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This research was conducted to obtain empirical evidence of the influence of 

role stress on turnover intentions of tax consultants in Tax Consultant Offices 

in Bali Province with organizational commitment and emotional intelligence 

as moderating variables. This research was conducted at 35 Tax Consultant 

Offices in Bali Province. The research sample was determined by purposive 

sampling method and based on the specified criteria obtained a total sample of 

185 respondents. Data collection is done using the questionnaire method. The 

hypothesis is tested using simple regression analysis techniques and the 

Moderating Regression Analysis (MRA). The results showed that role stress 

had a significant positive effect on turnover intentions. Organizational 

commitment and emotional intelligence show weakening the positive 

influence of role stress on turnover intentions. 
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1.  Introduction 

 

The cause of stress experienced by the accounting profession is being trapped in a situation that cannot be separated 

from role stress in work. Kahn et al., (1964), stated that pressure in work arises because of three conditions that are 

often faced by the accounting profession, namely role ambiguity, role conflict, and role overload. 

Wiryathi et al., (2014), states that role conflict occurs when there is a mismatch of expectations and demands related 

to the role a person is living in, where fulfilling expectations for one role makes fulfilling other roles more difficult. 

Role conflict is a conflict or confusion that occurs because of the appearance of two or more commands that come in 

a row but are inconsistent. This will make someone work more extra than usual to meet those needs. 

Role ambiguity according to Yousef (2002), is a situation where individuals do not have a clear direction about the 

expectations of their role in the organization. Role ambiguity is a condition of stress caused by confusion because role 
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expectations are not clearly understood and there is no adequate information needed by someone to fulfill their role 

satisfactorily (Wiryathi et al., 2014). 

Mondy et al., (1990), states that role overload is a more complex type of role conflict, occurs when expectations 

sent to role holders can be combined but their performance exceeds the amount of time available to people who carry 

out the expected activities. Accountants are busy working for more than ten hours a day for a month (Jones et al., 

2010). Sweeney & Summer (2002), found that at the end of the busy season the accounting profession experienced a 

significant increase in emotional exhaustion. Research by Fogarty et al., (2000), stated a positive relationship between 

role conflict, role ambiguity, role overload on the desire to move. 

Gaertner & Ruhe (1981), state that the profession in accounting is a profession that has a high level of stress. 

Gaertner & Ruhe (1981), also mentioned that many accountants reported having smoking, drinking, gastritis, back 

pain, and headaches due to the stress they experienced. In addition, in carrying out their duties, accountants engage in 

boundary-spanning activities, namely accountants must interact with many people from inside and outside the 

organization with different needs and expectations, to obtain useful information in decision making (Farrastama et al., 

2019). Individuals who are in a boundary-spanning situation have the potential to experience role pressures. 

According to the Minister of Finance Decree Number 111 / KMK.03 / 2014, tax consultants are people who provide 

tax consulting services to taxpayers in order to exercise their rights and fulfill their tax obligations in accordance with 

tax laws and regulations. Based on this, the tax consultant helps taxpayers carry out tax obligations in the form of 

calculation, payment, and reporting of tax obligations. This is an implementation of the self-assessment system. In 

addition, tax consultants can also represent taxpayers in terms of tax audits or tax courts. 

Self-assessment system frees taxpayers to carry out their own calculation, payment and tax reporting processes 

(Official, 2011). These conditions make many taxpayers who carry out tax obligations not in accordance with tax 

regulations and many taxpayers who do not understand the tax rules. So that there are often misinterpretations of tax 

rules. This is also due to too many tax rules in Indonesia and the frequent changes in tax rules. 

Under these conditions, many taxpayers require tax consultants to direct and assist taxpayers to handle their tax 

obligations. These conditions will make tax consultants require extra time in fostering taxpayers who are clients. So 

that it will cause overwork. Increasing working hours is one of the stressors (Breakwell, 1990). Tax consultants, 

directly and indirectly, provide education regarding tax rules. Many things faced by tax consultants in educating 

taxpayers, including the wishes of each taxpayer, tax issues faced by taxpayers and the characteristics of different 

taxpayers, so that it becomes one of the stressors. 

In addition to interacting with many parties, tax consultants also accommodate different desires from various 

parties. One of them accommodates the taxpayer's desire to reduce the tax payable and even approach the tax employee 

to be more profitable to the taxpayer. As in the case of Hendro Tirtawijaya who approached and negotiated with tax 

officials to reduce the amount of tax payable (news.okezone.com). If already involved in such cases, tax consultants 

are susceptible to stress, as is the case with Imam Cahyo Maliki, a tax consultant who experienced stress because he 

was allegedly involved in the Gayus case and was undergoing therapy (www.rmol.co). 

There are inconsistencies in the results of previous studies regarding the relationship between role stress on turnover 

intentions. Research by Fogarty et al., (2000), states a positive relationship between role stress on the desire to move. 

This is supported by the research of Johartono & Widuri (2013), which shows that there is a significant positive 

relationship between job stress and turnover intention, where research is carried out by the tax consultant office in 

Surabaya. The research of Himawantara & Astika (2018), showed that role conflict and role ambiguity had a positive 

effect on turnover intentions, but role overload had no significant effect on turnover intentions, this study was 

conducted at 15 Tax Consultant Offices in Denpasar City. Hopkins et al., (2010), state that the burden and 

responsibility received by employees will result in work stress because the goals that have been set may not be achieved 

due to the problems and pressures they receive, and ultimately will result in employees wanting to move to other 

companies. Shahzad et al., (2011), stated the same opinion, namely suggesting that stress can have a positive effect on 

employee turnover intention. 

While the results of research conducted by Glissmeyer et al., (2007), showed different results namely role stress 

(role conflict and role obscurity) did not affect the intensity of exit. When an employee has a high role conflict, it is 

not indicated by the behavior to leave the organization with law enforcement officers. The above results are supported 

by Putri (2016), which shows there is no influence between work stress on turnover intention. Great job responsibilities 

are given by the hospital. Surakarta's Islam towards employees turns out to make employees more satisfied in their 

work, because given more jobs, the salary they provide will increase, with high salaries the employees will feel more 

passionate about their work so that the stress level of the employees is not too high. Senatra's (1980), study also shows 

that there is no relationship between role stress (role conflict and role ambiguity) with turnover intentions. ( Farrastama 



         ISSN: 2395-7492 

IRJMIS   Vol. 6 No. 4, July 2019, pages: 44~53 

46 

et al., 2019) also shows that work stress does not affect the intensity of outreach to the production staff of PT Longvin 

Indonesia Sukabumi. Job stress is not the main cause of the intensity of exit from the employees of the production 

section of PT. Longvin Indonesia Sukabumi, the biggest contribution to the turnover tendency is because the Long 

shift working time system has an effect on employee health. 

The inconsistency of the results of research related to the influence of role stress on turnover intentions encouraged 

the writer to add moderating variables. The difference in the results of these studies can be solved through a 

contingency approach (Govindarajan, 1986). According to Murray (1990), in order to reconcile conflicting results a 

contingency approach is needed to identify other variables that act as moderators or mediators in the research model. 

Researchers suspect organizational commitment and emotional intelligence can moderate the influence of role stress 

on turnover intentions. 

Wiener (1982), defines organizational commitment as an encouragement from the individual to do something in 

order to support the success of the organization in accordance with the goals and prioritize the interests of the 

organization rather than its own interests. In this view, individuals who have a high commitment will prioritize the 

interests of their organization rather than their personal or group interests. Organizational commitment will be 

important if the individuals involved in an organization have the will to do everything they can for the interests of the 

organization (Ikhsan & Ishak (2005); Krisnanda et al., (2019); Kusumanegara et al., (2018). 

Mowday et al., (1982), defines organizational commitment as meaning more than passive loyalty but involves 

active relationships and employee desires to make meaningful contributions to the organization. Organizational 

commitment proposed by Mowday et al., (1982), has characteristics, namely: (1) strong belief and acceptance of 

organizational goals and values; (2) readiness to work hard; and (3) a strong desire to survive in the organization. 

Research by Kharismawati & Dewi (2016), shows that organizational commitment has a negative effect on turnover 

intentions. The results of the study are supported by the research of Andini (2016); Sidharta & Margaretha (2011) and 

Witasari (2009), who also find organizational commitment negatively influencing turnover intentions. 

Emotional intelligence is the ability to recognize and regulate the emotions of oneself and others, and use those 

emotions to guide thoughts and actions (Giardini & Frese, 2006; Mayer et al., 2008: Gondal & Husain, 2012). The 

ability of a person to motivate themselves, survive facing frustration, regulate moods, and keep the stress burden from 

paralyzing the ability to think, is a characteristic of someone who has good emotional intelligence (Goleman, 2004). 

When emotional intelligence can be managed well by someone, then this can motivate someone to deal with demands 

and pressure from outside. 

According to Uno (2010), the more complex the work, the more important emotional intelligence. Emotions that 

are out of control can make smart people stupid. Without emotional intelligence, a person will not be able to use their 

cognitive abilities according to their maximum potential. Well-developed emotional intelligence most likely will 

succeed in their lives because they are able to master the thinking habits that drive productivity. 

The difference between this research and previous research is using internal factors from individuals as moderating 

variables, namely emotional intelligence and organizational commitment to influence role stress on turnover intentions. 

Previous research more often used variables from individual external factors as moderating variables of the influence 

of stress on turnover intentions, such as the research of Himawantara & Putra (2018), which examined the effect of 

role stress on tax consultant turnover intentions with compensation as moderating variables, and research by Putra 

(2015), examine the effect of work stress and salary satisfaction on turnover intentions with gender as a moderating 

variable. In addition, this study examines the phenomenon of turnover intentions in the consultant office in Bali, where 

research is still rare about the same phenomenon, especially in the tax consultant office located in Bali. 

 

The Effects of Role Stress on Turnover Intentions 

 

Role conflict is defined by Wolfe & Snoek (1962), as simultaneous events of two or more pressures such as 

obedience to one thing will make it difficult or impossible to obey the other. Kahn et al., (1964), stated that role 

ambiguity in the absence of adequate information that someone needs to carry out his role in a satisfying manner. 

Rahmawati (2011), states that someone who experiences role ambiguity tends to experience a decrease in physical and 

psychological health. Agustina (2009), states that the absence of planning regarding good labor needs can cause 

auditors to experience role overload, especially during the busy season where the CTF will be flooded with work and 

experience time pressures. Kawiana et al., 2018, describes that a person's excessive workload can cause role pressure, 

especially if the workload is not in accordance with the time and capabilities it has. The research of Arshadi & Damiri 

(2013), produces empirical evidence of the positive influence of role stress on turnover intentions. The results of this 

study are supported by the research of Pradana & Salehudin (2015); Basri (2012); Ksama & Wibawa (2016); Hopkins 
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(2010); Sudarmawan & Putra (2017); Pant et al., (2016); Widiani et al., (2019), which prove the existence of a positive 

relationship with role stress on turnover intentions. The high level of stress felt by tax consultants will have an impact 

on decreasing job satisfaction and work discomfort which will lead to turnover intentions. Based on the description, 

the formulation of the hypothesis in this study are: 

H1: The higher the role stress, the more turnover intentions in the Tax Consultant Office in the Province of Bali. 

 

Organizational Commitment Moderates the Effects of Role Stress on Turnover Intentions 

 

The consequences of stress experienced by the tax concession will cause turnover intentions, which will cause 

losses to the tax consultant office. The research of Arshadi & Damiri (2013) produced empirical evidence of the 

positive relationship of role stress on turnover intentions. The results of this study are supported by the research of 

Pradana & Salehudin (2015); Basri (2012); Ksama & Wibawa (2016); Hopkins (2010); and Sudarmawan & Putra 

(2017), which prove the existence of a positive relationship with role stress on turnover intentions. This can be avoided 

by organizational commitment owned by tax consultants. Organizational commitment is one of the factors that are 

considered capable of influencing the influence of role stress on turnover intentions. Kartika (2011), suggested a 

negative relationship between organizational commitment and intention to leave, the higher organizational 

commitment, the lower the desire to leave the organization. This study was supported by research by Rismawan et al., 

(2014) and Weldy (2015), show that affective commitment as part of organizational commitment is one of the main 

factors that can reduce turnover intentions. Based on the description, the formulation of the hypothesis in this study 

are: 

H2:  The effect of role stress on turnover intentions will decrease, with increasing organizational commitment in the 

Tax Consultant Office in the Province of Bali. 

 

Emotional Intelligence Moderates the Effects of Role Stress on Turnover Intentions 

 

Tax consultants are one profession that is susceptible to stress, this can lead to pressures that lead to emotional 

fatigue experienced by tax consultants. The research of Arshadi & Damiri (2013), produced empirical evidence of the 

positive relationship of role stress on turnover intentions. The results of this study are supported by the research of 

Pradana & Salehudin (2015); Basri (2012); Ksama (2016), Hopkins (2010); and Sudarmawan & Putra (2017), which 

prove the existence of a positive relationship with role stress on turnover intentions. Stress can have a positive or 

negative impact. Wikaningtyas (2007), states that there are two types of stress, eustress, which have a positive impact 

on human life and distress that has a negative impact. Stress at a certain level can actually motivate someone to improve 

performance and complete their work. Some people are said to be able to positively utilize stress to capture 

opportunities and perform with or near their maximum level of ability. Emotional intelligence is one of the things that 

can direct the stress experienced by a tax consultant in a positive direction. Ismail (2009); Wiguna et al., (2019); Yunita 

et al., (2019), explained that good emotional intelligence will improve individual competence and the ability of 

individuals to deal with stresses and improve their positive attitudes and behaviors. If emotional intelligence can be 

managed properly, then this can motivate someone to deal with problems in their duties and improve the ability to 

complete tasks and improve the memory they have, so that in the future the performance they will produce will be 

better. Based on the description, the formulation of the hypothesis in this study are: 

H3:  The effect of role stress on turnover intentions will decrease, with increasing emotional intelligence in the Tax 

Consultant Office in Bali Province. 

 

 

2.  Materials and Methods 

 

This research was conducted at the Tax Consultant Office (KKP) in Bali Province. The number of KKP studied in 

this study was 35 KKP. The population used in this study is all tax consultants at the Tax Consultant Office throughout 

the Province of Bali. Samples were taken by purposive sampling method, which is random sampling based on certain 

criteria. The criteria used as the basis for the selection of sample members in this study are as follows: (1) still an active 

status that is not limited to position, both as a partner, manager / assistant manager, supervisor, and junior consultant; 

(2) at least have a minimum work period of 1 year because according to Sweeney & Summer (2002), that at the end of 

the busy season the accounting profession experiences a significant increase in emotional exhaustion, so that if you 
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have worked at least 1 year you have experienced annual SPT reporting where is a busy season for tax consultants. 

The data in this study were analyzed using moderating regression (Moderated Regression Analysis / MRA). 

 

 

3.  Results and Discussions 

 

The statistical testing model used in this study is regression analysis. Regression analysis is used to see the 

dependence of the dependent variable with one or more independent variables. The aim is to estimate the average value 

of the dependent variable based on the value of the known independent variable. This study uses the Moderated 

Regression Analysis (MRA) which contains interactions between the multiplications of two or more dependent 

variables. The results of testing the effect of role stress on turnover intentions moderated by variable organizational 

commitment and emotional intelligence can be seen in Table 1. 

 

Table 1 

Moderated Regression Analysis (MRA) 

 

Variable B T Sig. 

Constant 14,841 28,843 0,000 

Role Stress 0,630 2,447 0,015 

Organizational Commitment -0,599 -2,298 0,023 

Emotional Intelligence -0,060 -0,235 0,814 

Role Stress* Organizational Commitment -0,625 -1,989 0,048 

Role Stress* Emotional Intelligence -0,608 -1,995 0,048 

R Square 0,121   

Sig. F 0,000     

Primary Data, 2019 

 

F Test 

 

Based on Table 1, it can be seen that the level of significance produced is 0,000 less than α = 0.05. Thus, this research 

model is feasible to be used to prove the hypothesis that was formed. 

 

Determination Coefficient Test (R2) 

 

Based on Table 1, it can be seen that the magnitude of R-Square is 0.121, which means that 12.1 percent of the 

dependent variable turnover intentions can be explained by role stress, organizational commitment, and emotional 

intelligence. While the remaining 87.9 percent is influenced by other variables not included in this research model. 

 

T-Test 

 

Based on Table 1 the value of t count for role stress interaction variables and organizational commitment is -1.989 

with a significance level of 0.048 where the value is less than 0.05. This proves that the organizational commitment 

variable is able to weaken the positive influence of role stress on turnover intentions. While the value of t count for 

role stress interaction variables and emotional intelligence is -1.995 with a significance level of 0.048 where the value 

is less than 0.05. This proves that the emotional intelligence variable is able to weaken the positive influence of role 

stress on turnover intentions. 

 

The Effects of Role Stress on Turnover Intentions 

 

Based on the results of simple linear regression analysis in Table 1, the results show that role stress has a positive 

and significant effect on intentions of tax consultant intentions in the Bali Region. This is indicated by a significance 

value of 0,000 whose value is smaller than the specified level of significance (α = 0.05) so that the first hypothesis 

(H1) is accepted, namely higher role stress, increasing turnover intentions at the Tax Consultant Office in the Province 

of Bali. The results of this study are consistent with previous studies namely Pradana & Salehudin (2015); Basri (2012); 
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Ksama (2016); Hopkins (2010); and Sudarmawan & Putra (2017), which prove the existence of positive role stress 

relationships on turnover intentions. The results of this study support the work stress model theory in which role 

conflict, ambiguous role and the weight of work pressure (role overload) can lead to stress on the tax consultant in 

doing his work which in turn can lead to turnover intentions. 

 

Organizational Commitment Moderates the Effects of Role Stress on Turnover Intentions 

 

The results of this study show that organizational commitment is able to moderate the influence of role stress on 

turnover intentions with B2 values of -0.625 with Sig. = 0.048 which is smaller than α = 0.05, which means that the 

organizational commitment variable is able to weaken the positive influence of role stress on turnover intentions and 

can be interpreted when the organizational commitment of a high tax consultant will be able to reduce the tendency of 

a tax consultant to do the turnover intentions when role stress is high and vice versa when the organizational 

commitment of a tax consultant is low, it will be able to increase the positive influence of role stress on turnover 

intentions. So that the second hypothesis (H2) is accepted, namely the influence of role stress on turnover intentions 

will decrease, with increasing organizational commitment in the Tax Consultant Office in the Province of Bali. The 

results of this study are in line with the research conducted by Kartika (2011); Rismawan et al., (2014) and Weldy 

(2015), who suggested that the higher the organizational commitment, the lower the desire to leave the organization. 

The results of this study support affective event theory which states that events in the workplace cause emotional 

reactions for employees, which then affect their attitudes, behavior, performance, and job satisfaction. These emotions 

can affect performance and satisfaction, one of which is organizational commitment. This organizational commitment 

is classified as attitude commitment because it relates to the extent to which individuals feel their personal values and 

goals are in accordance with the values and goals of the organization. The greater the congruence between the values 

and goals of individuals and the values and objectives of the organization, the higher the commitment of employees to 

the organization. 

 

Emotional Intelligence Moderates the Effects of Role Stress on Turnover Intentions 

 

The results of this study show that emotional intelligence is able to moderate the effect of role stress on turnover 

intentions with a beta coefficient of -0.608 with the Sig. = 0.048 which is smaller than α = 0.05, which means that the 

emotional intelligence variable is able to weaken the positive influence of role stress on turnover intentions and can be 

interpreted when emotional intelligence possessed by a high tax consultant will be able to reduce the tendency of a tax 

consultant to do the turnover intentions when role stress he feels are high and vice versa when emotional intelligence 

possessed by a tax consultant is low, it will be able to increase the positive influence of role stress on turnover intentions 

decreasing, with increasing emotional intelligence in the Tax Consultant Office in the Province of Bali. The results of 

this study are in line with the research conducted by Trivellas et al., (2013); Madamang (2015) and Lee & Liu (2007), 

which suggest that the higher emotional intelligence, the lower the desire to leave the organization. 

Emotional intelligence is the ability to recognize and regulate the emotions of oneself and others, and use those 

emotions to guide thoughts and actions (Giardini & Frese, 2006; Mayer et al., 2008: Gondal & Husain, 2012). The 

ability of tax consultants to motivate themselves, survive facing frustration, regulate moods, and keep the stress burden 

from paralyzing thinking skills, is a feature of tax consultants who have good emotional intelligence. When emotional 

intelligence can be managed properly by a tax consultant, then this can motivate to deal with demands and pressure 

from the outside so that it can reduce the stress that can have an impact on turnover intention. 

The results of this study support affective event theory which states that events in the workplace cause emotional 

reactions for employees, which then affect their attitudes, behavior, performance, and job satisfaction. These work 

events can lead to positive reactions or negative reactions. 

 

 

4.  Conclusion 

 

This study found that role stress has a significant positive effect on turnover intentions, so KKP here must improve 

the chain of responsibilities of each employee so that all employees know what their responsibilities are. In addition, 

it must always be at the level of togetherness between employees so that there is no conflict that will cause stress. The 

results also show that organizational commitment can reduce turnover intentions from tax consultants when 

experiencing role stress. So here the CTF must always have a vision and mission that is in line with its employees so 
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that employee loyalty to the KKP is maintained so that the desire to move from the CTF can be lowered. The results 

also show that emotional intelligence weakens the turnover intentions of tax consultants when experiencing role stress. 

KKP also has to control the emotional level of its tax consultant so that work stress does not occur, one of the activities 

that can be done by the CTF is to do yoga or travel to nature that can eliminate boredom and also be calmer later facing 

work. When working in a calm situation will produce better and more accurate work. 

 

Research Limitation 

 

This study has limitations on conclusions based on turnover intentions from registered tax consultants who have a 

license to practice in the Bali Region alone so that they cannot be generalized to all tax consultants in Indonesia. 

Subsequent research can use this research as one of the references on turnover intentions of registered tax consultants 

who have practice licenses in other regions. The researcher used a survey method with a questionnaire technique to 

collect data so that it had limitations in disclosing deep problems related to tax consultant intentions turnover. 

Subsequent research can be done with direct interview techniques to get more in-depth disclosures about the behavior 

of tax consultants. 
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