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ABSTRACT

Insurance industry is one of the essential sectors that are considered vital in this globalization era. Although
this industry in Indonesia is experiencing growth, there is a problem that has not been solved, which is
specifically about the low retention-rate of insurance agents. Therefore, the purpose of this study was to examine
the effect of professional identity and perceived organizational support on the intention to quit from work with
job satisfaction as a mediating role among the XYZ insurance agents. The sample was taken by using the
purposive sampling method consisting of 200 respondents, and the data analysis used AMOS software version
21. The results of this study indicate that both professional identity and perceived organizational support have
a positive and direct effect on job satisfaction, while job satisfaction has a negative and direct effect on the
intention to quit. Professional identity and perceived organizational support have a negative and indirect effect

on the intention to quit through job satisfaction as the fully mediating variable.
Keywords: professional identity, perceived organizational support, job satisfaction, intention to quit

1. INTRODUCTION

Insurance industry is one of the essential sectors that are
considered vital in this era of globalization, which is useful
for protecting an individual from the risks originating from
natural factors and human beings’ actions, by transferring
these risks to the insurance companies [1]. Over time, in
today's modern society, insurance has become one of the
basic necessities, especially the life and health insurance. In
Indonesia, this is evidenced by the increasing demand for
insurance which goes hand-in-hand with an increase in
income and public awareness of the importance of
anticipating the risks [2]. Although the insurance industry is
experiencing growth, there is a problem that cannot be
resolved, namely the low retention-rate of insurance agents
[3].

Quitting behavior is a situation that describes the condition
of a worker leaving the organization where he / she works.
If a worker is dismissed unilaterally by the organization, it
is called involuntary turnover, while a worker who decides
to leave the organization on his / her own decision is known
as voluntary turnover [4]. Previous research stated that
quitting behavior can be realized into a concrete action as a
result of a strong urge known as the intention to quit [5].
The intention to quit is a form of intention that is
consciously and deliberately decided by a worker which
shows a probability for him or her to leave the organization
voluntarily in the future in which there is an attraction to
find a new job [6].

Many studies analyze the factors related to the intention to
quit and show a significant correlation of various external
and internal factors that can coordinate with each other and
cause a combined effect, resulting in the intention to quit
[5]. The factor that is considered to have the most
significant influence on wanting to quit is the job
satisfaction, which has been proven through various studies,
one of which was conducted on 320 academic and non-
academic staffs in Nigeria [6]. Meanwhile, according to
other research conducted in Virginia, another factor that
also affects the intention to quit is the organizational support
[7]. Research on 457 nurses at the Regional General
Hospital in Cairo proved that professional identity also
plays an important role in the intention to quit [8].
Moreover, [5] also found that job satisfaction is a mediating
variable in the relationship between organizational support
and the intention to quit.

In Indonesia, recently the growth of insurance sector has
increased rapidly [2]. Based on the 2013 Insurance Sector
Statistical Data issued by the Financial Services Authority
(OJK), it shows that the total life-insurance companies
having a business license to operate in Indonesia were 51
companies [9]. One among the insurance company is XYZ,
which is one of the largest and best insurance companies in
Indonesia [10]. This is evidenced by the Top Life Insurance
and The Best Sharia awards in 2018.
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2. BACKGROUND

2.1. Professional Identity

Professional identity is a unique professional perception
that a worker has about him / herself in relation to the work
he / she does according to specific abilities which is an
important aspect in realizing the work-related success and
organizational goals.
Based on the research conducted by [11] and [5],
professional identity can be measured by using two
dimensions, namely:
1) Community membership
Through community membership, a worker can define
who he / she is through participation and proving him /
herself to other people around, both known and
unknown.
2) Learning lane
Through the learning path, a worker can define him
/herself based on the position and job role he / she is
doing now and in the future.

2.2. Organizational Support

Organizational support is a global perception that a worker

has about the organization where he or she works in an

effort to maintain welfare, respect for work contributions,

and increase the ability and quality of workers themselves,

in order to increase work effectiveness and productivity in

the organization.

The literature written by [12] and the research conducted by

[13] stated that basically there are three main dimensions of

organizational support, namely:

1) Justice
A fair attitude that is applied repeatedly by
organizations is considered to be one of the dimensions
of organizational support. This fair attitude is shown in
the structural and social aspects that apply in day-to-day
operations, or more simply, justice is shown through
organizational policies and fairness in treatment.

2) Support from superiors
In an organization, superiors are individuals who have
the responsibility to orient, direct, assess, and evaluate
performance, as well as paying attention to the socio-
economic welfare of the workers. So, a good boss is
believed to be an indication of organizational support.

3) Job condition
Research has shown that in human-resource practices,
the recognition received by a worker from an
organization is believed to be one dimension of the
organizational support. This recognition can be shown
through appreciation and a comfortable working
environment such as: salary increases and promotions,
job security, autonomy rights, pressure at work,
training, and organizational size.

2.3. Work Decision

The definition of job satisfaction is a positive attitude from
the workers which includes feelings and behavior towards
their work which is shown in the form of appreciation by
achieving one of the important values of the job.
[14] and [15] stated that there are five main dimensions of
job satisfaction which include:
1) The work itself
Jobs that can be said to provide satisfaction are
interesting and challenging jobs, jobs that vary, and jobs
that can develop abilities.
2) Organization management
Organizations that have a good management system
such as a clear work bureaucracy, a system for
promotion and clear career paths, and good leadership
attitudes, are considered to support job satisfaction.
3) Work environment
A pleasant work environment and good co-workers can
increase job satisfaction.

2.4. Intention to Quit

The intention to quit is the intention of a worker to withdraw
from the organization it serves and is followed by a series
of concrete behaviors on the basis of his / her own choice so
that the job position must be replaced by someone else.
Based on the research conducted by [5], the dimensions of
the intention to quit consist of:
1) The idea of quitting
This is the existence of a worker thinking to leave an
organization.
2) Intention to quit
There is an attitude of a worker that shows the
indications of leaving such as minimizing work effort
and canceling important jobs.
3) Intention to seek
There is an attitude of a worker to look for other
organizational alternatives, and ask the questions related
to other organizations.
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Figure 1 Theoritical framework

Based on the theoretical framework above, the hypotheses
in this study can be described as follows:
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: Professional identity has an effect on job satisfaction

among the XYZ insurance agents.

H»: Organizational support has an effect on job satisfaction

among the XYZ insurance agents.

: Job satisfaction has an effect on the intention to quit

among the insurance agents of XYZ.

H.: Professional identity has an effect on the intention to
quit among the insurance agents of XYZ.

Hs: Organizational support has an effect on the intention to
quit among the insurance agents of XYZ.

He: Professional identity has an effect on the intention to
quit with job satisfaction as a mediator among the XYZ
insurance agents.

Hj7: Organizational support has an effect on the intention to

quit with job satisfaction as a mediator among the XYZ

insurance agents.

H

w

3. METHODOLOGY

This research used the method of causal analysis. The
dependent variable in this study is the intention to quit,
while the independent variables are professional identity
and organizational support, with job satisfaction as a
mediating variable between the independent and dependent
variables.

The population contained in this study were all insurance
agents of XYZ Company, totaling 3,000 people. In this
study, the sample taken was all XYZ agents in the NMY
Unit, totaling 200 people. The basis for selecting the
number of samples included in this study is based on the
theory presented by [16], namely that the number of more
than 30 and less than 500 is commonly used in many
studies. The determination of the sample in this study was
carried out by using a non-probability sampling type,
namely a sampling technique that was not randomly
selected. The non-probability sampling technique used in
this study is the purposive sampling, which is the technique
of selecting subject groups based on certain criteria applied
based on the objectives of the research being carried out.
In this study, the validity test used was construct validity
using the Confirmatory Factor Analysis (CFA) method,
namely by paying attention to the factor-loading on each
statement item. A statement is said to be valid, if the factor
loading is 0.6 [17]. In this study, the reliability test used is
Inter-Item Consistency Reliability by looking at the
Cronbach's Alpha Coefficient. Hence, an instrument is said
to be reliable, if the Cronbach's Alpha is 0.6 [16].

In this study, we used the Structural Equation Modeling
(SEM) to analyze the relationship among the variables, in
form of path analysis. In this study, SEM analysis was
performed using the AMOS software version 21.
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3.1. Statistical-Test Results

3.1.1. The Description of Research Subjects

Table 1 The characteristics of respondents based on

gender
No Gender Frequency (F)  Percentage (%)
1 Male 137 68.5
2 Female 63 31.5

Total 200 100

Source: Data Processing Results (2020)

Table 2 The characteristics of respondents by age

No Age Frequency (F)  Percentage (%)
1 < 25 years old 75 375
2 25 — 34 years 96 48
old
3 35 — 44 years 22 11
old
4 45 — 50 years 3 1,5
old
5. >50 years old 4 2
Total 200 100

Source: Data Processing Results (2020)

Table 3 The characteristics of respondents based on
education

No Education Frequency (F)  Percentage (%)
1 Senior High 12 6
School
2 Diploma 14 7
3 Bachelor 174 87
(S1/S2/83)
Total 200 100

Source: Data Processing Results (2020)

Table 4 The characteristics of respondents by working

period
No Working Frequency (F)  Percentage (%)
Period

1 > 1 year 52 26

2 2 —3 years 79 39.5

3 4 -5 years 43 21.5

4 > 5 years 26 13
Total 200 100

Source: Data Processing Results (2020)

3.2. Validity and Reliability Test

Table 5 Validity Test
Variable Indicator Professional Organizational Job Satisfaction Intention to Quit
Identity (X1) Support (Xz2) Y) (V4)
Professional Identity PL 0.945
PL 0.952
(X1)
PL; 0.916
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PRESS
(0N} 0.929
0S, 0.936
0S3 0.920
Organizational 0S4 0.890
Support (X2) O 0.683
0OSs 0.908
(ONY) 0.919
OSs 0.923
0S8y 0.912
IS 0.732
Job Satisfaction (Y) IS 0.733
JS; 0.859
IS4 0.792
1Q, 0.805
Intention to Quit (Z) %83 8;;(2)
1Q4 0.770
Source: Data Processing Results (2020)
Table 6 Reliability Test
Variable Items Cronbach’s Alpha Decision
Professional Identity 0.956 Reliable
Organizational Support 0.972 Reliable
Job Satisfaction 0.893 Reliable
Intention to Quit 0.889 Reliable
Source: Data Processing Results (2020)
3.3. Goodness-of-Fit Test
Table 7 Model Fit-Test Results (Goodness-of-Fit Model)
Measurement Measurement Expected Value Value Conclusion
Type Goodness-of-Fit
Absolute Fit Chi — square (%) <195.973 316.965 Unacceptable Fit
Measures p-value >0.5 0.000 Unacceptable Fit
GFI >09-1 0.906 Good Fit
RMSEA <0.08 0.073 Good Fit
Incremental Fit AGFI >09-1 0.928 Good Fit
Measures NFI >09-1 0.892 Unacceptable Fit
TLI >09-1 0.839 Unacceptable Fit
CFI >09-1 0.918 Good Fit
Parsimonius Fit CMIN/DF Lower Level: 1 1.921 Good Fit

Measure

Upper Level: 2

3.4. Hypothesis Tests

Source: Data Processing Results (2020)

Table 8 The Results of Hypothesis Tests

Hypothesis Effect Estimate p-value Decision
Hi Professional Identity (X1) = Job 0.302 0.000 Accepted
Satisfaction (Y)
Hz Organizational Support (X2) = Job 0.412 0.000 Accepted
Satisfaction (Y)
H3 Job Satisfaction (Y) = Intention to -0.401 0.000 Accepted
Quit (Z)
Ha Professional Identity (X1) 2> -0.148 0.012 Accepted

Intention to Quit (7)

564



ATLANTIS

PRESS Advances in Economics, Business and Management Research, volume 174
Hs Organizational Support (X2) > -0.155 0.017 Accepted
Intention to Quit (Z)
He Professional Identity (X1) = Job -0.757 0.000 Accepted
Satisfaction (Y) = Intention to
Quit (Z)
H7 Organizational Support (X2) = Job -0.736 0.000 Accepted

Satisfaction (Y) = Intention to
Quit (Z)

Source: Data Processing Results (2020)

4. DISCUSSIONS

In this study, it can be seen that the number of respondents
based on the gender of XYZ insurance agents in NMV Unit
involved in this study was 137 males (68.5%) and 63
females (31.5%). This shows that the insurance agent XYZ
Unit NMV is dominated by male workers who tend to be
more persistent and resilient in their work.

In this study it can be seen that the number of respondents
based on the age of insurance agents of XYZ in NMV Unit
involved in this study was 96 respondents (48%) aged 25 -
34 years old. This shows that the insurance agents of XYZ
in NMV Unit was dominated by the workers of productive
age, between 25 - 34 years old, who are considered to have
work experience and high work spirit and discipline
resulting in good performance.

In this study, it can be seen that the number of respondents
based on the latest education of insurance agent of XYZ in
NMYV Unit involved in this study, were as many as 174
respondents (87%) having a university degree (S1/S2/S3).
This shows that having high education allows the workers
to have self-control in carrying out their work and daily
responsibilities, and have the ability to well adapt to the
environment.

In this study, it can be seen that the number of respondents
based on the work period of the insurance agent of XYZ in
NMV Unit involved in this study, were 79 respondents
(39.5%) having worked for 2 - 3 years. This shows that the
workers have a relatively good retention-rate to the
organization.

Based on the validity test, it is known that each statement
item from each variable in this study has a factor-loading of
0.6. This indicates that all statement items are declared
feasible or valid to be used in this study. Based on the
reliability test, the value of Cronbach’s Alpha for each
variable is greater than 0.6. This shows that all variables
used in this study are feasible or reliable to be used for data
analysis purpose.

The results of the Goodness-of-Fit Model test, which are
measured using three types of measurements consisting of
nine indices, show that the model is declared good fit
according to the Absolute Fit Measures, Incremental Fit
Measures, and Parsimonius Fit Measures. Overall, it can be
concluded that the model contained in this study can predict
the relationship between variables well and can be used as
a tool in confirming the theory that has been built based on
the existing observational data.

Based on the result of data analysis regarding the first
hypothesis using AMOS version 21 as displayed in Table
4.15, the estimate value is 0.302 and p-value is 0.000

(< 0.05). Thus, hypothesis 1 was supported by data, namely
professional identity has a positive effect on job
satisfaction. The result of this study is in accordance with
the previous study conducted by [5] which stated that the
positive energy and enthusiasm shown by workers in daily
work activities can only be owned by those who have a
positive professional identity, and this is proven to be
influential in eliminating dissatisfaction that arises in their
daily work.

Based on the result of data analysis regarding the second
hypothesis, the estimate value is 0.412 and p-value is 0.000
(< 0.05). Thus, hypothesis 2 was supported by data, namely
organizational support has a positive effect on job
satisfaction. The similar result was also found by [18] who
stated that the high level of organizational support results in
a significantly higher level of job satisfaction, the existence
of organizational support provided by superiors and
colleagues and various self-development efforts had a
strong correlation with job satisfaction.

Based on the result of data analysis regarding the third
hypothesis, the estimate value is -0.401 and p-value is 0.000
(< 0.05). Thus, hypothesis 3 was supported by data, namely
job satisfaction has a negative effect on the intention to quit.
This study is in accordance with the previous research
conducted by [6] which suggested that to get an
organization that can work effectively and efficiently, it
requires workers who have job satisfaction. Job satisfaction
can be achieved through the provision of various rewards
both extrinsically and intrinsically, and one of the most
influential is the provision of salary increases. This is
proven to increase job satisfaction and employee
commitment so as to eliminate the intention to quit among
the workers.

Based on the result of data analysis regarding the fourth
hypothesis, the estimate value is -0.148 and p-value is 0.012
(<0.05). Thus, hypothesis 4 was supported by data, namely
professional identity has a negative effect on the intention
to quit. This result is supported by [8], which suggested that
every organization has different characteristics, policies,
and interests, which create recognition and self-esteem. The
higher the level of recognition and self-esteem contained in
each individual contributes to the emergence of a subjective
feeling of self-worth as a professional, which is interpreted
as a professional identity. A professional worker has a
higher level of self-confidence and is believed to be able to
communicate effectively with other colleagues, so that
those workers feel well-accepted in their organizational
environment which has an impact on decreasing the
intention to quit among the workers.
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Based on the result of data analysis regarding the fifth
hypothesis, the estimate value is -0.155 and p-value is 0.017
(< 0.05). Thus, hypothesis 5 was supported by data, namely
organizational support has a negative effect on the intention
to quit. The result of this research is in accordance with the
previous research conducted by [19] mentioning that the
organizational support received by a worker is proven to
have an influence on increasing the affective and normative
commitment in a positive way, an increase in work
commitment is in line with an increase in the retention-rate
of the worker to the organization he / she serves.

Based on the result of data analysis regarding the sixth
hypothesis, the estimate value is -0.757 and p-value is 0.000
(< 0.05). The estimate figure shown by the influence of
mediation, shows a greater value when being compared to
the direct relationship between the two variables (-0.757 >
-0.148). Thus, hypothesis 6 was supported by data, namely
professional identity has a negative effect on the intention
to quit which is fully mediated by job satisfaction. The
result found in this study is supported by the result of a
similar study conducted by [5], which stated that
professional identity is more often indirectly related to the
intention to quit with the help of mediation by various other
factors. One of the most influential mediating factors is job
satisfaction, which has proven to be a fully functional
mediator of the relationship that is formed between
professional identity and the intention to quit.

Based on the result of data analysis regarding the seventh
hypothesis estimate value is -0.736 and p-value is 0.000 (<
0.05). The estimate figure shown by the influence of
mediation, shows a greater value when being compared to
the direct relationship between the two variables (-0.736 >
-0.155). Thus, hypothesis 7 was supported by data, namely
organizational support has a negative effect on the intention
to quit, which is fully mediated by job satisfaction. The
finding in this study is in accordance with that of previous
research conducted by [7], which proposed that mostly the
organizational support and the intention to quit are related
indirectly and is mediated by another factor such as job
satisfaction. An organization that gives attention and
support to its workers is believed to be able to create high
trust from these workers in the organization they serve.

5. CONCLUSIONS

Based on data analysis that has been conducted, it can be
concluded that (1) professional identity has a positive effect
on job satisfaction, (2) organizational support has a positive
effect on job satisfaction, (3) job satisfaction has a negative
effect on the intention to quit, (4) Professional identity has
a negative effect on the intention to quit, (5) Organizational
support has a negative effect on the intention to quit, (6)
Professional identity has a negative effect on the intention
to quit which is fully mediated by job satisfaction, (7)
Organizational support has a negative effect on the intention
to quit which is mediated fully by job satisfaction.

Based on the overall research results and the conclusions
obtained, several suggestions can be provided. The
suggestions that can be put forward are as follows:

(1) Strive for various forms of development programs that
can support the agents to develop themselves so that
they can prepare themselves for higher positions, as well
as preparing various other forms of support that can
increase job satisfaction which has an impact on the low
intention to quit among the agents.

(2) Future research can use other factors that can mediate
the influence of professional identity and organizational
support on the intention to quit, such as work
commitment.
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