates that respondents have long
experience and a good understanding of procedures and operations. The following is data
management carried out by applying the PLS 3 method. The purpose of this data analysis is to
gain a deeper understanding of the relationship between variables.
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Picture 2. Results of SEM-PLS Model Analysis
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Based on Figure 1.2, the outer loading results for each studied variable are presented. The
data were analyzed in two rounds, eliminating indicators X1.2 and X2.10. Because these
indicators have outer loading values below 0.6, while their outer loading values are above 0.6,
the indicators are acceptable (Hair Jr et al., 2021).

Table 2. Outer Loading

Indicator Items Outer_
Loading
EV1 | feel comfortable expressing my opinions and ideas at work. 0,69
EV?2 I am encouraged to share my thoughts and suggestions. 0,53
3
My supervisor listens to and acts on my input. 0,80
EV3 9
My supervisor gives employees the opportunity to be heard when 0,84
EV4 -
they challenge management decisions. 2
My supervisor learns from his or her mistakes and finds ways to
. S . X ) 0,76
EV5 improve organizational processes through discussions with 7
employees.
In my organization, employees help new colleagues voluntarily. 0,80
0ocCB1 8
In my organization, employees volunteer to join new work teams. 0,77
0oCB2 o
In my organization, when someone needs to be replaced, they take 0,74
0oCB3 7
the initiative to support them. 1
OCB4 In my organization, employees start work immediately and manage 0,78
their time effectively. 2
In my organization, when there is a need to make changes to the 0,82
OCB5 ) . g ;
schedule, there is attention to giving advance notice. 5
In my organization, employees find innovative solutions to improve 0,78
OCB6 .
the quality of work. 6
OCB7 In my organization, employees help overwhelmed coworkers. 0,8
In my organization, employees volunteer to take on non-mandatory 0,76
OCBS8
roles and tasks. 5
In my organization, employees strive to acquire new skills that can 0,71
OCB9 . .
help them improve their work. 4
In my organization, employees assist their managers whenever 0,40
OCB10 . )
needed and are readily available. 4
CR1 | feel my boss resolves conflicts quickly. 0,84
| feel my boss resolves conflicts fairly. 0,84
CR2 4
CR3 | feel my boss resolves conflicts according to the rules. 0,89
9
| feel my boss resolves conflicts thoroughly. 0,82
CR4 7
| feel my boss resolves conflicts with dignity. 0,87
CR5 9
ER1 | feel committed and want to remain with this organization long- 0,80
term. 8
ER?2 | feel a strong emotional bond with this organization. 0,84
6
ER3 | feel a strong belief in the organization's vision and mission. 0,82
4
ER4 | feel a strong sense of loyalty to this organization. 0,86
8
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ERS | feel valued and appreciated by this organization as an employee. 0,81
1
ER6 | feel highly satisfied with my work in this organization. 0,82
4
| feel 1 have the opportunity to continue developing and improving 0,69
ER7 e ——
my skills in this organization. 7
| feel adequately compensated and commensurate with my 0,81
ER8 S ) .
contributions to this organization. 9

Table 2. The analysis results reveal that there is an outer loading value of 0.6 for the
variables employee voice, organizational citizenship behavior, and conflict resolution in the
initial research stage. A loading of 0.6 is still often tolerated (Hair Jr et al., 2021) so the
researcher only rejected outer loadings below 0.6. Therefore, it can be said that the outer loading
values of all indicators have sufficient values to meet the requirements for convergent validity.

Table 3. Construct Reliability dan Validity

Cronbach’s rho A Composite AVE
Alpha Reliability
Conflict Resolution 0,913 0,941 0,933 0,737
EmployeeRetention 0,927 0,934 0,940 0,662
Employee Voice 0,796 0,796 0,867 0,621
OCB 0,920 0,923 0,933 0,609

Based on Table 3. above, it shows that the Construct Reliability and Validity values of the
employee voice, organizational citizenship behavior, and conflict resolution variables on employee
retention are greater than 0.7. The Average Variance Extracted (AVE) value also shows that all construct
values are greater than 0.5, so all variables can be declared reliable.

Furthermore, an evaluation of the quality of the structural model was carried out through
the analysis of the R-Square value, the Adjusted R Square value of the conflict resolution
variable was 0.194. This value indicates that employee voice and organizational employee
behavior can explain the conflict resolution variable by 19.4% because, this shows that the
regression model has limited ability to explain the variation of the dependent variable. The
employee retention variable has an Adjusted R-Square value of 0.490, this value indicates that
49% of the factors that influence employee retention are related to the characteristics of
employee voice and organizational citizenship behavior so that it can be said that the Adjusted R
Squared value is moderate.

Table 4. Model Fit
Saturated Model Estimated Model
SRMR 0,095 0,095

Based on Table 4, the model fit test results show that the SRMR value is 0.095. This result
exceeds the 0.08 threshold recommended by (Hair Jr et al., 2021) but a value of 0.10 is often
considered acceptable in some studies. Therefore, it can be concluded that this study model has a
reasonable level of fit and is suitable for use in future analyses.

Table 5. Discriminant Validity

Conflict Employee Employee oC
Resolution Retention Voice B
Conflict 0,858
Resolution
Employee 0,616 0,814
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Retention

Employee Voice 0,419 0,442 0,788

Organizational 0,356 0,534 0,531 0,78
Citizenship 1
Bheavior

The results of the discriminant validity test indicate that all constructs have met the
Fornell-Larcker criteria, indicated by the square root of the AVE value on the diagonal being
higher than the correlation between variables. This condition confirms that each construct,
namely Conflict Resolution, Employee Retention, Employee Voice, and Organizational
Citizenship Behavior, is able to differentiate itself adequately from one another. In addition, the
correlation between variables is relatively low to moderate, indicating the absence of
multicollinearity problems, so that the research instrument can be declared to have good
discriminant validity and is suitable for use in further structural analysis.

Table 6. Path Coefficient

Original Sample Standard T P Values  Result
Sample Mean (M) Deviation  Statistics
(O) (STDEV)
EV-> ER 0.07 0.06 0.04 1.42 0.15 Rejecte
0 6 9 4 5 d
ocB - > 0.33 0.32 0.04 7.32 0.00 Accept
ER 0 8 5 7 0 ed
CR->ER 0.46 0.47 0.04 9.94 0.00 Accept
9 7 7 5 0 ed
EV->CR 0.32 0.32 0.05 5.61 0.00 Accept
0 5 7 9 0 ed
ocB - > 0.18 0.18 0.06 2.69 0.00 Accept
CR 6 9 9 5 7 ed
EV - > CR 0.15 0.15 0.03 474 0.00 Accept
->ER 0 5 2 2 0 ed
ocB - > 0.08 0.09 0.03 2.47 0.01 Accept
CR->ER 7 0 5 6 4 ed

*Employee Voice (EV), Organizational Citizenship Behavior (OCB), Conflict Resolution (CR), Employee
Retention (ER)

Based on table 7 to test the acceptance and rejection of the hypothesis, if the P Values are
less than 0.05 the hypothesis can be accepted and considered significant. The research findings
on the first hypothesis show the original sample of 0.070 which shows positive and insignificant
results based on the sample value between employee voice and employee retention because the
P-Values <0.05. According to the second hypothesis, a significant positive result between
organizational citizenship behavior and employee retention, this result indicates that the second
hypothesis is accepted with the original sample value of 0.330 and p-value of 0.000. The third
hypothesis has a P-Value less than 0.05, the original sample of 0.469 which confirms that
conflict resolution has a significant positive effect on employee retention. While the fourth
hypothesis is significant because it has a P-value <0.05 the original sample value of 0.320
between employee voice and conflict resolution. The fifth hypothesis shows that organizational
citizenship behavior with conflict resolution has a significant effect because it shows a P-Value
<0.05 the original sample value of 0.186 which means the fifth hypothesis is accepted. The sixth
hypothesis shows that conflict resolution mediates the relationship between employee voice and
employee retention, showing a significant positive result with an original sample value of 0.150.
The seventh hypothesis shows that conflict resolution also mediates the relationship between
organizational citizenship behavior and employee retention, with these results, the seventh
hypothesis shows that the P-Value <0.05, which means the seventh hypothesis is accepted.

10
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Discussion
The Impact of Employee Voice on Employee Retention

Employee voice has no effect on employee retention, thus rejecting H1. This finding is in
line with research results showing that employee voice has no effect on employee retention if it
IS not supported by the organization (Botha & Steyn, 2023). This discrepancy in results indicates
a research gap regarding employee voice in improving retention, particularly in the healthcare
sector, which faces high work pressure.

Employee voice isn't always a key determinant in employees' decisions to stay, especially
when the organization doesn't provide a space for appreciation or implementation of that voice.
Thus, employee voice expression isn't a significant factor in employee retention.

From a Social Exchange Theory (SET) perspective, these outcomes can be understood as a
form of imbalance in the reciprocal relationship between employees and the organization. When
employee voices or input are not acted upon, responded to adequately, or do not result in
meaningful change, the behavior of expressing voice is no longer perceived as part of a mutually
beneficial exchange. This can undermine employees' confidence that their informal contributions
will receive emotional or instrumental rewards from the organization.

The indicator with the smallest outer loading value was the statement "'l am encouraged to
share my thoughts and suggestions." This finding confirms the need for companies to build a
culture of open communication accompanied by clear follow-up mechanisms for employee
input. Furthermore, companies can implement voice climate policies such as regular forums and
leadership training focused on active listening to ensure employee voice becomes a valued
channel for participation and has a real impact. Thus, employee voice will have a greater
opportunity to influence employee retention in a responsive organizational context.

The Influence of Organizational Citizenship Behavior on Employee Retention

Organizational citizenship behavior (OCB) has a positive and significant effect on
employee retention, suggesting H2 is accepted. This finding confirms that the higher the level of
voluntary behavior employees exhibit in helping coworkers, demonstrating loyalty, and
contributing beyond formal job demands, the greater their likelihood of remaining or being
retained within the organization (Giovanni & Wulandari, 2023).

From a Social Exchange Theory (SET) perspective, these results reflect a positive
reciprocal relationship between the organization and employees. When employees perceive that
the organization provides support, trust, and a conducive work environment, they are encouraged
to demonstrate OCB, which in turn strengthens their sense of belonging and commitment to the
organization, thus driving their decision to remain (Aprilianti & Shofiyah, 2024).

The statement with the lowest score was "In my organization, employees help managers
whenever they need it and are readily available.” This low score indicates that the willingness to
help superiors is not yet optimal in the organizational context. Companies need to strengthen a
work climate based on collaboration, trust, and mutual respect between subordinates and
superiors. Organizations can implement strategies such as leadership coaching, recognition
mechanisms for altruistic behavior, and supportive management policies so that informal roles
such as helping superiors are not seen as a burden, but rather as a form of mutually beneficial
interpersonal commitment.

These findings align with research by ((Aprilianti & Shofiyah, 2024); Sajuyigbe et al.,
2024); (llyasa & Darmasuti, 2022) which shows that OCB is a significant predictor of employee
retention. This alignment further strengthens the argument that extra-role behavior is not only
valuable for organizational productivity but also plays a strategic role in building strong,
reciprocal, and sustainable social relationships, in accordance with the basic principles of Social
Exchange Theory.
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The Impact of Conflict Resolution on Employee Retention

Conflict resolution has a positive and significant effect on employee retention, or H3 is
accepted. Fair, transparent, and inclusive conflict resolution mechanisms can create a
psychologically safe work environment, thereby reducing work stress, increasing feelings of
appreciation, and strengthening interpersonal relationships in the workplace (Tahir et al., 2024).
From a Social Exchange Theory (SET) perspective, these results reflect a positive reciprocal
relationship, where employees view effective conflict resolution as a form of support and
appreciation from the organization, so they provide reciprocity in the form of commitment and a
decision to remain working in the organization (Blau, 1964). The results of this study support the
view of (Bagis & Adawiyah, 2025) who stated that employee retention is formed through
sustainable organizational mechanisms, not through the direct influence of a single behavioral
variable. Conflict resolution in this study functions as an organizational mechanism that
channels employee voice and OCB into more stable and long-term work relationships.

The statement with the lowest outer loading value was "1 feel my superior resolves
conflicts thoroughly." This indicates that employee perceptions of their superior's competence
and consistency in handling conflicts are still relatively low. Organizations need to strengthen
leadership capabilities, particularly in the areas of conflict management and emotional
intelligence. Several strategic steps that can be taken include leadership responsiveness training,
the implementation of systematic conflict resolution policies, open communication forums, and
the implementation of constructive feedback patterns (Bhakuni et al., 2024). Thus, conflict
resolution is not merely reactive but also becomes part of an organizational culture that supports
harmonious and long-term work relationships.

The findings of this study align with those of (Sajuyigbe et al., 2024) which state that effective
conflict resolution plays a crucial role in maintaining employee retention within the
organization. This consistent finding reinforces the understanding that an organization's ability
to manage conflict not only impacts the dynamics of interpersonal relationships but also has
strategic implications for workforce sustainability and organizational stability.

The Influence of Employee Voice on Conflict Resolution

Employee voice has a positive and significant effect on conflict resolution, confirming H4.
This finding confirms that the higher the level of employee openness in expressing opinions,
suggestions, and constructive criticism, the more effective the conflict resolution process within
the organization. In other words, employee voice acts as a preventive and corrective
communication mechanism, enabling potential conflicts to be identified early and resolved
through open dialogue (Mohamed et al., 2022).

From a Social Exchange Theory (SET) perspective, these outcomes can be understood as a
form of positive reciprocity that occurs in the relationship between organizations and employees.
When organizations provide space for employees to speak up without fear of negative
consequences, employees feel valued, recognized, and empowered, making them more willing to
engage in constructive conflict resolution processes (Chaudhry, 2021). Practical
implementations for organizations include strengthening voice system mechanisms such as two-
way dialogue forums, anonymous reporting channels, and ongoing feedback. Furthermore,
assertive communication training for employees and leaders can be an additional strategy to
ensure that employee voices are not only heard but also included in the decision-making process
in conflict resolution.

These findings align with research (Sajuyigbe et al., 2024) which explains that employee
voice is a crucial factor in increasing the effectiveness of conflict resolution in the workplace.
This consistent finding reinforces the understanding that active employee participation through
the expression of aspirations and opinions not only impacts the dynamics of organizational
communication but also plays a strategic role in maintaining interpersonal relationships.
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The Influence of Organizational Citizenship Behavior on Conflict Resolution

Organizational citizenship behavior (OCB) has a positive and significant effect on conflict
resolution, or H5 is accepted. This finding confirms that employees who exhibit voluntary
behavior are better able to contribute to the conflict resolution process within the organization.
This reinforces the understanding that OCB not only impacts work efficiency but also plays a
strategic role in creating a supportive and harmonious work environment.

When examined through the lens of Social Exchange Theory (SET), these results reflect a
mutually beneficial exchange relationship between the organization and its employees. When
organizations treat employees fairly and supportively, employees respond with extra-role
behaviors such as helping, cooperating, and demonstrating tolerance, which in turn enhances the
organization's ability to handle conflict (Liaquat & Mehmood, 2017). Practical implications
suggest that organizations need to strengthen a conducive work climate by developing an
empathy-based leadership style, programs to strengthen team collaboration, and mechanisms to
reward or recognize prosocial behavior.

These findings align with research (Sajuyigbe et al., 2024) showing that OCB plays a crucial
role in building harmonious work dynamics and enhancing an organization's ability to resolve
conflict. These similar findings reinforce the understanding that extra-role behavior is not merely
a voluntary contribution but also a key element in constructive and sustainable social
relationships.

Conflict Resolution Mediates the Relationship between Employee Voice and Employee
Retention

Conflict resolution mediates the relationship between employee voice and employee
retention, or H6 is accepted. This finding indicates that employee voice does not directly drive
retention, but becomes effective when facilitated by a sound conflict resolution process. In other
words, employees who feel their aspirations are heard and facilitated through fair, constructive,
and responsive conflict resolution mechanisms will feel a stronger emotional connection to the
organization, thereby increasing their likelihood of staying (Laksana et al., 2024).

Viewed through the perspective of Social Exchange Theory (SET), these results reinforce
the understanding that social relationships between organizations and employees are based on
the principle of reciprocity. When organizations provide a safe space for employees to express
their opinions and concretely respond through effective conflict resolution, employees perceive a
positive exchange value in the relationship, which in return demonstrates loyalty, emotional
commitment, and a decision to remain with the organization (Chaudhry, 2021). From an
implementation perspective, companies need to ensure that employee voice systems are not
merely formalities but are integrated with feedback loop mechanisms and clear conflict
resolution procedures. Developing a policy framework, active listening training, and a structured
dialogue forum can strengthen the relationship between these variables in practice.

These findings align with research (Sajuyigbe et al., 2024) which states that employee voice is
effective in increasing retention only when an organization has strong and responsive conflict
resolution capabilities. This alignment emphasizes that, in the context of human resource
management, conveying employee voice cannot significantly impact retention without the
support of an open, solution-oriented organizational culture that fosters harmonious working
relationships.

Conflict Resolution Mediates the Relationship between Organizational Citizenship
Behavior and Employee Retention

Conflict resolution mediates the relationship between organizational citizenship behavior
(OCB) and employee retention, or H7 is accepted. Voluntary employee behavior in helping
coworkers and contributing beyond the formal demands of their jobs can increase retention rates
when the organization is able to manage conflict effectively (Sajuyigbe et al., 2024). In other
words, OCB encourages the creation of a supportive and collaborative work environment, and its
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influence on employee retention is more visible when conflict resolution is carried out fairly,
coently. (Bagis & Adawiyah, 2024) emphasize that employee behavior and attitudes are formed
through social dynamics and interaction mechanisms within the organization, not through direct
relationships. When analyzed from the perspective of Social Exchange Theory (SET), these
results reflect that positive employee behavior, such as OCB, is part of a social exchange that
occurs when they feel valued and treated fairly by the organization. When conflict resolution is
effective, employees perceive tangible reciprocity for their contributions, including prosocial
behavior, thus strengthening the emotional and psychological bond between employees and the
organization (Blau, 1964). As a practical implication, organizations need to strengthen their
conflict management systems structurally, through leadership training in conflict handling,
providing open communication channels, and strengthening an organizational culture that
emphasizes cooperation and appreciation for voluntary contributions.

These findings align with research (Sajuyigbe et al., 2024) showing that OCB only
significantly impacts retention when an organization has strong and responsive conflict
resolution mechanisms. The consistency of these findings emphasizes that, from a SET
perspective, employee retention is not solely the result of positive individual behavior, but rather
the outcome of a healthy reciprocal relationship between employees and the organization,
particularly when conflict is managed fairly and constructively.

5. CONCLUSION

From the research results, it was concluded that the dynamics of employee behavior,
especially employee voice, organizational citizenship behavior (OCB), and the organization's
ability to manage conflict, have an important role in building health worker retention in private
hospitals. Although employee voice does not directly increase employee retention, the findings
suggest that employee voice becomes meaningful when organizations are able to channel it
through effective conflict resolution mechanisms. Conversely, OCB consistently demonstrates
prosocial behavior that strengthens positive social exchange relationships and directly
contributes to employees' decisions to stay. The role of conflict resolution mediation is evidence
that the quality of interaction between employees and the organization not only affects work
comfort, but also reaffirms the principles of Social Exchange Theory that underlie this research.
Therefore, this study is significant because it provides a new understanding that retention is not
solely determined by individual behavior, but primarily by how organizations respond to and
manage these dynamics constructively. These findings are noteworthy for policymakers, hospital
management, and future researchers, as they provide a practical and theoretical foundation for
designing retention strategies that are more humane, responsive, and oriented toward the quality
of work relationships. This study has limitations that should be considered when interpreting the
findings. The study's limited context within a private hospital limits the generalizability of the
results to other healthcare sectors, such as government hospitals or non-healthcare institutions,
which have different organizational and regulatory characteristics. Furthermore, this study did
not include other contextual factors, such as leadership style, organizational climate, or
workload, which could potentially influence employee retention empirically. Future researchers
could combine quantitative and qualitative approaches to gain a deeper understanding of how
employee voice is perceived, channeled, and acted upon by organizations.
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