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Abstract 

 
Job satisfaction can sparked from workplace friendship. Friendship is eminent is our everyday lives. With the increasing loss of 
relationships and bonding in the community and as we spent more of our times building and focusing on our careers, 
friendships in the workplace has becoming unavoidable. On the other hand, workplace friendship is perceived negatively by 
managers and administrators as it can lead to many negative consequences. This study is conducted in October 2014 in the 
cities of Tehran and Mashhad in Iran to identify the effects of job satisfaction as a mediating factor between friendships in the 
workplace with turnover intention among hotel workers. In all, 175 frontline hotel employees had answered sets of 
questionnaires as part of the study. In this quantitative study, the data obtained from the questionnaires were analysed using 
the Statistical Package for Social Science (SPSS) version 21. Statistical tests used for analysis were descriptive statistics, the 
Pearson coefficient test, simple regression test, multiple regression test and path analyses. The results of this study indicated 
that job satisfaction plays a significant role in mediating workplace friendships with turnover intentions. It is hoped that the 
findings of this study can help hotel managers to reduce the high turnover rates in the hostel industry as well as to the control 
conflicts that arises from work place friendships. 
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 Introduction 1.

  
Friendship is part of human nature, hence workplace friendship is imminent as we spend more time in the workplace and 
less time bonding in the our neighbourhood community (Shellenbarger, 2000); workplace friendship has become a norm 
which either increase the sustainability of the workplace or  ruin it, this is because workplace friendships can bring job 
satisfactions (Morrison, 2004). This happens when a personal experiences difficulties, friends in the workplace can 
provide support and help. Hence, when there is a positive working environment, employee cohesiveness happens. 
Individual will become more motivated to work, have no intention to the job. Therefore, Morrison theorised that workplace 
friendships reduce turnover intentions among employees. Meanwhile, the mediating factor in the relationship between 
workplace friendship and turnover intentions is job satisfaction. This means that the low turnover rate is in an organisation 
caused by having job satisfaction that is sparked by friendship in the workplace. 

Issues on employee turnover have become a growing concern to researchers in the field of management such as 
Clifton et al (1980); Lee & Chon (2000), Mobley (1982), Muchinsky & Tuttle (1979) and Tett & Meyer (1993). This is 
because high turnover rates can cost significant losses to the hotel industry (Hom & Griffeth, 1995; Lee & Chon, 2000; 
Mobley, 1982). As claimed by Batra and Tan (2003), employee turnover increase monetary costs; where more money are 
needed to recruit and re-train new employees. Next, it can jeopardise the service quality and efficacy as the amount of 
experienced employees is decreased.  Finally, turnover in the hotel industry, can demoralise other employees, the loss of 
high performance employees might be damaging because other employees may lost reliable leaders in the workplace. 
Therefore, as mentioned in Tsaur & Lin, (2004) supervisors and managers should ensure the retention of high performing 
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employees in their organisation. In addition, for frontline employees, they play a critical role in delivery of high quality 
service and need to be efficient (Hartline & Ferrell, 1996). This is they deal directly with the customers and can promote 
the business when they exhibit positivity and satisfaction in their work. 

One way to decrease the turnover rate is the prevalence job satisfaction through the cultivation of workplace 
friendship. As mentioned earlier, job satisfaction is sparked by having a positive working environment in the workplace 
such as having a positive workplace friendship, thus, workplace friendship can be useful for the hotel industry as it can 
increase their employees’ retention rate and consequently, increase the quality and efficacy of the services in the hotel 
industry. However, for many hotel managers, friendship in the workplace can create conflicts and negative consequences 
to the organisations. Based on this, this research attempts to investigate the relationship between friendships in the 
workplace and turnover intentions among frontline employees of five-star hotels in Iran. This research can contribute in 
improving the hospitality industry in Iran as it can add to the body of knowledge on turnover intentions. In addition, this 
research helps to explain the turnover intentions rates among the frontline employees in the Iranian hotel industry. 
Furthermore, this research will foster better understanding of workplace friendships among the hotel manager and 
recommend better ways to encourage positive relationships among the employees. This study is also hoped to increase 
the understanding about the importance of workplace friendships and in providing conducive working environment for the 
employees in the Iranian hospitality industry. 
 
1.1 Significance of study 
 
Firstly, this study is significant as it will try to fill in the gap in the limited resources to investigate the effects of workplace 
friendships to turnover intention. This will help both researchers and managers to create more understanding on the 
phenomena of workplace friendships and its influences to the staffs and their working environment. In addition, this 
research provides empirical evidences on the influence of workplace friendships in creating job satisfactions that can 
reduce the turnover intentions among frontline employees of hotel industry.  Secondly, this research play a significant role 
in improving job satisfaction and the quality of service of the Iranian tourism and hospitality industry as Iran is still in its 
infancy stage and employee turnover is a critical problem in the hospitality industry in Iran (Anvari et al., 2014). Thirdly, 
this study is significant because of its aim of to investigate possible positive outcomes of workplace friendships and to 
change the negative disposition that organisations and managers have on workplace friendships. 
 
1.2 Research Objectives  
 
Based on the research and problems backgrounds as well as the significance of the study highlighted in the preceding 
sections, two research objectives are outlined, they are: 

1. To identify and explain the mediating effect of job satisfaction in relationship between workplace friendship and 
turnover intention among frontline employees in the Iranian hotel industry.  

2. To probe the current level of turnover intentions, as an indicator of job satisfaction in the Iranian hospitality 
industry and how it affects the quality of service. 

 
1.3 Research Questions  
 
To achieve the research objectives, two research questions have been formulated, they are as follow: 

R Q 1: What is the mediating effect of job satisfaction in the relationship between workplace friendship and 
turnover intention among frontline employees in the Iranian five star hotels? 

RQ 2: What is the level of employees’ turnover intention and job satisfaction among frontline employees in the 
Iranian hotel industry? 
 
1.4 Research Hypothesis  
 
In relation to the statistical tests for this research, main null hypotheses have been generated, they are as follow:  

H01: There is no significant effect of job satisfaction in the relationship between workplace friendships and the 
turnover intentions among frontline hotel employees in the Iranian five star hotels. 

H02: There is no significant level of employees’ turnover intentions among front employees in the Iranian hotel 
industry. 
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 Literature Review 2.
 
2.1 Workplace Friendships 
 
2.1.1 Definition of friendships  
 
Friendship, is a common word in our everyday lives. However, defining it can be difficult. Bell (1981) and Fischer (1982) 
claimed that the meaning for the word friendship is subjective in different cultures. For many of us, friendship is a tangible 
concept that is experienced throughout our lifetime. Perhaps friendship can be described as relationships between 
individuals where they share values, mutual respects, empathy and good-time orientations through interactions among 
themselves, when individuals are in a friendship, they feel obligated to help each other in times of need, to listen to and 
understand each other’s problems, as well as to protect one another (Synder & Smith, 1986; Sias et al., 2004).  
 
2.1.2 The relationship between workplace friendship and job satisfaction  
 
Workplace friendship is the relationship between employees of an organisation that work in the same workplace. Similar 
to other types from friendships, workplace friendship involve sharing mutual trust, values and interests (Bermanet al., 
2002; Nielsen et al., 2000).  From here, job satisfaction, or as defined by Locke (1976) as the feeling of pleasure resulted 
from the perception of one’s job is fulfilling. This is because friendship encourages empathy and employees can share 
problems and motivate each other. Although these positive outcomes may not solely caused by friendship, Berman et al., 
(2002) claimed that workplace friendship can encourage positivity in the workplace. In addition, friendship in the 
workplace can help develop the sense of belonging among the employees (Mitchell, Holtom & Lee, 2001). This feeling 
provides comfort that creates a sense of attachment and this can lead to a higher level of employee retention.  

In addition, one way workplace can cultivate job satisfaction in the workplace is it cultivates mutual commitments 
and trusts. This is beneficial not only for the individuals but also the hotel where they work (Berman et al., 2002).This is 
because workplace friendships can enhance organisational performances, as mentioned earlier, work place friendship 
encourages the sharing of responsibilities, furthermore, friendship ease communications among the employees, 
consequently, this will decrease miscommunications and increase efficacies of hotel services as well as one’s job 
satisfaction (Markiewicz et al., 2000; Nielsen et al., 2000; Amjadet al., 2015). All of these studies have proven that 
workplace friendships have positive impact of increasing job satisfaction among employees. 

 
2.1.3 The case for workplace friendships 
 
Despite the fact that friendship in the workplace in inevitable, many organisations still have negative perception about it 
as it can lead to a seemingly serious problem. However, as discussed earlier, workplace friendship can also have positive 
influence in increasing the quality of work among hotel employees. As mentioned by Hamilton (2007) and Milam (2012), 
there is a need to advocate the positive outcomes of workplace friendships especially among hotel managers as it can 
relinquish negative the stigmas. Thus, based on the studies mentioned, this study will investigate the positive outcomes 
of workplace friendships to create a case for hotel managers to encourage workplace friendships in their hotels. 
 
2.2 Turnover Intention and turnover rate 
 
Price (2001) defined turnover as the “individual movement across the membership boundary of an organisation” (p. 600). 
As mentioned earlier, turnover intentions can affect an organisation’s efficacy as well as their management cost. This is 
because while turnover can be beneficial in an organisation, as mentioned in Dalton, Todor & Krackhardt (1982), there 
are many negative consequences when a large number of an organisation’s employee voluntarily departed unexpectedly. 
Therefore, many researches, include Lambert et al., (2001), Price (2001), Hom & Griffeth (1991) and Perez (2008) have 
focused on turnover intentions and turnover rates. It is believed that turnover intentions and turnover rate can predict the 
performance of an organisation (Hancock et al., 2013; Cohen, Blake, & Goodman, 2015). This implies that turnover 
intention has multi-dimensional effects to an organisation; hence, it should not be taken lightly; having a high turnover 
attention among the employees have negative perception about the management, as turnover intentions indicate that the 
employees feel uneasy and stressed in their working environment; a high turnover rate creates great challenges to an 
organisation, especially the hostel industry.  Turnover rate can determine a hotel’s survivals in the industry (Karatepe and 
Olugbade, 2009; Kim et al., 2009; Christian et al., 2011). Researches from Hom and Griffeth (1991), Hinkin and Tracey 
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(2000) and Pizam and Thornburg ( 2000) showed that high turnover rates can cause negative impacts such as the loss of 
revenues and the increase of operational costs, loss of productivity and low morale among the remaining employees. 
This is greatly apparent in the hotel industry where hotel works require back breaking intensive long hours works, low 
wage and have limited or no career development prospects, as reported in Clifton et al., (1980), Iverson & Deery (1997), 
and Lee & Chon, (2000). In relation to Iran, Mahmoodi (2007) has reported that there is a 35-64%   turnover rate among 
hotel employees while Anvari el al. (2014), claimed that Iranian hotels have higher operational costs but lower service 
quality caused by the high annual turnover rate. On the other hand, Karatepe & Ehsani (2012) argued that there is a need 
for further investigations on the issue regarding turnover rates among hotel employees in Iran. 
 
2.3 Workplace Friendships, Job Satisfaction and Turnover Intention 
 
Turnover rate can be predetermined by various factors; Boxall, Macky & Rasmussen (2003), Deery & Shaw (1999), 
Gustafon (2002), Kang, Gatling, & Kim (2015) claimed that job satisfaction, compensation, work environment, 
organisational cultures and communication are factors that determine turnover rates. All these influence the employees’ 
job satisfaction for instance, positive work environments foster a feel of satisfaction and sense of belonging among the 
employees (Mitchell, Holtom and Lee, 2001). In addition, a positive organisational culture can ensure high retention rate 
and low turnover rate, while turnover rate can be determined by the level of communications (Mobley, 1982; Cottini, Kato 
& Westergaard, 2011; Mowday, Porter, & Steers, 2013); good and positive communication can decrease turnover rates 
as good communication among employees creates a positive working environment. In addition, workplace friendship can 
be a catalyst for job satisfaction and better communication among the employees (Berman et al., 2002). In addition, 
Morrison (2004) also discussed how better cohesiveness and the study also discussed that greater employee 
cohesiveness and the prevalence of workplace friendships resulted in the reduction in turnover intentions. Meanwhile, 
Winstead et al., (1995) and Self and Dewald (2011), mentioned that the strong friendships  at the workplace can increase 
the employees’ retention in their workplace, having friends and social attachments is one the most commonly cited 
reasons for remaining to work in an organisation aside from financial needs. This is also argued in Morrison (2004), 
where workplace friendship was claimed to have negative relationship with turnover rate. However, there is still a limited 
number of researches that focus on identifying and explaining the relationship of workplace friendship and turnover rate, 
especially in the hotel industry, particularly in Iran. 
 
2.3.1 Published scales in measuring workplace friendship  
 

2.3.1.1 Workplace Friendship Scale (WFS) 
 
The workplace friendship scale (WFS) is a scale developed by Nielsen (2000) that measured the two aspects of 
workplace friendships- friendship prevalence and friendship opportunities, six items in the scale measured friendship 
opportunities, and the remaining six items measured the prevalence of friendship. This scale is controversial as there are 
a number of critics and opposing studies, such as Morrison (2005) and Dickie (2009). Despite this controversy, Milan 
(2012) argued that the WFS scale is considered the most psychometrically sound instrument for measuring workplace 
friendship and is the most commonly used. 
 
2.3.2 Published scale to measure anticipated turnover  
 

2.3.2.1 Anticipated turnover scale (ATS) 
 
The Anticipated Turnover Scale (Hinshaw and Atwood, 1980) was developed to identify issues that are related with 
turnover among employees.  The variables for this scale are the issues that affect both turnover intentions and turnover 
rates. Such issues include staffs characteristics and organisational structure. This scale is able to profile the 
characteristics of those who left and compared them to those who stayed as well as estimate the degree of such issues 
can predict actual turnover rates. 
 
2.3.3 Job Satisfaction Survey  
 
The Job Satisfaction Survey (JSS) as developed by Spector (1985), is a 36 item, nine factor scale that is used to 
measure the employees’ attitudes about their job. Each factor is assessed with four items. The scale is measured using 5 
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point Likert scale where 1 (strongly disagree) and 5 (strongly agree). The nine factors of job satisfaction include wage, 
promotion prospect, supervision, Fringe Benefits, contingent rewards, operating procedures, co-workers, nature of work, 
and communication. The Job Satisfaction Survey yielded a coefficient alpha of .91 for the total scale (Spector, 1985), 
which indicates it is a highly efficient test. 
 
2.4 Theoretical framework for research  
 
Based on the literature reviewed for this research, a theoretical framework has been developed to provide a theoretical 
background into the focus of this research. The framework is as follow: 
 
This figure presents the theoretical framework of this current study. From the 
 

 Research Methodology 3.
 
To investigate the relationship between workplace friendships and turnover rate, the quantitative research design with a 
descriptive research paradigm was adopted, as mentioned in Hair et al., (2006). Furthermore, a quantitative co-relational 
study was also adopted to measure the relationships. To test the hypothesis, a deductive reasoning process were 
conducted similar to those mentioned in Bonoma (1985), Lincoln and Guba (1985), therefore, the reasoning process 
moved from discussing general ideas (high turnover intentions among employees) into refining the data and theories into 
explaining the phenomena and relating it the independent variable, which is workplace friendship. 
 
3.1 Variables  
 
The independent variable of this study is the workplace friendship while the dependent variable of this study is the 
employees’ turnover rate. Another variable in this research is the mediating variable which is job satisfaction. A mediating 
variable is the variable that ‘controls’ the relationship between the independent and dependent variables. By identifying 
these variables, it is will be easier for the researcher to study the relationship between the variables, as the dependent 
variable is subjective to the independent variable. 
 
3.2 Population and sample of the study 
 
The context for the study is the two Iranian cities of Tehran and Mashhad. The samples for this study are the frontline 
employees of five star hotels in the two cities. These frontline employees include both male and female full-time 
employees working as front desk agents and reservations agents. The perquisite is that they should have a minimum of 
one-year tenure in one of the five star hotels. In determining the total sample size for the population, the stratified 
sampling method was used and the number of samples was determined using Krejcie and Morgan (1987) calculation. 
Finally, a total of 175 frontline employees were selected from 10 five star hotels in Tehran and Mashhad. 
 
3.3 Data Collection Methods 
 
3.3.1 Research Instrument  
 
The instrument used for this research is a set of questionnaire. The questionnaire is a self-administered questionnaire 
(SAQ) with 65 items in three sections. The questionnaire questions were designed based on the Workplace Friendship 
Scale (Nielsen et al., 2000) with Cronbach’s alphas of .84 and .95the anticipated turnover scale (ATS), with the alpha 
coefficient of 0.84 and the Job Satisfaction Survey (JSS), these three scales are published tests that had been described 
in the chapter 2 of this paper. The distribution of the type variables in the questions are shown in the table, as follow: 
 
Table 1: The distribution of items in the questionnaire based on the variables 
 

Variable Item No. Total Items 
Demographic I to V 5
Workplace Friendships 1  to  12 12
Turnover Intention 13  to  24 12
Job Satisfaction 25 to 60 36



ISSN 2039-2117 (online) 
ISSN 2039-9340 (print) 

        Mediterranean Journal of Social Sciences 
            MCSER Publishing, Rome-Italy 

Vol 6 No 6 S2 
November 2015 

          

 309 

3.3.2 Questionnaire reliability  
 
To ensure the validity of the questionnaire, a pilot test was conducted before the distribution of the final questionnaires. A 
total of 30 questionnaires were sent randomly via snail mail to frontline employees of five star hotels in Iran. The 
questionnaire was translated to the Persian language to remove the language barrier that can occur. The responses from 
the completed questionnaires were tested using the Cronbach alpha. The test result indicated that the instrument had 
acceptable internal reliability within the dimensions being assessed and could be used for further data collection. The 
alpha reliability results of the pilot test showed that the “coefficient alpha” of each scale was higher than 0.70 as shown in 
Table 2. 
 
Table 2: Cronbach Alpha Reliability of Main constructs 
 

No. Construct Cronbach's Alpha Number of Items 
1 Workplace Friendship .786 12
2 Turnover Intention .791 12
3 Job satisfaction .868 36

 
In the final stage, a total of 175 questionnaires were distributed among frontline employees of ten 5-star hotels in two 
Iranian cities, Tehran and Mashhad. There were 166 questionnaires that were returned to the researcher (94%). From the 
166 sets, 18 sets were rejected for the lack of answers. In all, only 148 sets of responses 989%) were used for statistical 
analysis. 
 

 Data Analysis and Results 4.
 
4.1 Descriptive statistics 
 
Table 3 shows the results of Descriptive statistics for the variables. The table shows the minimum value, maximum value, 
mean vale and std. deviation for each of the variables tested 
 
Table 3: Descriptive Statistics for Variables of Study (N=148) 
 

 Minimum Maximum Mean Std. Deviation 
Workplace friendship 1.00 5.00 2.8063 .81000 
Turnover Intention 2.25 4.17 3.3361 .49252 
Job satisfaction 1.14 4.97 2.6017 .79299 

 
4.2 Research Objectives and Hypotheses Testing 
 
H 1: There is a significant effect of job satisfaction on the relationship between workplace friendship and turnover 
intentions. 

In order to obtain the result for this, a mediation analysis was conducted. The results of mediation analysis for the 
model WPF-JS-TI are shown in Table 4. 
 
Table 4: Test of Mediation for WPF-JS-TI Model 
 

Model Description R R2 Adj. R2 F Sig Beta t Sig. 
Step 1 Dependent Variable: Turnover Intention

.460a .212 .206 39.237 .000  
Intercept 2.551 19.553 .000 
Workplace friendship .280 6.264 .000 
Step 2 Dependent Variable: Job Satisfaction
 .783 .614 .611 232.022 .000  
Intercept .449 3.056 .003 
Workplace friendship .767 15.232 .000 
Step 3 Dependent Variable: Turnover Intention
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 .463 . 215 .209 39.919 .000  
Intercept 2.587 20.890 .000 
Job Satisfaction .288 6.318 .000 
Step 4 Dependent Variable: Turnover Intention
 .489 .239 .229 22.792 .000  
Intercept 2.477 18.668 .000 
Workplace friendship .153 2.160 .032 
Job Satisfaction .165 2.284 .024 

 
The relationship between the independent variable (workplace friendship) with the dependent variable (Turnover 
intention) was determined in the first step. From the regression analysis, the value of R2 was .212, which showed a 
21.2% impact on turnover intention. The model fitness was authenticated as F-statistics was 39.237 (p< 0.05) and the 
beta value for the workplace friendship was 0.280. The value of t-statistics was 6.264 (p< 0.05). These results prove the 
significance of the first path of the analysis.  

The model fitness was authenticated here as F-statistics is 232.022 (p < 0.05) with the beta value of .767 that 
proves that was considered significant as t-statistics is 15.232 (p< 0.05). These results prove that independent variable 
(workplace friendship) has a significant impact on mediating variable (job satisfaction).  

Next, the relationship of mediating variable (job satisfaction) and the dependent variable (turnover intention) were 
evaluated in step 3. The value of R2 was.215, which showed 21.5% variations in the turnover intentions because of job 
satisfaction. The model fitness was authenticated by the results of step 3. The value of F-statistics was 39.919 (p< 0.05) 
with the beta value of job satisfaction was .288 with a t-statistics of 6.318 (p< 0.05). These results prove that mediating 
variable has a significant impact on dependent variable. 

The impact of mediating variable (job satisfaction) was controlled in step 4, the value of R2 is .239, which showed 
23.9% variation in turnover intention because of workplace friendship and job satisfaction. The model fitness was 
authenticated as the value of F-statistics was 22.792 (p< 0.05). The beta value of workplace friendship was .153 with a t-
statistics of 2.160 (p  0.05). Similarly, the beta value of mediator (job satisfaction) was .165 with a t-statistics of 2.284 (p 

 0.05). 
The results here indicated that although the beta value of workplace friendship has decreased, it is still significant. 

This indicates that job satisfaction partially mediates the relationship between workplace friendship and turnover intention. 
Therefore, the first null hypothesis is rejected and the alternative hypothesis is accepted. 

Ha1: Job satisfaction has a significant effect of the relationship between workplace friendship and turnover 
intention. (Partially Supported) 

H2: There is a significant level of employees’ turnover intentions among front employees in the Iranian hotel 
industry 

To answer the second research question and prove the test the second hypothesis, descriptive tests to obtain 
mean values and t-test from the data from the questionnaire were conducted. The mean values for each item that 
measure turnover intentions are shown in Table 5. 
 
Table 5: Turnover Intention 

 
 Range Minimum Maximum Mean Std. Deviation

I1 4 1 5 3.36 1.202
I2 3 2 5 3.64 .976
I3 4 1 5 3.60 1.093
I4 4 1 5 3.57 1.095
I5 4 1 5 3.45 1.208
I6 4 1 5 3.69 .954
I7 4 1 5 3.72 1.143
I8 3 2 5 3.32 .970
I9 4 1 5 3.27 .877

I10 4 1 5 2.82 1.117
I11 3 1 4 2.99 1.007
I12 4 1 5 2.59 1.010
N 148 40.02
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The respondents were asked to answer 12 questions regarding their turnover intentions. The questions were rated on a 
five point Likert scale ranging from strongly disagree (1) and strongly agree, (5). There is a minimum score of 12 and the 
maximum score is 60. The scores ranging from 48-60 are indicative of a high rate of turnover intention among frontline 
employees. The result indicates that there  is a  low rate of turnover intentions among the frontline employees of 5-star 
hotels of Tehran and Mashhad as indicated by the mean value (40.02).To further test the intentions of frontline 
employees regarding their intention to leave their jobs, a t-test was conducted with regard to their  genders and marital 
status. The result is shown in Table 6.  
 
Table 6: Gender and Turnover Intention  
 

Gender Mean St. dev. Levene's Test for Equality of Variances t-test for Equality of Means 
F Sig. t df Sig. (2-tailed) 

Male 3.3204 .47391 1.290 .258 -.739 146 .461 Female 3.3932 .55931
 
The t-test result indicates that there are no significant differences between both genders. Therefore, the Levene’s test for 
equality of variances is insignificant, which indicates that no differences exist between male and female respondents. The 
t-test was also conducted for marital status of the respondents. The result is shown in Table 7.  
 
Table 7: Marital Status and Turnover Intention 
 

Status Mean St. dev. Levene's Test for Equality of Variances t-test for Equality of Means 
F Sig. t df Sig. (2-tailed) 

Single 3.3362 .50182 .475 .492 .001 146 .999 Married 3.3361 .48275
 
The t-test result for marital status and turnover intention indicate that there is no significant difference between the two 
groups regarding turnover intentions.  The results of t-test further support that there is a low level of turnover intention 
among frontline employees of 5-star hotels in Iran. Therefore the second null hypothesis is accepted.  

H02: There is no significant level of turnover rates among frontline hotel employees in Iran. 
 

 Discussion 5.
 

5.1 Analysis of Result 
 
The study had been conducted to investigate the mediating effect of job satisfaction in the relationship between 
workplace friendships and turnover intentions among frontline hotel employees in five star hotels in Mashhad and Tehran, 
Iran. This study was implemented by using a set of questionnaire and it can be concluded that job satisfaction has a 
partially significant role in mediating the relationship between workplace friendships and turnover intentions. This is in line 
with studies by Berman et al., (2002), Hamilton (2007) and Milam (2012) that advocated workplace friendships. This is 
because having a sense of belonging to the organisation creates job satisfaction among the employees, as mentioned 
Cottini, Kato & Westergaard (2011), Mowday, Porter, & Steers (2013). In addition, this research result also validates the 
argument by Morrison (2004) on the need for organisations and managers to eliminate the negative perceptions on 
workplace friendships and try to encourage it within the organisation. The data analysis also showed the mediating effect 
of job satisfaction in the change of the independent variable (workplace friendship) and dependent variable (workplace 
turnover). This shows that three elements are inexplicably linked to each other. This calls for the need for organisations 
and managers to not only eliminate negative stigmas on workplace friendships, but also call for them to create positive 
environment where friendships can strive. 

The data analysis also indicates that even though the Iranian hospitality industry is still in its infancy and the quality 
of work may not be satisfactory, there is a significantly low level of turnover intentions among the employees. This is 
opposite of the perception that the turnover intentions among hotel employees are very high.  
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5.2 Recommendations  
 
Based on the data from the study, there is a positive outcome from workplace friendships, which is it helps reduce the 
turnover rates. Cutting down the turnover rates will help in cutting down costs for recruitment and retraining of new staffs 
as well as increasing time based expertise among the staffs. Therefore, this paper suggests two ways to promote 
workplace friendship, first, managers and organisations can organise activities that promote staffs to socialise with each 
other, not only within the same department and with other staffs of the same ranks, but also among staffs from all 
departments, regardless of their ranks and positions. This cross hierarchy socialising can promote bonding and 
friendships among the staffs all across the organisations. In addition, the managers can try to eliminate the negative 
stigma of workplace friendships by creating a guideline for staff friendships. This guideline can outline the ethics and code 
and conduct that can retain professionalism among the staffs, for example, staffs are not allowed to post negative, 
suggestive or degrading comments among themselves or the staffs need to conduct in professional manners in front of 
the customers and within their working hours. 

For future studies, researches can investigate the turnover intentions among the different genders. This is because 
that men and women would have different career goals that are being influenced by many external and internal factors. 
Being a primarily patriarchal society, it will be interesting to investigate whether women in Iran are pressured to leave the 
job after they get married or have children. 
 

 Conclusion 6.
 
In all, it is apparent that job satisfaction plays a significant role in mediating the relationship between workplace 
friendships and turnover intention. It can be concluded that workplace friendships can lead to job satisfaction that help 
reduce turnover intentions and rates among hotel staffs in general. It can be concluded that job satisfaction can mediate 
the relationship between workplace friendships and turnover intention; hence, turnover intention can be reduced by 
improving job satisfaction through encouraging workplace friendships. Therefore, managers should encourage 
friendships in the workplace, rather than hindering it as it can be beneficial for them. It is hoped that this study will give an 
apparent impact not only for the employees involved, but also all hotel staffs in general. 
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