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ABSTRACT

Humanitarian organizations operate within morally charged and resource-constrained
environments that require employees to demonstrate sustained emotional engagement
and psychological resilience. While existing research in humanitarian contexts has
predominantly emphasized adverse outcomes such as burnout and emotional
exhaustion, limited qualitative attention has been given to employees’ lived
psychological interpretations of purpose, meaning, and emotional engagement.
Addressing this gap, this study explores the psychological and emotional experiences
of employees working within a humanitarian organization, using Pure Hands
Indonesia as an in-depth qualitative case study. An exploratory qualitative case study
design was employed to examine how employees construct and sustain psychological
meaning within a mission-driven organizational environment. Data were collected
through six semi-structured interviews with full-time male staff members across
different organizational roles and analyzed using inductive thematic analysis. The
findings revealed three interrelated themes: (1) experiencing purpose and meaning in
humanitarian work, (2) emotional fulfilment, well-being, and sense of belonging, and
(3) emotional safety, support, and relational experience at work. Employees described
strong value congruence, identity-based motivation, and emotional affirmation derived
from perceived social impact. Supportive leadership, team cohesion, and
psychological safety further reinforced emotional sustainability and engagement. The
study contributed to the literature on meaningful work and prosocial motivation by
providing contextually grounded qualitative insights into how psychological and
emotional dimensions were constructed within an emerging humanitarian organization

in a developing context.

Keywords: Meaningful Work; Emotional Experiences; Psychological Safety;

Humanitarian Organization; Qualitative Case Study
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CHAPTER1

INTRODUCTION

1.1 Company Profile

o Company History:
Pure Hands Indonesia, legally registered as Yayasan Tangan Murni Indonesia, is the
official Indonesian representative of Pure Hands, a United States—based humanitarian
organization established in 2012. The Indonesian branch was founded in 2023 in
Jakarta to expand the organization’s humanitarian mission across Southeast Asia. Pure
Hands Indonesia delivers relief and development programs in health, education,
livelihoods, water and sanitation, and emergency response, with a strong focus on
vulnerable communities, including refugees, orphans, and disaster-affected
populations. Since its establishment, Pure Hands Indonesia has collaborated with local
and international partners to implement impactful and accountable humanitarian
programs. The organization operates in alignment with the core values of its parent
organization, grounded in humanitarian principles, transparency, integrity, and
community empowerment.

e Vision and Mision:
Company Vision: The company's vision is to become a leading humanitarian organization
in Indonesia that advances sustainable development and empowers vulnerable

communities through transparent, impactful, and compassionate action.



Company Mission: The company’s mission is to deliver both immediate emergency
relief and sustainable, long-term development assistance to marginalized and vulnerable
communities. It seeks to create lasting, positive impact by advancing education,
improving access to healthcare, supporting livelihoods, and implementing
comprehensive WASH (water, sanitation, and hygiene) programs. Through strategic
partnerships with local stakeholders, the organization works to strengthen community
resilience and foster self-reliance. Across all its initiatives and operations, it remains
committed to upholding the highest standards of integrity, accountability, and
professionalism.

Pure Hands Indonesia is committed to humanitarian ethics and actively encourages public
participation in building a more equitable and compassionate society.

Programs and Services:

- Pure Hands Indonesia implements the following core programs:
ORPHAN SPONSORSHIP:

Monthly financial assistance and psychosocial support for orphaned children.
FOOD SECURITY AND NUTRITION:

Distribution of food packages, Ramadan Iftar meals, and Qurbani meat.
WASH (WATER, SANITATION, AND HYGIENE):

Provision of clean water access, hygiene kits, sanitation facilities, and water

infrastructure support.



4. EDUCATION SUPPORT
Scholarships, school supply distribution, and vocational training programs for youth.
5. HEALTH SERVICES:
Medical assistance, mobile clinics, maternal and child health services.
6. EMERGENCY RESPONSE:
Rapid humanitarian interventions during floods, earthquakes, and other natural
disasters. Programs are implemented independently and in partnership with local

foundations, government institutions, and international donors.



Organization Structure:
The organizational structure of Pure Hands Indonesia consists of several key

departments under the supervision of the Regional Manager (CEO):

Programs Department: Designs and oversees the implementation of humanitarian projects.
Marketing and Communication Department: Manages public relations, fundraising, digital
campaigns, and donor engagement.

Finance and Administration Department: Handles financial management, procurement,
and human resources.

Monitoring and Evaluation (M&E): Ensures quality control and accountability in program
delivery.

Pure Hands Indonesia operates under a governance structure consisting of a Board of

Trustees and an Executive Management Team.

Governance Level:

Chairperson of the Management Board
Chairperson of the Advisory Board
Chairperson of the Supervisory Board
Secretary of the Management Board
Treasurer of the Management Board
Executive Management:

The organization is led by a Regional Manager (CEO) and supported by the following



core departments:

Program and Operations

Finance and Administration

Marketing and Fundraising

Human Resources

Monitoring and Evaluation (M&E)

Risk Management and Compliance

Each department operates with clearly defined roles to ensure operational efficiency,
financial accountability, and program quality assurance. To provide a clear overview of
the internal governance and operational hierarchy, the organizational structure of Pure

Hands Indonesia is illustrated in Figure 1.



Organizational Structure

I. GOVERNANCE & STRATEGY

Board of Trustees / International
Governing Board Advisory Panel (IAP)

Patron / Honorary
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. . Development and . L
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Executives

Figure 1. Organizational Structure of Pure Hands Indonesia

As shown in Figure 1, Pure Hands Indonesia operates under a structured
governance system consisting of a governing board and executive management team. The
organization is led by a Chief Executive Officer (CEO) and supported by several key
departments, including programs, finance, marketing, human resources, and monitoring
and evaluation. This structure enables effective coordination and accountability across

organizational functions.



Key Partnerships:

International: Pure Hands USA, Pure Hands Malaysia, Pure Hands Australia, Pure

Hands South Africa

National: Asar Humanity, Dompet Dhuafa, Little project, Khadijati, Darul Qura’an,

1.2 Background

Humanitarian organizations play a critical role in responding to armed
conflict, displacement, poverty, and natural disasters across global contexts. These
organizations operate in complex environments that demand not only technical
expertise and operational efficiency but also sustained psychological and emotional
engagement from their employees. Unlike many private-sector organizations,
humanitarian institutions require workers to engage deeply with human suffering,
moral responsibility, and collective social purpose. Research in organizational
psychology suggests that such work environments require ongoing emotional
regulation and value-based commitment (Brotheridge & Lee, 2003), while broader
conceptualizations of meaningful work emphasize that employees in purpose-driven
sectors often experience work as morally and socially significant (Rosso et al., 2010).
In addition, prosocial motivation theory highlights that employees who perceive their
work as benefiting others directly tend to demonstrate stronger engagement and
psychological investment in their roles (Grant, 2007). Together, these perspectives
indicate that humanitarian employment is not merely functional labor but a

psychologically and emotionally embedded form of work.



While humanitarian work is widely recognized as meaningful and socially
impactful, scholarly attention has historically concentrated more heavily on adverse
outcomes such as stress, burnout, and emotional exhaustion rather than on employees’
constructive psychological experiences. Studies in emotional labor theory demonstrate
that sustained emotional regulation can generate both strain and fulfillment, depending
on contextual and value alignment factors (Brotheridge & Lee, 2003). At the same time,
research on meaningful work emphasizes that individuals derive psychological
coherence and identity integration when their personal values align with organizational
missions (Wrzesniewski et al., 1997). More recent scholarship further argues that
meaningful work emerges not only from task characteristics but also from relational
and organizational contexts that reinforce employees’ sense of significance (Afsar et
al., 2020). Despite these advances, limited qualitative research has explored how
employees in humanitarian organizations themselves narrate and interpret their
emotional and psychological experiences beyond burnout-focused frameworks (Rosso
et al., 2010). This imbalance suggests the need for a more nuanced exploration of how
positive emotional engagement, moral fulfillment, and purpose are constructed within
humanitarian workplaces.

Within this broader context, humanitarian organizations operating in emerging
and developing environments face distinctive structural and emotional dynamics.
Newly established organizations, in particular, often navigate evolving systems,
limited resources, and high mission intensity, all of which shape employees’

psychological experiences. Research on meaningful work indicates that purpose-



driven environments can significantly enhance engagement and internal motivation
when employees perceive a strong connection between their roles and humanitarian
impact (Grant, 2007). Furthermore, studies on prosocial motivation suggest that
employees working in value-based organizations frequently experience heightened
emotional attachment when their personal moral frameworks align with organizational
objectives (Rosso et al.,, 2010). Contemporary research also emphasizes that
organizational culture and job resources, such as supportive leadership and
collaborative relationships, serve as critical enablers of meaningful work experiences
(Afsar et al., 2020). In humanitarian settings, where moral commitment and collective
identity are central, these dynamics become especially salient, influencing how
employees interpret their responsibilities, sustain emotional engagement, and
internalize organizational purpose (Wrzesniewski et al., 1997).

Although existing scholarship provides important theoretical foundations on
meaningful work and prosocial engagement, empirical research within small to mid-
sized humanitarian organizations remains limited, particularly in qualitative contexts
that foreground employees’ lived experiences. Much of the current literature relies on
quantitative designs that measure engagement, motivation, or emotional outcomes
through standardized instruments (Afsar et al., 2020), often overlooking how
employees themselves interpret and narrate their emotional realities. Moreover, while
frameworks on meaningful work emphasize value alignment and identity coherence
(Wrzesniewski et al., 1997), there is comparatively less qualitative exploration of how

such alignment unfolds in organizations operating under humanitarian urgency and



evolving institutional structures. Rosso et al., (2010) argued that meaningful work is
socially constructed through dynamic interactions between personal identity and
organizational context, yet contextualized case-based research remains
underdeveloped in emerging humanitarian settings. Consequently, a deeper qualitative
investigation is needed to understand how employees in humanitarian organizations
construct psychological meaning, experience emotional fulfillment, and negotiate
moral responsibility within their everyday work environments (Grant, 2007).

Pure Hands Indonesia, established in 2023, operates as the Indonesian branch
of the international Pure Hands humanitarian network, which includes affiliated
offices in the United States, Malaysia, Australia, and South Africa. As a relatively new
humanitarian entity in Southeast Asia, the organization plays an active role in
fundraising, public advocacy, and program coordination for relief and development
initiatives. A significant portion of its humanitarian focus is directed toward
communities affected by conflict and prolonged crisis in Yemen. The organization’s
activities intensify during seasonal campaigns such as Ramadan and Eid al-Adha (Qur-
bani), periods that require concentrated coordination, donor engagement, and
operational responsiveness (Pure Hands Indonesia, 2024). Research on prosocial
motivation indicates that employees working in contexts tied to high-impact
humanitarian causes often experience heightened emotional involvement due to the
perceived immediacy of beneficiaries’ needs (Grant, 2007). Furthermore, meaningful
work literature emphasizes that work connected to vulnerable populations tends to

strengthen moral significance and personal value alignment (Rosso et al., 2010;
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Wrzesniewski et al., 1997). Within such mission-driven settings, emotion-al
engagement is therefore not peripheral but central to employees’ daily professional
experience.

Taken together, the theoretical foundations on meaningful work and prosocial
motivation provide important insights into why individuals are drawn to humanitarian
employment and how value alignment can strengthen psychological engagement
(Grant, 2007; Wrzesniewski et al., 1997). However, as Rosso et al., (2010)
emphasized, meaningful work is not merely a structural characteristic of an occupation
but a lived and socially constructed experience shaped by identity, relationships, and
contextual conditions. While prior research has predominantly examined meaningful
work through survey-based or outcome-oriented designs (Afsar et al., 2020), there
remains limited qualitative understanding of how employees within emerging
humanitarian organizations interpret their emotional engagement, negotiate moral
responsibility, and construct psychological fulfilment in everyday practice. This
limitation is particularly salient in newly established organizations operating within
high-intensity humanitarian missions, where institutional structures are evolving
alongside strong value-based commitments.

Accordingly, a deeper empirical exploration is required to understand how
employees experience purpose, belonging, and emotional meaning within their
organizational context. By examining these experiences within Pure Hands Indonesia,
this study seeks to contribute a contextually grounded and employee-centered

perspective to the literature on humanitarian work, meaningful engagement, and
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psychological experience.

1.3 Problem Statement

Humanitarian organizations depend heavily on the commitment, emotional
resilience, and psychological engagement of their employees to sustain effective
service delivery in complex and high-pressure environments. Unlike many private-
sector organizations that are primarily driven by profit-based performance metrics,
humanitarian institutions operate within morally charged contexts characterized by
limited resources, strong value commitments, and exposure to human suffering. Such
environments require employees not only to perform technical tasks but also to
regulate emotions, internalize organizational missions, and maintain psychological
alignment with humanitarian values. Research on meaningful work and emotional
labor suggests that work contexts involving moral purpose and social contribution
inherently demand deeper emotional engagement and identity integration(Brotheridge
& Lee, 2003; Grant, 2007; Rosso et al., 2010). In humanitarian settings, this emotional
dimension becomes central rather than peripheral, shaping how employees interpret
their roles, construct meaning, and sustain motivation over time (Afsar et al., 2020;
Rosso et al., 2010; Wrzesniewski et al., 1997).
Despite this recognition, existing research in organizational and nonprofit studies has
predominantly emphasized adverse outcomes such as burnout, emotional exhaustion,

and turnover risk in humanitarian contexts. While these perspectives provide valuable
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insights into occupational strain, they tend to conceptualize employees primarily as
subjects of stress exposure rather than as meaning-making actors within morally
significant work environments (Brotheridge & Lee, 2003; Grant, 2007; Rosso et al.,
2010). Moreover, much of the empirical literature relies on quantitative survey-based
approaches that measure outcomes such as engagement or job strain without
sufficiently exploring employees lived psychological interpretations of their work
(Afsar et al., 2020; Rosso et al., 2010; Wrzesniewski et al., 1997). Consequently, the
nuanced ways in which humanitarian employees experience purpose, fulfilment,
identity alignment, and emotional belonging remain comparatively underexamined,
particularly in emerging or newly established humanitarian organizations.

Theoretical frameworks on meaningful work and prosocial motivation provide
a foundation for understanding why individuals engage in humanitarian employment
beyond financial incentives. Meaningful work is conceptualized as work perceived as
significant, purpose-driven, and aligned with personal values and identity (Afsar et al.,
2020; Rosso et al., 2010; Wrzesniewski et al., 1997). Prosocial motivation further
suggests that employees derive psychological energy and persistence when they
perceive their actions as positively affecting others (Afsar et al., 2020; Grant, 2007;
Rosso et al.,, 2010). However, while these theories articulate how meaningful
engagement may occur, there remains limited empirical exploration of how such
experiences are constructed and negotiated within small to mid-sized humanitarian

organizations operating under evolving structures and demanding operational cycles.
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In particular, qualitative studies that foreground employees’ own narratives, emotional
interpretations, and identity-based reflections remain relatively scarce in humanitarian
research (Grant, 2007; Rosso et al., 2010; Wrzesniewski et al., 1997).

In practice, humanitarian organizations frequently prioritize external
accountability, program delivery outcomes, and donor expectations, while internal
emotional processes and psychological sustainability may receive less structured
attention. Although strong mission alignment can enhance commitment and
engagement (Afsar et al., 2020; Grant, 2007; Rosso et al., 2010), insufficient
understanding of employees’ emotional experiences may lead to hidden tensions
between purpose-driven motivation and operational realities. When employees’ lived
experiences of meaning, belonging, and emotional fulfilment are not fully recognized,
organizations risk weakened cohesion and gradual disengagement, even in the absence
of immediate turnover. Therefore, examining how psychological meaning, moral
alignment, and emotional engagement are experienced in everyday humanitarian work
is essential not only for employee well-being but also for sustaining value-based
organizational cultures (Afsar et al., 2020; Rosso et al., 2010; Wrzesniewski et al.,
1997).

Pure Hands Indonesia represents a relevant and contextually significant setting
to examine these issues. As a newly established humanitarian organization operating
within an international network and focusing on high-intensity humanitarian missions,

its employees navigate strong moral attachment to humanitarian causes alongside
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evolving organizational structures and demanding operational cycles. In such contexts,
employees are not only expected to deliver programmatic outcomes but also to
internalize and embody organizational values in daily practice. Research on
meaningful work suggests that emerging organizational environments can intensify
identity construction processes, as employees negotiate personal values with
institutional missions (Grant, 2007; Rosso et al., 2010; Wrzesniewski et al., 1997).
Furthermore, studies on prosocial engagement emphasize that emotional fulfilment
and perceived social impact are central in sustaining motivation within purpose-driven
organizations (Afsar et al., 2020; Grant, 2007; Rosso et al., 2010). However, little
qualitative research has examined how such experiences unfold within newly
established humanitarian branches in developing contexts.

Accordingly, the core problem addressed in this study is the limited empirical
understanding of how employees within humanitarian organizations experience and
interpret the psychological and emotional dimensions of their work. Specifically, there
remains insufficient qualitative insight into how meaning, emotional fulfilment, moral
identity, and value alignment are constructed and sustained within evolving
humanitarian organizations (Afsar et al., 2020; Rosso et al., 2010; Wrzesniewski et al.,
1997). Without such understanding, humanitarian organizations risk focusing
primarily on structural and operational indicators while overlooking the internal
psychological processes that shape employee engagement and long-term

sustainability. Addressing this gap is therefore essential not only for advancing
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scholarly discourse on meaningful work but also for informing more human centered
organizational practices within the humanitarian sector (Afsar et al., 2020; Grant,
2007; Rosso et al., 2010).
1.4 Research Question
To achieve the above research objectives, this study is guided by the following
research questions:
1. How do employees in a humanitarian organization experience and interpret the
psychological and emotional meaning of their work?
2. In what ways do organizational culture, leadership, and workplace relationships
influence employees’ emotional well-being and sense of belonging?
3. How do professional development opportunities and operational challenges shape
employees’ emotional engagement and long-term sustainability at work?
1.5 Research Objectives
This study aims to examine the psychological and emotional experiences of employees
working within a humanitarian organization, using Pure Hands Indonesia as a case
study. Grounded in qualitative inquiry, the research seeks to move beyond surface-
level organizational analysis by focusing on employees’ lived experiences, emotional

interpretations, and subjective engagement with humanitarian work.

16



Specifically, the objectives of this research are:

1. Explore how employees construct psychological and emotional meaning, fulfilment,
and purpose through their roles in a humanitarian organization.

2. Examine the influence of organizational culture, leadership practices, and
workplace relationships on employees’ emotional well-being, sense of belonging,
and motivation.

3. Understand how professional growth opportunities, workload intensity, and
operational challenges shape employees’ emotional engagement and long-term
sustainability at work.

By addressing these objectives, the study aims to provide a holistic understanding of how
psychological, emotional, and organizational dimensions interact to shape employee
experiences in the humanitarian sector.

1.6 Research Benefit

This study offers several important benefits at academic, organizational, and practical
levels, particularly within the context of humanitarian and non-profit organizations.

A. Academic Benefits

This research contributes to the growing body of literature on humanitarian
organizations by shifting the analytical focus from organizational performance and
retention outcomes toward the psychological and emotional experiences of employees. By
exploring how meaning, emotional fulfilment, moral identity, and belonging are
constructed in humanitarian work, the study enriches existing theories related to

meaningful work, emotional engagement, and organizational psychology. The findings
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provide empirical insights from a Global South humanitarian context, which remains
underrepresented in qualitative organizational research.
. Organizational Benefits

For humanitarian organizations, particularly small to mid-sized NGOs, this study
provides valuable insights into how internal emotional and psychological dynamics shape
employees’ experiences. Understanding how organizational culture, leadership practices,
interpersonal relationships, and professional development opportunities influence
emotional well-being can help organizations design more supportive and humane work
environments. These insights are especially relevant for organizations operating under
resource constraints and high emotional demands, where staff sustainability is critical.
. Practical Benefits for Management and Leadership

The findings offer practical guidance for organizational leaders and managers by
highlighting factors that enhance employees’ sense of purpose, emotional resilience, and
belonging. By recognizing the emotional dimensions of humanitarian work, leaders can
adopt more empathetic leadership approaches, improve communication, and create
structures that support emotional sustainability. This can ultimately enhance team
cohesion, motivation, and the quality of humanitarian service delivery.

. Benefits for Employees and Future Practitioners

The study gives voice to employees’ lived experiences, allowing humanitarian workers to
better understand and reflect on their own emotional engagement with humanitarian work.
It may also help future practitioners develop realistic expectations about the emotional

demands of the sector and identify strategies for maintaining psychological well-being
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while pursuing meaningful humanitarian careers.
1.7 Scope of the Study

This study focuses on exploring the psychological and emotional experiences
of employees working within a humanitarian organization, using Pure Hands
Indonesia as a single case study. The scope of the research is intentionally qualitative,
emphasizing employees’ subjective interpretations, emotional engagement, and lived
experiences within their organizational context.
The study is limited to employees holding different functional roles within Pure Hands
Indonesia, including finance, administration, human resources, marketing, and
operations. It examines internal organizational dimensions such as emotional
fulfilment, moral identity, sense of belonging, organizational culture, leadership
practices, workplace relationships, professional development, and operational
challenges as they relate to employees’ psychological and emotional experiences.

Geographically, the study is confined to the Indonesian branch of the
organization. Conceptually, the research does not aim to measure performance
outcomes, turnover rates, or job satisfaction quantitatively. Instead, it concentrates on
understanding how employees experience their work emotionally and psychologically,
and how these experiences shape their engagement with humanitarian work. As a
result, the findings are not intended to be statistically generalizable but rather
analytically transferable to similar humanitarian contexts.

1.8 Structure of the Research

This research is organized into six chapters, each serving a specific purpose in
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presenting and analyzing the study.

Chapter One: Introduction

This chapter provides an overview of the study by outlining the research background,
problem statement, research objectives, research questions, purpose of the study, benefits,
scope, and structure of the research.

Chapter Two: Literature Review

This chapter reviews relevant theoretical and empirical literature related to psychological
and emotional experiences at work, meaningful work, emotional fulfilment, moral identity,
organizational culture, leadership, and emotional well-being within humanitarian and non-
profit organizational contexts.

Chapter Three: Research Methodology

This chapter explains the qualitative research design and case study approach adopted in
the study. It describes the research setting, participant selection, data collection methods,
data analysis procedures, and ethical considerations.

Chapter Four: Findings and Discussion

This chapter presents and discusses the findings of the study derived from thematic
analysis of interview data. The results are organized into core themes that reflect
employees’ psychological and emotional experiences within the humanitarian
organization. Each theme is presented alongside interpretive discussion, linking
empirical evidence from participant narratives with relevant theoretical perspectives
and prior research. This integrated approach enables a deeper understanding of

meaningful work, emotional fulfilment, moral identity, belonging, and psychological

20



safety within the humanitarian context.

Chapter Five: Conclusion

This final chapter summarizes the study, highlights the key findings, discusses
theoretical and practical implications, acknowledges the limitations of the research,

and provides recommendations for future research.
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CHAPTER 11

LITERATURE REVIEW

2.1 Humanitarian organizations

2.1.1 Concept, Definition, and Core Characteristics of Humanitarian Organizations

Humanitarian organizations are commonly conceptualized as non-profit,
mission-driven entities whose primary purpose is to alleviate human suffering, protect
human dignity, and respond to the basic needs of populations affected by crises such
as armed conflict, poverty, natural disasters, and forced displacement. In contrast to
for-profit organizations, their legitimacy is not derived from market competition or
financial performance, but from ethical responsibility and accountability toward
affected communities (Barnett, 2011). Humanitarian governance frameworks
emphasize that success in such organizations is evaluated through social impact and
adherence to humanitarian principles rather than efficiency metrics alone (ALNAP,
2018). The Sphere Association, (2018) further underscores that humanitarian work is
inherently normative, embedding moral obligations into organizational mandates. As
aresult, employees often interpret their roles as socially and ethically meaningful, even
when tasks are administrative or indirect in nature, because they are situated within a
broader moral mission.

A defining characteristic of humanitarian organizations is their institutional

commitment to core humanitarian principles, particularly humanity, neutrality,
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impartiality, and independence. These principles are not merely aspirational values but
function as operational guidelines that shape decision-making, program design, and
field-level implementation (Slim, 2015). Donini (2010) highlighted that humanitarian
actors frequently operate in politically sensitive environments where ethical neutrality
must be actively negotiated rather than assumed. The Sphere Association (2018)
further noted that adherence to these principles directly influences how resources are
allocated and how assistance is delivered. Consequently, employees are often required
to exercise ethical judgment under pressure, exposing them to moral dilemmas and
emotional strain that are uncommon in conventional organizational settings. This
moral intensity distinguishes humanitarian work as a form of employment
characterized by heightened ethical responsibility and emotional exposure.

In addition to their ethical foundations, humanitarian organizations operate
within highly unstable and resource-constrained environments that shape
organizational structures and employee experiences. Emergency contexts are marked
by uncertainty, security risks, donor dependency, and rapidly changing operational
demands, all of which contribute to organizational volatility (ALNAP, 2018). Walker
and Maxwell (2014) observed that such environments necessitate flexible and
decentralized organizational arrangements, but these same conditions often increase
role ambiguity and workload pressure. Healy and Tiller (2014) further argued that
prolonged exposure to crisis settings intensifies psychological and emotional demands,
particularly for staff involved in direct program delivery or beneficiary engagement.

From an organizational behavior perspective, humanitarian organizations can
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therefore be understood as values-based institutions in which employee motivation is
closely linked to moral identity and prosocial values rather than extrinsic rewards
alone(Aquino & Americus, 2002; Grant, 2007). While this alignment strengthens
commitment and engagement, it also increases vulnerability to emotional strain when

organizational realities fail to meet moral expectations (Rosso et al., 2010).

2.1.2 Characteristics and Operational Context of Humanitarian Organizations

Humanitarian organizations operate within a distinct organizational and
operational environment that differentiates them from both public institutions and
private-sector entities. At their core, these organizations are value-driven and mission-
oriented, prioritizing humanitarian principles such as humanity, neutrality,
impartiality, and independence in all aspects of their work (IFRC 2015). These guiding
principles shape organizational culture, decision-making processes, and leadership
practices, often requiring staff to balance ethical imperatives with operational
constraints. In the middle of this context, scholars emphasize that humanitarian
organizations frequently function under conditions of moral intensity, where
employees are continuously exposed to ethical dilemmas related to resource allocation,
beneficiary prioritization, and donor expectations (Lewis, 2014). As a result,
organizational effectiveness in humanitarian settings is not measured solely by
efficiency or output, but by adherence to humanitarian values and accountability to

affected populations (ALNAP, 2022).
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From an operational perspective, humanitarian organizations typically work in
volatile, uncertain, complex, and ambiguous (VUCA) environments, particularly in
contexts affected by conflict, natural disasters, or protracted crises. At the beginning
of this discussion, the United Nations Office for the Coordination of Humanitarian
Affairs highlights that humanitarian operations are often characterized by rapid
deployment, short project cycles, and frequent changes in program priorities driven by
evolving emergency needs (UNOCHA, 2023). Midway through the operational
analysis, research on nonprofit management notes that such conditions often result in
flexible but loosely structured organizational systems, where staff members perform
multiple roles simultaneously and formal job boundaries are blurred (Lester M.
Salamon & Helmut K. Anheier, 1997). By the end of this paragraph, it becomes evident
that while this operational flexibility enables swift humanitarian response, it also
introduces challenges related to coordination, workload management, and
organizational sustainability, particularly in local and national humanitarian
organizations (ALNAP, 2022).

In addition, humanitarian organizations are heavily influenced by their funding
structures and external accountability mechanisms. At the outset, studies indicate that
dependence on donor funding, often earmarked and short-term, significantly shapes
strategic planning, reporting requirements, and internal performance measurement
systems (Ebrahim, 2019). In the middle of this discussion, scholars argue that donor-
driven accountability frameworks can unintentionally shift organizational focus

toward compliance and measurable outputs, sometimes at the expense of staff well-
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being and long-term institutional development (Banks, Hulme, & Edwards, 2015).
Toward the conclusion of this analysis, recent humanitarian governance literature
emphasizes that strengthening partnerships, promoting localization, and investing in
organizational capacity are critical strategies for navigating these funding-related

pressures while maintaining humanitarian effectiveness (UNOCHA, 2023).

2.1.3 Workforce Structure and Human Resource Dynamics in Humanitarian

Organizations

Humanitarian organizations are characterized by a highly diverse and
segmented workforce structure that includes international staff, national staff, local
volunteers, and short-term consultants, each operating under different contractual
arrangements and expectations (IFRC, 2015). This diversity is often necessary to
ensure contextual knowledge, rapid response capacity, and cost efficiency, particularly
in emergency and low-resource settings. In the middle of this organizational reality,
studies highlight that national and local staff frequently carry a disproportionate share
of operational and emotional burden, as they are more directly embedded within
affected communities and exposed to prolonged crisis conditions (Stoddard et al.,
2018). Toward the end of this discussion, research emphasizes that these structural
inequalities within the humanitarian workforce can create tensions related to fairness,
career progression, and psychological safety, ultimately shaping employees’ work

experiences and organizational attachment (ALNAP, 2022).
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Another defining feature of human resource management in humanitarian
organizations is the prevalence of temporary contracts, project-based employment, and
high staff mobility. At the beginning of this paragraph, humanitarian labor studies note
that short funding cycles and donor-driven project designs often limit organizations’
ability to offer long-term job security, particularly for program-level staff (ILO, 2020).
Midway through the analysis, empirical research shows that while such employment
arrangements allow organizational flexibility, they also contribute to uncertainty, role
ambiguity, and chronic stress among employees, especially in protracted crisis
contexts (Ager et al., 2012). By the conclusion of this paragraph, it becomes evident
that high turnover rates and repeated contract renewals not only affect individual well-
being but also undermine institutional memory and organizational learning within

humanitarian agencies (ALNAP. (2022), 2022).

In addition, humanitarian organizations increasingly rely on employees’
intrinsic motivation, moral commitment, and sense of purpose to sustain performance
under demanding conditions. At the outset, values-based management literature
suggests that humanitarian staff are often willing to accept lower financial
compensation and job insecurity in exchange for meaningful work and alignment with
humanitarian ideals (Baines & Cunningham, 2011). In the middle of this discussion,
recent open-access research highlights that this reliance on moral motivation can
unintentionally normalize overwork, emotional exhaustion, and self-sacrifice,

particularly when organizational support systems are weak (Foo et al., 2023). At the
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end of the paragraph, scholars argued that without deliberate investment in supportive
human resource practices such as psychosocial support, transparent communication,
and fair workload distribution, humanitarian organizations risk eroding the very values

and commitment that sustain their workforce (ILO, 2020).

2.1.4 Characteristics and Operational Context of Humanitarian Organizations

Humanitarian organizations expose employees to uniquely intense emotional
and ethical demands due to the nature of their work, which involves direct engagement
with human suffering, crisis situations, and moral responsibility. Staff members
frequently interact with populations affected by violence, displacement, poverty, and
loss, placing them in emotionally charged environments that require sustained
empathy and emotional regulation (Hochschild, 2020). This emotional exposure is not
incidental but structurally embedded in humanitarian roles, particularly in frontline
positions where proximity to beneficiaries is high. As a result, humanitarian work often
entails continuous emotional investment that exceeds what is typically expected in
conventional organizational contexts (Brotheridge & Lee, 2003). Over time, this
persistent emotional engagement can accumulate and contribute to emotional fatigue,
especially when organizational resources for emotional support are limited (Eriksson
et al., 2001)

In addition to emotional demands, humanitarian work is characterized by
profound ethical complexity. Employees are regularly required to make difficult

decisions under conditions of uncertainty, limited resources, and competing moral
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priorities. These ethical challenges are intensified by operational pressures such as
donor constraints, security risks, and rapidly changing crisis dynamics, which can
force compromises between humanitarian principles and practical realities (Walker &
Maxwell, 2009). Navigating such tensions can generate moral distress when individuals
feel unable to act in accordance with their ethical values or professional standards
(Slim, H. (2015). This ethical strain is particularly salient in contexts where neutrality
or impartiality is contested, placing workers in morally ambiguous situations that
challenge their sense of integrity and purpose (Donini, 2010).

The combination of emotional exposure and ethical strain has significant
implications for employee well-being and organizational sustainability. Research indicates
that prolonged engagement with emotionally demanding and ethically complex work can
heighten vulnerability to burnout, compassion fatigue, and psychological distress if not
adequately managed (Figley, 2002). At the same time, strong identification with
humanitarian values can deepen employees’ commitment and resilience, creating a
paradox in which the same moral motivations that sustain engagement also increase
susceptibility to emotional exhaustion (Grant, 2007). Understanding these emotional and
ethical dimensions is therefore critical for analyzing psychological experiences within
humanitarian organizations, as they shape how employees interpret stress, derive meaning

from their work, and sustain long-term involvement in the sector (Rosso et al., 2010).
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2.1 Psychological and Emotional Factors at Work
2.2.1 Psychological Meaning of Work

The psychological meaning of work refers to the extent to which individuals
perceive their work as significant, purposeful, and aligned with their personal values
and identity. Contemporary organizational psychology conceptualizes meaningful
work not merely as job satisfaction, but as a deeper cognitive and emotional experience
through which individuals interpret their contribution to something larger than
themselves (Rosso et al., 2010). In this sense, meaning emerges when work is
experienced as coherent with one’s moral beliefs, social identity, and long-term life
goals, rather than being limited to instrumental or economic outcomes (Wrzesniewski
et al., 1997). Research further suggests that meaningful work functions as a
psychological resource that enhances motivation, resilience, and engagement,
particularly in value-driven organizational contexts (Albrecht et al., 2021). This
perspective is especially relevant in humanitarian organizations, where work is often
framed as service, sacrifice, and ethical responsibility rather than career advancement
alone (Grant, 2007).

From a motivational standpoint, the meaning of work is closely linked to
prosocial motivation and moral identity. Individuals who perceive their work as
benefiting others or contributing to social good tend to experience higher levels of
intrinsic motivation and psychological fulfilment (Grant, 2007). Moral identity theory
suggests that when ethical values are central to an individual’s self-concept, work that

enables moral expression becomes psychologically meaningful (Aquino & Americus,
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2002). Empirical studies have shown that value congruence between individuals and
organizations strengthens this sense of meaning, fostering persistence even under
difficult working conditions (Rosso et al., 2010). In humanitarian and faith-informed
work contexts, meaning is often constructed through moral narratives of service,
responsibility, and collective well-being, which shape how individuals evaluate
success and personal achievement (Linando, 2024). Rather than being driven solely by
external rewards, employees in such settings interpret work as a moral journey that
reflects who they are and what they stand for (Linando & Mayrhofer, 2024).
Meaningful work also plays a critical role in sustaining psychological well-
being over time, particularly in emotionally demanding environments. Studies indicate
that when employees perceive their work as meaningful, they are better able to tolerate
stress, manage emotional demands, and maintain engagement despite high job
demands (Albrecht et al., 2021). This buffering function of meaning is especially
salient in humanitarian contexts, where exposure to suffering and uncertainty can
otherwise undermine motivation and mental health (Rosso et al., 2010). However,
meaning is not inherently protective; when moral expectations collide with
organizational constraints, the same sources of meaning may intensify emotional strain
(Grant, 2007). Research on religious and value-oriented work further demonstrates that
strong moral purpose can simultaneously enhance commitment and increase
vulnerability to psychological tension when ideals are difficult to realize in practice
(Linando, 2023). Understanding the psychological meaning of work is therefore

essential for analysing how humanitarian employees interpret their experiences,
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sustain motivation, and navigate the emotional complexities of value-driven work.

2.2.2 Emotional Labor and Emotional Regulation

Emotional labor refers to the process by which employees manage, modify, or
regulate their emotional expressions to meet organizational expectations and role
requirements, particularly in service-oriented and people-centered occupations
(Hochschild, 2020). This concept distinguishes between surface acting, where
emotions are merely displayed without being genuinely felt, and deep acting, where
individuals attempt to align their internal emotions with expected emotional
expressions (Grandey, 2003). Emotional labor is especially salient in humanitarian
work, where employees are expected to demonstrate empathy, compassion, and
emotional composure while interacting with vulnerable populations under distressing
conditions (Brotheridge & Lee, 2003). These emotional demands are not incidental but
embedded within role expectations, shaping how employees perform their duties and
maintain professional legitimacy (Hochschild, 2020). As a result, emotional labor
becomes a central psychological mechanism through which humanitarian workers
navigate their daily interactions.

Emotional regulation, as an integral component of emotional labor, involves
conscious and unconscious strategies used to manage emotional responses in
emotionally charged environments. Research in organizational psychology suggests
that sustained emotional regulation requires cognitive and emotional resources, which

can become depleted over time if demands remain high and support is insufficient
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(Grandey, 2003). In humanitarian settings, emotional regulation is intensified by
continuous exposure to suffering, ethical tension, and unpredictable crises, increasing
the risk of emotional exhaustion (Brotheridge & Lee, 2003). Empirical evidence from
service and crisis-related occupations demonstrates that prolonged reliance on surface
acting is associated with higher levels of burnout and psychological strain, whereas
deep acting may foster authenticity but still carries emotional costs (Hochschild,
2020). Studies conducted in the Indonesian context further confirm that emotional
labor significantly predicts emotional exhaustion, particularly during periods of crisis
such as the COVID-19 pandemic (Linando, 2023).

The consequences of emotional labor extend beyond individual well-being and
have important implications for organizational sustainability. When emotional
demands are poorly managed, employees may experience compassion fatigue, reduced
emotional authenticity, and declining engagement over time (Figley, 2002). However,
emotional labor does not inevitably lead to negative outcomes; its effects are shaped
by organizational resources, leadership support, and individual coping mechanisms
((Bakker & Demerouti, 2017). In value-driven and humanitarian organizations, strong
moral commitment can motivate employees to continue emotional investment despite
high strain, reinforcing both resilience and vulnerability simultaneously (Grant, 2007).
Recent research highlights that empowering work environments and supportive
organizational practices can mitigate the negative effects of emotional labor by
enhancing emotional resources and psychological safety (Linando & Halim, 2023).

Understanding emotional labor and emotional regulation is therefore critical for
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analysing how humanitarian employees sustain performance, manage emotional

strain, and remain engaged in emotionally demanding roles.

2.2.3 Emotional Well-Being, Safety, and Belonging

Emotional well-being in the workplace encompasses both the absence of
psychological distress and the presence of positive affective states such as emotional
resilience, satisfaction, and psychological comfort. Within organizational psychology,
emotional well-being is increasingly understood as a dynamic condition shaped by
interpersonal, structural, and relational factors rather than an individual trait alone
(Diener et al., 2018; Warr, 2011). One of the most influential determinants of
emotional well-being is psychological safety, defined as a shared belief that
individuals can express concerns, emotions, and ideas without fear of negative
interpersonal or professional consequences (A. Edmondson, 1999). In high-demand
environments such as humanitarian organizations, psychological safety enables
employees to acknowledge emotional strain, seek assistance, and discuss errors or
ethical concerns openly. Empirical studies consistently show that psychologically safe
climates are associated with higher emotional stability, work engagement, and
adaptive coping, as employees perceive their environment as supportive rather than
threatening (Baumeister & Leary, 1995; A. C. Edmondson & Lei, 2014; Kahn, 1990).
Given the emotional intensity and moral complexity inherent in humanitarian work,
emotional well-being becomes closely tied to relational climates characterized by trust,

respect, and interpersonal care.
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Beyond individual perceptions of safety, a sense of belonging plays a central
role in shaping emotional experiences at work. Belonging refers to the subjective
experience of being accepted, valued, and included within a social group, and it
represents a fundamental human motivation with direct implications for emotional
well-being (Baumeister & Leary, 1995). Social identity theory posits that individuals
derive part of their self-concept from group membership and the quality of
interpersonal relationships within organizations (Tajfel & Turner, 1979). Empirical
research in organizational contexts indicates that employees who experience a strong
sense of belonging report higher emotional well-being, greater job satisfaction, and
stronger intrinsic motivation, particularly in teams marked by shared values and
mutual support (Ashforth & Mael, 1989; Haslam et al., 2010)). In humanitarian
organizations, where collective mission and moral purpose are highly salient,
belonging can function as a protective psychosocial resource by reinforcing social
cohesion and shared meaning. Qualitative and mixed-method studies in crisis-oriented
and care-oriented work settings further demonstrate that peer support and supportive
supervision significantly enhance employees’ capacity to regulate emotions, cope with

distress, and sustain engagement over time (Grant, 2007; Van den Broeck et al., 2016).

Cultural and relational contexts further shape how emotional safety and

belonging are experienced and enacted within organizations. In collectivist contexts

such as Indonesia, relational harmony, interpersonal trust, and respect for social roles
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are particularly salient determinants of emotional well-being, often amplifying the
impact of leadership quality and team cohesion (Hofstede, 2011; Triandis, 1995). Recent
empirical evidence highlights that dispositional and relational factors such as leader
empathy, openness, and relational competence play a critical role in strengthening
leader—follower relationships and fostering emotionally supportive work climates
(Linando & Halim, 2023). Such relational dynamics enhance employees’ sense of
security, belonging, and emotional balance, especially in mission-driven and value-
based organizations. Conversely, work environments characterized by weak relational
ties, role ambiguity, or limited emotional support are associated with diminished
psychological safety, increased emotional vulnerability, and higher risk of
disengagement (Edmondson & Lei, 2014; Kahn, 1990). Overall, emotional well-being,
psychological safety, and belonging represent deeply interconnected psychosocial
mechanisms that shape how employees interpret emotional demands, regulate
affective experiences, and sustain long-term involvement in emotionally demanding

humanitarian work.

2.2.4 Job Demands, Resources, and Emotional Sustainability

Emotional experiences in humanitarian organizations are strongly influenced
by the interaction between job demands and job resources. This relationship is most
clearly articulated through the Job Demands—Resources (JD-R) model, which explains
how sustained exposure to demanding work conditions such as high workload,

emotional labor, time pressure, and moral responsibility can lead to emotional
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exhaustion when not adequately balanced by supportive resources (Bakker &
Demerouti, 2017). In humanitarian contexts, job demands are structurally embedded in
daily operations due to continuous engagement with human suffering, crisis situations,
and limited organizational capacity, making emotional strain a persistent rather than
episodic condition (ALNAP, 2018; McFadden et al., 2019). Without sufficient
organizational support, prolonged exposure to these demands increases vulnerability
to burnout and emotional depletion (Schaufeli, 2017).

Job resources play a critical buffering role in sustaining emotional well-being
under high-demand conditions. Within the JD-R framework, resources include
supportive leadership, interpersonal trust, role clarity, autonomy, and value alignment,
all of which help employees manage emotional strain more effectively (Bakker &
Demerouti, 2017). Empirical evidence highlights the importance of relational
resources, particularly leader—follower dynamics, in fostering emotionally supportive
work environments. Dispositional and relational leadership qualities such as empathy,
openness, and relational competence strengthen leader—follower relationships and
contribute to employees’ emotional security and psychological balance (Linando &
Halim, 2023). In mission-driven organizations, such relational resources are especially
vital, as they shape how employees emotionally interpret demanding tasks and sustain
engagement over time.

Beyond immediate coping, emotional sustainability refers to employees’ long-term
capacity to remain psychologically engaged and emotionally healthy despite ongoing

exposure to high demands. Conservation of Resources theory suggests that individuals
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strive to acquire, protect, and maintain emotional and psychological resources, and stress
occurs when these resources are threatened or depleted (Hobfoll et al., 2018). In
humanitarian organizations, emotional sustainability is closely linked to meaning-making
and moral motivation. Research indicates that strong identification with prosocial and
humanitarian values can enhance resilience and commitment, while simultaneously
increasing emotional vulnerability if organizational support is insufficient (Grant, 2007;
Grant & Parker, 2009). Linando’s (2024) systematic review further showed that value
incongruence, limited support, and structural constraints intensify emotional strain among
employees in ethically charged and mission-oriented sectors.

Overall, emotional sustainability in humanitarian work emerges from a dynamic
balance between job demands and available resources rather than from the absence of
emotional strain. When organizations invest in relational leadership, emotional support
mechanisms, and value-consistent work environments, employees are better equipped to
regulate emotions, preserve psychological resources, and sustain long-term involvement.
This perspective positions emotional sustainability as a crucial link between employees’
psychological and emotional experiences and their ongoing engagement within

humanitarian organizations, providing a strong conceptual foundation for understanding
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how employees sustain involvement in emotionally demanding work contexts.

As illustrated in Figure 2, organizational factors such as culture, leadership, and workplace
relationships shape employees’ psychological and emotional experiences, which in turn

influence their well-being, motivation, and long-term sustainability.

Psychological and Employee
Emotional

Factors . Outcomes
Experiences

Organizational

e Culture e Meaning * Well-being
e Leadership » ¢ Fulfilment » * Motivation
» Workplace * Belonging e Sustainability
* Relationships * Emotional
Engagement

Figure 2. Conceptual Framework of the Study
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CHAPTER III

RESEARCH METHODOLOGY

Research Approach

This study adopted an exploratory qualitative case study approach to examine
employees’ psychological and emotional experiences within a humanitarian organizational
context. A qualitative approach is appropriate when the objective of research is to
understand how individuals interpret, construct, and give meaning to their lived
experiences within a particular setting (Creswell, 2013; Creswell & Poth, 2018). Since the
focus of this research is on employees’ perceptions of emotional experiences,
organizational culture, leadership support, and workplace relationships, an in-depth
qualitative design enables the capture of nuanced insights that cannot be adequately
measured through quantitative instruments.

The study is exploratory in nature because limited empirical research has
examined the psychological and emotional experiences of employees within emerging
humanitarian organizations operating in the Indonesian context. Exploratory
qualitative inquiry is particularly suitable when investigating under-researched
phenomena or when seeking to generate contextualized understanding rather than to
test predetermined hypotheses (Merriam, 2016). This orientation allowed the

researcher to remain open to participants’ meanings while identifying patterns
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grounded in their narratives.

A single-case study design was selected to provide an in-depth and
contextually embedded examination of employees’ psychological and emotional
experiences within Pure Hands Indonesia. Case study research is appropriate when the
researcher seeks to explore a contemporary phenomenon within its real-life context,
especially when the boundaries between the phenomenon and context are not clearly
evident (Yin, 2018). In this study, employees’ psychological and emotional
experiences cannot be separated from organizational mission, leadership style, faith-
based culture, operational constraints, and the demands of humanitarian work.
Therefore, investigating the organization as a bounded system allows for a holistic
analysis.

Furthermore, case study design enables the integration of multiple perspectives
within the same organizational setting, allowing patterns to emerge across participants
while maintaining sensitivity to individual experiences (Creswell, 2013). By focusing
on a single humanitarian organization established in 2023 and operating in a mission-
driven environment, this research captured both shared and divergent experiences that
shape employees’ psychological and emotional engagement.

Overall, the exploratory qualitative case study design provides methodological
coherence with the study’s objective: to understand how emotional meaning,
organizational support, leadership practices, and cultural alignment shape employees’

psychological and emotional experiences within a humanitarian organizational setting.
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3.2

Unit of Analysis

The unit of analysis in qualitative case study research determines what is being
studied and at what level the investigation is conducted. In case study methodology,
clearly defining the unit of analysis is essential to maintain conceptual clarity and
analytical focus (Yin, 2018).

In this research, the primary unit of analysis is the individual employee working
at Pure Hands Indonesia. More specifically, the study focuses on full-time staff
members and explores their perceptions, motivations, and psychological and
emotional experiences within the organization. The analysis is therefore conducted at
the individual level, while remaining embedded within a single organizational case.

The case boundary is defined as Pure Hands Indonesia (Yayasan Tangan Murni
Indonesia), officially established in 2023 as the Indonesian branch of Pure Hands, a
humanitarian organization operating internationally. Bounding the case in terms of
place, organization, and time is a fundamental principle in qualitative case study design
(Creswell & Poth, 2018). The study was conducted when the organization employed
approximately seven to ten full-time staff members.

All participants interviewed were male full-time employees aged between 26
and 47 years. Each participant was formally included in the thematic analysis. The
study did not involve volunteers, part-time workers, or external partners, thereby

ensuring analytical consistency.
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Table 1
Summary of the demographic and professional characteristics of the study participants.

(Paceholdert[age| EMPIOYmEt| oS Current Role in
Experience
P1 26 Full-time 2 years Finance Officer
P2 29 Full-time 2 years Administrative / Support Staff
P3 34 Full-time 3 years Human Resources
P4 38 Full-time 4 years Marketing / Digital Communication Officer
P5 42 Full-time 5 years Secretary / Operations Officer
P6 47 Full-time | More than 5 years |Chief Executive Officer

3.3

All defining the organization as a single, bounded system aligns with the
explanatory and exploratory purposes of qualitative case study research, where the aim

is to understand a contemporary phenomenon within its real-life context (Yin, 2018).

Data Collection

Data were collected in July 2025 through semi-structured individual interviews
conducted via Zoom. The online format was selected to ensure flexibility,
accessibility, and uninterrupted participation of full-time staff members. Each
interview was audio-recorded using Zoom’s built-in recording feature with the
participants’ prior verbal consent.

A semi-structured interview format was employed to allow depth, flexibility, and
exploration of participants’ lived experiences while maintaining alignment with the
research objectives. Semi-structured interviews are particularly suitable for

exploratory qualitative case studies because they enable participants to articulate
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perceptions, emotions, and interpretations in their own words while allowing the
researcher to probe emerging insights (Creswell & Poth, 2018).

The interview guide consisted of approximately 16—18 open-ended questions.
Questions focused on emotional experiences, sense of purpose, workplace
relationships, leadership support, psychological pressures, and motivational factors
shaping employees’ engagement and experiences within the organization. The guide
was used flexibly; probing questions were asked when clarification or elaboration was
required. The interview guide was not distributed in advance to participants, as the
objective was to capture spontaneous and reflective responses.

Five interviews were conducted in English. The interview with the Chief
Executive Officer was conducted in Arabic to ensure depth and clarity of expression.
The Arabic interview was subsequently translated into English by the researcher
during the transcription process. All interviews lasted between 20 and 40 minutes.

The researcher personally transcribed all six interviews verbatim to ensure
immersion in the data and enhanced familiarity with emerging meanings. Manual
transcription is widely recognized as a critical stage in qualitative analysis, as it
facilitates early-stage interpretation and pattern recognition (Nowell et al., 2017).

Participants were selected based on their direct involvement in humanitarian
operations and their active employment status within the organization. All participants
were full-time staff members with prior or current humanitarian engagement
experience. Verbal consent was reconfirmed before recording each session.

Participants were informed that their identities would not be disclosed and that
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pseudonyms (P1-P6) would be used in reporting.

The collected data were securely stored on a password-protected personal
device accessible only to the researcher. No identifying information was included in
the transcripts. Data were used strictly for academic research purposes within this case

study.

Data Analysis and Trustworthiness

The interview data were analysed using a systematic thematic analysis
procedure consistent with qualitative case study methodology. Following data
collection, all interviews were transcribed verbatim by the researcher. Verbatim
transcription ensures preservation of participants’ original wording, tone, pauses, and
contextual nuances, thereby reducing interpretive distortion during analysis (Braun &
Clarke, 2006). Each transcript was reviewed repeatedly while cross-checking against
the original audio recordings to ensure textual accuracy and fidelity to participants’

intended meanings.

The analysis followed an inductive, data-driven approach. In the first stage, open
coding was conducted by identifying meaningful textual segments related to emotional
experiences, relational perceptions, motivational drivers, and meaning-making processes.
Codes were generated directly from participants’ narratives rather than imposed from pre-
existing theoretical categories. This inductive orientation aligns with reflexive thematic
analysis principles, which emphasize pattern recognition grounded in empirical data

(Braun & Clarke, 2019).

All transcripts were manually coded using Microsoft Excel to organize and

cluster emerging patterns. During the second cycle of coding, overlapping codes were
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merged, redundant labels were eliminated, and related concepts were grouped into

higher-order categories. Through iterative comparison and abstraction, 27 initial codes

were consolidated into three overarching themes that represent the psychological and

emotional dimensions of employees’ experiences within Pure Hands Indonesia. This

process reflects the recursive and reflective nature of thematic development in

qualitative research (Nowell et al., 2017).

Table 2

Development of Themes from Initial Codes

Main Theme

Sub-Theme

Initial Code

Experiencing Purpose and
Meaning in Humanitarian Work

Meaning construction

Search for purpose beyond salary

Value congruence

Alignment with humanitarian
mission

Professional identity
integration

Identity-based motivation

Mission-driven commitment

Commitment despite financial
limitations

Emotional Fulfilment, Well-
Being, and Sense of Belonging

Emotional affirmation

Pride in contribution

Spiritual meaning-making

Spiritual fulfilment

Impact-based satisfaction

Emotional reward from
beneficiaries

Self-development and inner
growth

Personal growth through service

Emotional Safety, Support, and
Relational Experience

Leader emotional support

Supportive leadership

Collective belonging

Team cohesion

Psychological safety

Open communication climate

Interpersonal support system

Peer encouragement

Relational trust

Trust within team

To enhance trustworthiness, the study adopted multiple validation strategies

consistent with established qualitative research standards (Lincoln & Guba, 1985)
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Credibility was strengthened through sustained engagement with the data, repeated
transcript review, and iterative refinement of themes to ensure that interpretations

accurately reflected participants’ psychological and emotional experiences.

A key strategy was peer debriefing, conducted through systematic analytical
discussions with the academic supervisor throughout the coding and theme
development process. Emerging interpretations were critically examined against raw
data extracts, and alternative explanations were considered where necessary. This
process functioned as an external analytical check, challenging assumptions,

minimizing researcher bias, and reinforcing interpretive coherence.

In addition, data source triangulation was employed by incorporating
perspectives from participants across different hierarchical levels within the
humanitarian organization, including operational employees and the Chief Executive
Officer. Comparing psychological and emotional themes across these roles allowed
the identification of converging and diverging patterns, thereby reducing single-source

bias and strengthening the credibility of findings.

Dependability was ensured through a structured coding framework and the
maintenance of a transparent audit trail, including transcripts, coding matrices, and
analytic memos. Confirmability was reinforced by grounding each theme explicitly in
participant quotations and deriving findings inductively from the data. Transferability
was addressed through detailed contextual description of the organizational setting and
participant roles, enabling informed judgment regarding applicability to similar
humanitarian contexts. Collectively, these procedures establish methodological rigor

appropriate for exploratory qualitative case study research.
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CHAPTER 1V

FINDINGS AND DISCUSSIONS

4.1 Findings

This section presents the findings of the study based on qualitative interview
data collected from employees of Pure Hands Indonesia. The findings are derived from
a thematic analysis of participants’ accounts, aiming to capture recurring patterns in
employees’ psychological and emotional experiences within the humanitarian work
context.

The findings are organized thematically to reflect key dimensions of
employees’ work experiences as expressed during the interviews. Each theme is
illustrated through verbatim quotations drawn from multiple participants in order to
enhance analytical rigor and credibility, while remaining grounded in participants’
lived realities.

The first theme explores how employees experience purpose and meaning in
humanitarian work, highlighting how emotional attachment to organizational mission,
personal identity, and social contribution shapes their engagement with work at Pure

Hands Indonesia.
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4.1.1 Experiencing Purpose and Meaning in Humanitarian Work

A prominent finding emerging from this study was that employees at Pure
Hands Indonesia experienced their work as deeply meaningful and purpose-driven,
extending well beyond contractual or financial motivations. Participants consistently
framed their roles not merely as employment, but as a form of moral and humanitarian
engagement, where daily tasks were interpreted as contributions to alleviating human
suffering and supporting vulnerable communities affected by conflict and crisis.

Several participants described an internal psychological transformation in how
they perceived their work. The first respondent member explained that over time he
began to reflect on “what’s the bigger purpose of my role and my job,” describing this
realization as “a deep thing inside me that pushes me forward” (P1). This statement
illustrated how purpose operated as an intrinsic psychological driver, reinforcing
motivation and persistence even in demanding work conditions. Rather than being
externally imposed, meaning was internally constructed through reflection on the
humanitarian impact of one’s role.

The emotional dimension of purpose was also evident in how employees linked
their sense of meaning to feeling valued and respected within the organization. The
second respondent member emphasized that “people stay because they feel
important,” explaining that being “respected and valued” at Pure Hands Indonesia
generated genuine emotional satisfaction and happiness (P2). This suggested that
purpose was not only derived from the organization’s mission but was reinforced

through interpersonal recognition and emotional affirmation in the workplace.
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Marketing staff further highlighted how routine or creative tasks gained
emotional and psychological significance when connected to tangible humanitarian
outcomes. One participant explained that they were “not just doing tasks” but
“helping lives,” particularly when designing campaigns or writing donor messages
while being aware that “a real family might receive food” as a result of their work
(P4). This illustrated how symbolic distance between office-based tasks and
humanitarian impact was emotionally bridged, allowing employees to experience
meaning even in indirect roles.

For some participants, purpose was deeply intertwined with personal identity
and moral responsibility. The operations secretary, who was personally affected by the
conflict in Yemen, expressed a strong sense of duty toward supporting their
community, stating that “as a Yemeni, and as someone directly affected by the war, 1
feel it’s my duty to help my people,” and questioning who would take responsibility
“if we don’t help our own country” (P5). In this case, work meaning was not only
professional but existential, rooted in shared suffering, national identity, and moral
obligation.

Across these accounts, employees articulated a shared perception that their
work carried moral significance, social value, and emotional depth. Purpose was
repeatedly described through emotionally grounded experiences such as helping
families, supporting children, and responding to humanitarian crises. These

experiences shaped how employees psychologically interpreted their roles and
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reinforced emotional attachment to both the organization and its humanitarian mission.

Table 3

Employees’ Experiences of Purpose and Meaning at Work

Key Finding

Description

Work perceived as

Employees viewed their roles as morally meaningful contributions to

h itari . .
umanitatian humanitarian causes rather than ordinary employment
mission
Emotional . . . o . .
motiona Daily tasks gained emotional significance when linked to tangible
fulfilment through . o o
impact outcomes such as helping families and communities

Sense of being
valued and
respected

Feeling important and respected within the organization reinforced
emotional satisfaction and commitment

Identity-based moral
responsibility

Personal background and lived experiences (e.g., conflict exposure)
shaped a strong sense of duty toward humanitarian work
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4.1.2 Emotional Fulfilment, Well-Being, and Sense of Belonging

Beyond experiencing purpose and meaning, employees at Pure Hands
Indonesia consistently described their emotional well-being and sense of belonging as
being strongly shaped by the organization’s culture, leadership approach, and quality
of workplace relationships. Participants emphasized that emotional fulfilment did not
arise solely from completing tasks or achieving outcomes, but from working within a
supportive, respectful, and value-driven organizational environment where they felt
emotionally recognized and socially included.

Several respondents highlighted that the organizational culture at Pure Hands
Indonesia fostered a sense of emotional comfort and psychological reassurance. A
finance officer described how feeling that his contribution mattered enhanced his
emotional well-being, stating that “that sense of contribution actually keeps me going
forward” and that reflecting on his role “really boosts your happiness level” (P1).
This suggests that emotional well-being was reinforced not only by humanitarian
impact, but also by a culture that encouraged reflection, meaning-making, and
emotional validation.

Administrative staff further emphasized how day-to-day interpersonal
interactions contributed to emotional stability and a sense of belonging. One
respondent explained that she felt “comfortable” within the organization and “proud
of myself”, adding that these emotions “totally make me happy” (P2). Her account
illustrated how emotional well-being was closely tied to feeling accepted and valued

within the workplace, rather than feeling like a replaceable employee.
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Leadership behaviour emerged as a particularly influential factor in shaping
employees’ emotional experiences. From a human resources perspective, emotional
fulfilment was linked to leaders’ attentiveness to employees’ personal and emotional
needs. One HR staff member described feeling “personally and spiritually satisfied”,
explaining that helping others through the organization provided “a strong feeling of
accomplishment” (P3). This indicated that leadership practices at Pure Hands
Indonesia extended beyond formal supervision to include emotional and moral
support, reinforcing employees’ sense of belonging to a caring organizational
community.

Marketing staff highlighted how relational trust and appreciation strengthened
their emotional engagement. One marketing employee described how creative
autonomy and emotional recognition made their work fulfilling, stating that “when
someone donates because of a story I wrote, I feel emotionally fulfilled” (P4). This
experience was not only tied to outcomes, but also to the organization’s culture of
acknowledging individual contributions and linking them to collective humanitarian
success.

The secretary further emphasized how emotional well-being was reinforced
through visible compassion and relational warmth within the organization. She
explained that seeing humanitarian reports and “the smiles on the children’s faces”
created emotional satisfaction, while also reinforcing her personal connection to the

organization’s mission (P5). Importantly, her narrative suggested that this emotional
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fulfilment was amplified by working in an environment where colleagues and
supervisors shared similar values and emotional sensitivity toward humanitarian
suffering.

Across participants’ accounts, emotional well-being and sense of belonging
were consistently constructed through a combination of supportive leadership,
respectful interpersonal relationships, and a values-based organizational culture.
Employees described Pure Hands Indonesia as a workplace where emotional
expression was accepted, appreciation was communicated, and social bonds were
nurtured. These relational and cultural factors created an emotional climate in which
employees felt psychologically safe, valued as individuals, and emotionally connected

to the organization.

Table 4
Organizational Factors Influencing Emotional Well-Being and Sense of Belonging
Key Aspect Employees’ Lived Experience
Supportive organizational | Employees felt emotionally comfortable, valued, and respected within
culture daily work interactions
Leadership care and Leaders demonstrated concern for emotional, spiritual, and personal
recognition well-being, strengthening trust
Positive workplace Collegial support and mutual respect fostered emotional safety and
relationships belonging

Emotional validation of  |Individual efforts were acknowledged and linked to collective
contributions humanitarian impact

4.1.3 Emotional Safety, Support, and Relational Experience at Work

In addition to purpose, emotional fulfilment, and relational support, employees

at Pure Hands Indonesia described their emotional engagement and long-term
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sustainability at work as being significantly shaped by the interplay between
professional development opportunities and operational challenges. Participants
emphasized that while humanitarian work is inherently demanding, their ability to
remain emotionally engaged over time depended largely on whether the organization
provided learning opportunities, role clarity, and supportive mechanisms to cope with
workload pressures.

Several respondents highlighted that opportunities for professional growth
enhanced their emotional engagement by fostering a sense of progression, competence,
and personal development. A finance officer explained that having clearly defined
responsibilities and opportunities to learn within his role reduced emotional strain and
increased motivation, noting that “when roles and tasks are clear, it really makes a
difference in decreasing stress” (P1). This statement illustrated how structural clarity and
skill development contributed to emotional sustainability by preventing role overload and
uncertainty.

Administrative staff similarly emphasized that emotional engagement was
strengthened when leadership acknowledged operational fatigue and responded with
flexibility and care. One respondent described how her supervisor’s attentiveness
during periods of exhaustion or illness made her feel supported, explaining that “when
I'm tired or not feeling well, my supervisor offers help, and that makes me feel
genuinely cared for” (P2). Such experiences suggested that sustainability at work was
not solely dependent on workload reduction, but on how operational pressures were

emotionally managed by leadership.
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From a human resources perspective, professional development was closely
linked to psychological safety and long-term commitment. One HR staff member
described the organizational environment as characterized by openness and minimal
hierarchical distance, stating that “there is no difference between manager, employee,
or intern” and that when staff raised emotional or psychological concerns, “the
organization tries to support them” (P3). This inclusive structure allowed employees
to seek guidance, express challenges, and develop professionally without fear,
reinforcing emotional endurance in demanding work conditions.

Marketing staff emphasized that emotional engagement was sustained through
supportive supervisory relationships, particularly during periods of operational strain. One
respondent highlighted the importance of relational leadership, explaining that “my
supervisors is open to idea, give constructive feedback and stand by us when things go
wrong” (P4). This account reflects a work environment in which openness and constructive
dialogue foster psychological safety, enabling creative expression while maintaining
performance standards. Even during high-pressure campaign periods, resilience appeared
to be supported through adaptive communication, as the same respondent noted, “/ spoke
to my manager. We adjust the work lot and it got better actually” (P4). Together, these
narratives indicate that emotional endurance within the marketing function was sustained
less by formal structural systems and more by responsive leadership, interpersonal trust,

and flexible workload negotiation embedded in everyday organizational practice.
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The further reflected on how emotional sustainability was shaped by the
organization’s response to operational stress. While acknowledging the emotional weight
of humanitarian work, she emphasized that a cooperative team and an understanding
supervisor played a critical role in maintaining commitment, explaining that a “positive
and supportive environment” helped her remain engaged despite pressures (P5). Her
account illustrated how collective support and shared responsibility mitigated emotional
exhaustion and reinforced long-term attachment to the organization.

Across participants’ narratives, operational challenges such as workload intensity,
emotional exposure to humanitarian crises, and resource constraints were acknowledged
as inherent aspects of humanitarian work. However, employees consistently emphasized
that their emotional sustainability depended on whether these challenges were balanced
with opportunities for growth, learning, and emotional support. Professional development,
role clarity, supportive supervision, and an open organizational climate emerged as key
mechanisms that transformed operational strain into manageable and meaningful

engagement rather than burnout.

Table 5

Professional Development and Operational Factors Shaping Emotional Sustainability

Key Dimension Employees’ Experiences
Role clarity and skill Clear responsibilities and learning opportunities reduced
development stress and enhanced motivation
Leadership support during Supervisors’ responsiveness to fatigue and pressure
challenges strengthened emotional endurance
Inclusive and open Low hierarchy encouraged learning, communication, and
organizational structure emotional expression
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Key Dimension Employees’ Experiences

Growth-oriented feedback and |Constructive feedback and creative freedom sustained

autonomy engagement over time
Collective coping with Team cooperation mitigated emotional exhaustion and
operational demands supported long-term commitment

4.2 Discussion

This section discusses the findings, interpreting them through relevant
theoretical frameworks and established academic literature concerning employee
motivation, meaningful work, emotional well-being, and organizational commitment.
Whereas the findings chapter concentrated on presenting participants’ lived
experiences and the thematic patterns derived from qualitative interview data, the
present discussion moves beyond description toward interpretation. It aims to explain
the underlying psychological and organizational mechanisms that shape those
experiences and to position the results within broader scholarly conversations in
organizational behaviour and humanitarian work. In doing so, the discussion clarifies
how individual meaning-making processes intersect with organizational structures,
leadership practices, and cultural context to produce sustained engagement in mission-

driven settings.

Drawing explicitly on Herzberg’s Two-Factor Theory developed by Frederick
Herzberg (Herzberg, Mausner, & Snyderman, 1959), alongside organizational
commitment theory, this section examines how non-financial factors such as purpose,

emotional fulfilment, recognition, psychological safety, and relational support
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function as central drivers of employee motivation and attachment to Pure Hands
Indonesia. Herzberg’s distinction between hygiene factors and motivators provides a
particularly useful analytical lens for interpreting the findings. While hygiene factors
prevent dissatisfaction, motivators, such as achievement, recognition, responsibility,
and the intrinsic meaning of the work itself, generate genuine job satisfaction and long-
term engagement (Herzberg, Mausner, & Snyderman, 1959). The empirical patterns
identified in this study strongly correspond to Herzberg’s motivator dimension,
suggesting that employees’ sustained commitment is rooted less in material conditions

and more in intrinsic psychological rewards derived from humanitarian contribution.

These theoretical perspectives are especially relevant in humanitarian
organizational settings, where value-driven engagement often outweighs purely
transactional employment relationships. In such contexts, work is frequently
interpreted as a moral calling rather than as a contractual obligation, and commitment
emerges from identification with mission rather than from structural incentives alone.
Organizational commitment theory further strengthens this interpretation by
explaining how affective attachment develops when employees perceive alignment
between personal values and organizational purpose. The findings from Pure Hands
Indonesia illustrate this dynamic clearly: motivation is sustained through perceived
humanitarian impact, emotional resonance with beneficiaries, and relational trust

within the organization.
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4.2.1

By systematically linking each theme to contemporary empirical studies and
established theoretical perspectives, this discussion provides deeper analytical insight
into the processes through which humanitarian work environments shape employees’
psychological and emotional engagement. Rather than treating purpose, emotional
fulfilment, and safety as isolated experiences, the analysis conceptualizes them as
interconnected psychological resources that collectively sustain long-term
involvement. In highlighting both points of convergence with existing research and
context-specific insights emerging from the Indonesian humanitarian sector, this
section contributes to a more nuanced understanding of how intrinsic motivation

operates within culturally embedded, mission-oriented organizations.

Experiencing Purpose and Meaning in Humanitarian Work

The findings closely align with contemporary understandings of meaningful
work, indicating that employees at Pure Hands Indonesia do not interpret their roles as
ordinary employment but rather as active participation in a broader humanitarian
mission. This distinction is analytically significant. When participants described their
work as morally meaningful and socially impactful, they were articulating what
(Albrecht et al., 2021; Rosso et al., 2010). conceptualize as the construction of
meaningful work through perceived significance and contribution to the greater good.
Meaning, in this sense, is not embedded in formal job titles or organizational hierarchy
but in the subjective interpretation of one’s work as serving lives and communities.

The findings therefore suggest that meaning is actively constructed by employees
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through moral framing and value alignment rather than passively derived from
organizational structure. The emotionally rich narratives shared by participants
strongly reflect what Albrecht et al. (2021) who argue that meaningful work functions
as a critical psychological resource that enhances sustained engagement. In the case of
Pure Hands Indonesia, employees repeatedly described their roles as extensions of
humanitarian responsibility, indicating that motivation is deeply embedded in
perceived task significance. From the perspective of Herzberg’s Two-Factor Theory
(Herzberg, Mausner, & Snyderman, 1959), this reflects the operation of intrinsic
motivators, particularly achievement and the meaningfulness of the work itself.
Employees were not primarily motivated by extrinsic compensation or formal rewards;
instead, their satisfaction emerged from perceiving their tasks as contributing to real
humanitarian outcomes. This reinforces the theoretical argument that motivator factors
generate long-term psychological attachment, especially in mission-driven

environments.

A second key finding concerns emotional fulfilment through impact, where
daily tasks gained significance when linked to tangible humanitarian outcomes such
as assisting families and communities in crisis. This pattern reflects what Albrecht et
al. (2021) describe as the motivational amplification effect of prosocial impact. When
employees perceive direct consequences of their efforts, emotional resonance
intensifies, and work becomes personally rewarding. In humanitarian contexts, this

linkage between effort and human outcome is particularly salient because beneficiaries
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are not abstract performance indicators but vulnerable populations whose lives are
visibly affected. Participants’ narratives demonstrate that emotional fulfilment is
constructed through cognitive awareness of impact combined with affective responses
such as pride and gratitude.

Moreover, Rosso et al. (2010) emphasize that meaningful work is often derived
from the perception of making a difference. The findings indicate that employees at Pure
Hands Indonesia interpret routine administrative or operational tasks as morally elevated
when connected to the broader humanitarian chain of assistance. This suggests that
meaning is not confined to frontline service roles but permeates the organizational structure
through shared mission awareness. Through Herzberg’s framework (Herzberg, Mausner,
& Snyderman, 1959), this can again be understood as the activation of intrinsic motivators:
the internal satisfaction derived from contribution outweighs potential dissatisfaction
arising from operational pressures. Emotional fulfilment therefore operates as a stabilizing

psychological force that sustains engagement despite workload intensity.

The third element, the sense of being valued and respected, reveals the relational
dimension of meaningful work. Employees reported that feeling important within the
organization reinforced emotional satisfaction and strengthened commitment. This finding
resonates with Albrecht et al. (2021), who argue that recognition enhances the experience
of meaningfulness by affirming the significance of one’s contribution. When employees
perceive that their efforts are acknowledged, the subjective value of their work increases,

reinforcing psychological attachment. Recognition, in this context, is not merely symbolic;
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it validates employees’ moral investment in humanitarian service. Herzberg, Mausner, &
Snyderman, 1959), recognition constitutes a central motivator factor that directly
generates satisfaction. The findings indicate that when employees experience respect
and acknowledgment, intrinsic motivation is amplified. This also intersects with
organizational commitment theory, as affective commitment develops when
individuals feel valued members of a collective mission. In humanitarian settings,
where emotional labour is significant, validation of effort becomes essential for
sustaining psychological resilience. The sense of being respected therefore operates as

both a motivator and a relational anchor that deepens organizational attachment.

Finally, the theme of identity-based moral responsibility reveals a deeper layer of
meaning construction. Participants whose personal or cultural backgrounds were
connected to conflict or humanitarian crises described a strong sense of duty toward the
organization’s mission. This aligns closely with Linando’s (2022) who emphasizes that in
Indonesian organizational contexts, values, spirituality, and identity play central roles in
shaping work meaning. Employees do not merely perform tasks; they integrate their lived
experiences and moral frameworks into their professional roles. Work becomes a site
where personal identity and collective mission converge.

The third element, the sense of being valued and respected, reveals the relational
dimension of meaningful work. Employees reported that feeling important within the
organization reinforced emotional satisfaction and strengthened commitment. This finding

resonates with Albrecht et al. (2021), who argue that recognition enhances the experience
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of meaningfulness by affirming the significance of one’s contribution. When employees
perceive that their efforts are acknowledged, the subjective value of their work increases,
reinforcing psychological attachment. Recognition, in this context, is not merely symbolic;

it validates employees’ moral investment in humanitarian service.

Linando and Halim’s (2023) further highlight that emotionally demanding
work can be sustained when individuals draw upon affective and moral resources
rooted in identity. The present findings demonstrate that identity-based responsibility
strengthens resilience by transforming humanitarian engagement into a personal
calling. Through Herzberg’s framework (Herzberg, Mausner, & Snyderman, 1959), this
reflects the powerful operation of intrinsic motivators linked to purpose and
responsibility. Employees’ sense of duty extends beyond contractual obligation and
becomes morally internalized. Consequently, purpose and meaning at Pure Hands
Indonesia function not only as motivational drivers but as psychologically embedded

commitments that anchor long-term engagement in the humanitarian context.

In sum, the experience of purpose and meaning emerges as a foundational
psychological dimension shaping employees’ work engagement at Pure Hands
Indonesia. The analysis indicates that humanitarian involvement is sustained less by
formal organizational structures or extrinsic incentives and more by deeply
internalized interpretations of moral contribution. Employees derive motivation from

perceiving their work as aligned with personal values, identity, and spiritual
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4.2.2

commitments, thereby transforming routine tasks into expressions of humanitarian
responsibility. This internalization process reflects the operation of intrinsic
motivators, consistent with Herzberg’s framework Herzberg, Mausner, & Snyderman,
1959), in which meaningfulness and responsibility generate enduring satisfaction.
Purpose, therefore, functions not merely as an abstract ideal but as a central
psychological resource that anchors long-term engagement. By integrating individual
moral frameworks with collective humanitarian objectives, employees develop
affective attachment that transcends transactional employment relationships. In this
context, purpose operates as a stabilizing motivational force, reinforcing resilience and
sustained commitment within the emotionally demanding environment of

humanitarian work.

Emotional Fulfilment, Well-Being, and Sense of Belonging

The findings indicated that emotional fulfilment constitutes a central
psychological mechanism sustaining employees’ engagement within Pure Hands
Indonesia. Participants did not describe satisfaction in purely instrumental or career-
oriented terms; rather, fulfilment emerged from perceiving their work as emotionally
rewarding and socially impactful. This pattern closely corresponds with Albrecht et al.
(2021) who argued that meaningful work enhances well-being by fostering positive
affective states linked to purpose and contribution. In humanitarian contexts, where
outcomes are directly associated with human lives and vulnerable communities, emotional

fulfilment is intensified because employees can cognitively and emotionally connect their
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efforts to tangible humanitarian change. Fulfilment, therefore, operates not as a peripheral
outcome but as a core experiential dimension of mission-driven work.

This emotional enrichment also aligns with Rosso et al. (2010), who
conceptualized meaningful work as constructed through experiences of significance
and prosocial impact. Employees’ narratives of pride, gratitude, and inner satisfaction
suggest that their psychological well-being is reinforced through repeated
confirmation that their contributions matter. Such emotional states are not accidental
by products of work but are actively sustained by the perception of moral value
embedded in daily tasks. From the perspective of Herzberg’s Two-Factor Theory
(Herzberg, Mausner, & Snyderman, 1959), these experiences reflected intrinsic
motivators, particularly achievement and recognition, which generate genuine job
satisfaction rather than merely preventing dissatisfaction. Emotional fulfilment thus
becomes a motivational driver that strengthens long-term attachment.

Beyond individual affective states, emotional fulfilment was closely intertwined
with a broader sense of belonging within the organization. Employees frequently
associated their emotional satisfaction with feeling valued, recognized, and integrated into
a collective humanitarian mission. Belonging in this context extends beyond formal
membership; it reflects emotional alignment with shared values and collective goals.
Organizational commitment theory suggests that affective commitment develops when
individuals identify strongly with organizational purpose and experience relational
affirmation. The findings indicated that emotional fulfilment reinforces this identification

process, as employees perceive themselves not only as workers but as meaningful
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contributors within a morally significant community.

Linando and Halim (2023) provided further interpretive support by demonstrating
that positive emotional experiences can buffer against emotional exhaustion in demanding
work environments. In humanitarian settings characterized by operational pressure and
exposure to distressing realities, emotional fulfilment functions as a psychological
counterweight to strain. Employees’ expressions of pride and satisfaction suggest that
positive affect replenishes emotional resources depleted by workload and situational stress.
Emotional well-being, therefore, is not the absence of pressure but the presence of affective
resources that sustain resilience.

Furthermore, Linando (2022) emphasized that within Indonesian
organizational contexts, particularly those influenced by religious and collectivist
values, emotional satisfaction is deeply embedded in moral purpose and communal
identity. This cultural dimension is clearly reflected in participants’ accounts, where
fulfilment was inseparable from spiritual meaning and service to others. Emotional
well-being was framed not merely as personal happiness but as moral alignment with
humanitarian objectives. Such alignment intensifies belonging because employees
perceive themselves as part of a shared ethical project rather than an impersonal
organizational structure.

Taken together, emotional fulfilment at Pure Hands Indonesia operates as both a
personal psychological resource and a relational integrative force. It strengthens individual
well-being while simultaneously reinforcing collective identification. Through intrinsic

motivators such as recognition, achievement, and meaningful contribution (Herzberg,
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4.2.3

Mausner, & Snyderman, 1959), emotional satisfaction becomes structurally embedded in
the humanitarian work experience. As a result, well-being and belonging are mutually
reinforcing dimensions that underpin sustained engagement and organizational

commitment in this mission-driven context.

Emotional Safety, Support, and Relational Experience at Work

The findings demonstrate that emotional safety constitutes a critical psychological
condition underpinning sustained engagement within Pure Hands Indonesia. Employees
consistently emphasized the importance of feeling comfortable expressing concerns,
discussing fatigue, and seeking assistance without fear of judgment or negative
consequences. This pattern closely reflects the concept of psychological safety articulated
by Edmondson and Lei (2014) who defined it as a shared belief that the work environment
is safe for interpersonal risk-taking. In humanitarian contexts, where operational
uncertainty and emotional exposure are common, the presence of psychological safety
becomes particularly significant. It allows employees to remain emotionally invested in
their roles without suppressing vulnerability, thereby reducing the risk of disengagement
or silent withdrawal.

From a motivational perspective, emotional safety also enables intrinsic
motivators to function effectively. According to Herzberg’s Two-Factor Theory
(Herzberg, Mausner, & Snyderman, 1959), while motivators such as achievement and
recognition generate satisfaction, adverse environmental conditions can undermine
overall engagement. A psychologically unsafe environment would operate as a

hygiene deficiency, producing dissatisfaction regardless of intrinsic meaning. The
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findings suggest that Pure Hands Indonesia provides a relational climate that prevents
such dissatisfaction, thereby allowing purpose and fulfilment to translate into sustained
commitment rather than emotional exhaustion.

Supportive leadership emerged as a particularly salient factor in shaping emotional
endurance. Employees described supervisors as attentive to emotional strain, responsive to
workload pressures, and considerate of personal well-being. This aligns closely with
Linando and Halim (2023) who argued that emotional exhaustion is significantly
moderated by relational dynamics and leadership support rather than by workload intensity
alone. In this study, leadership responsiveness functioned as a buffering mechanism,
mitigating the emotional costs associated with humanitarian operations. Employees were
more willing to sustain effort when they perceived that leaders acknowledged their
emotional realities and provided practical and moral support.

Such leadership practices also reinforce trust, which is central to organizational
commitment. When leaders demonstrate care that extends beyond performance metrics to
include emotional and spiritual well-being, employees interpret this as relational
investment. This interpretation strengthens affective attachment to the organization.
Emotional safety, therefore, is not limited to peer interaction but is deeply influenced by
managerial behaviour. It becomes embedded in daily practices of recognition, empathy,
and open communication, transforming leadership from a structural authority role into a
relational support system.

Relational experience among colleagues further strengthened this emotional

infrastructure. Participants described collegial support, equality, and mutual respect as
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defining features of their work environment. These relational qualities resonate with
Linando (2022) who highlighted the importance of collectivist and spiritually
influenced values within Indonesian organizational settings. In such contexts,
harmony, mutual care, and relational balance are not peripheral cultural elements but
central mechanisms sustaining psychological well-being. The findings indicated that
emotional safety at Pure Hands Indonesia is culturally reinforced through shared moral
norms that prioritize empathy and communal responsibility.

From a broader organizational behaviour perspective, Albrecht et al. (2021)
emphasized that relational job resources, including trust, support, and positive
interpersonal climate, enhance engagement and protect against disengagement. The present
findings support this assertion by demonstrating that emotional safety allows employees to
process operational stress collectively rather than individually. Instead of internalizing
pressure, employees rely on team-based coping and open dialogue. This relational
resilience reduces the likelihood of emotional depletion and supports long-term
commitment.

Overall, emotional safety and relational support function as foundational
psychological infrastructures within the organization. They create the conditions under
which purpose and emotional fulfilment can be sustained over time. In the absence of such
safety, humanitarian work, despite its moral significance, could lead to burnout. However,
when employees feel supported, respected, and psychologically secure, they are better
equipped to navigate high workloads, emotional exposure, and operational uncertainty.

Emotional safety thus operates not merely as a desirable organizational attribute but as a
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structural prerequisite for sustainable engagement in humanitarian settings.
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CHAPTER V

CONCLUSION AND RECOMMENDATION

5.1 Conclusion

This study aimed to explore the psychological and emotional experiences of
employees within a humanitarian organization through a qualitative case study
approach. By drawing on in-depth interviews with five employees plus the Chief
Executive Officer, the research examined how purpose, emotional fulfilment,
emotional safety, and relational dynamics shaped employee engagement in a mission-
driven organizational context. The findings provided a nuanced understanding of how
humanitarian work was interpreted, emotionally experienced, and sustained over time
within an environment characterized by moral responsibility and operational demands.
In response to the first research question, the findings under the Theme of
Experiencing Purpose and Meaning in Humanitarian Work indicated that employees
interpret their roles as morally significant, purpose-driven, and deeply aligned with
personal identity. Participants consistently described their work not as ordinary
employment but as active engagement in humanitarian service. This interpretation
reflected an internalization of the organization’s mission, where work becomes an
expression of social responsibility and ethical commitment.

Employees actively constructed meaning through reflection on the

humanitarian impact of their daily responsibilities. Even when tasks were
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administrative or operational rather than directly field-based, participants linked their
efforts to tangible humanitarian outcomes. This demonstrates that psychological
meaning was not derived from task visibility or hierarchical status, but from perceived
contribution to a broader humanitarian objective. Meaning, therefore, it emerged

through cognitive recognition of impact and emotional identification with the cause.

Furthermore, alignment between personal values and organizational mission
strengthened employees’ affective attachment. Participants whose backgrounds
included exposure to conflict or humanitarian concerns expressed a heightened sense
of moral duty, reinforcing their psychological engagement. Purpose functioned as a
stabilizing motivational resource, enabling employees to sustain commitment despite
workload intensity and emotional exposure. The findings confirmed that within
humanitarian contexts, meaning is actively constructed, deeply internalized, and
integrated into professional identity, forming the foundation of long-term engagement.
Addressing the second research question, the findings under the theme of Emotional
Fulfilment, Well-Being, and Sense of Belonging revealed that organizational culture
and leadership practices play a central role in shaping emotional well-being.
Employees consistently emphasized the importance of supportive supervision, mutual
respect, relational trust, and recognition of contributions. Emotional fulfilment was not
solely derived from humanitarian impact, but also from everyday interpersonal

interactions within a respectful and inclusive organizational environment.
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Leadership responsiveness emerged as a critical factor in reinforcing emotional
stability. Participants described leaders who demonstrated concern for their emotional
and personal well-being, which strengthened trust and psychological security. Feeling
valued and acknowledged enhanced employees’ sense of belonging and reduced
emotional vulnerability. These relational dynamics reinforced emotional fulfilment by
validating individual contributions within the collective mission.

Moreover, positive workplace relationships fostered a sense of shared
responsibility and mutual care. Collegial cooperation mitigated feelings of isolation
and strengthened collective resilience. Emotional validation of individual efforts
reinforced the perception that contributions mattered not only at the programmatic
level but also within the organizational community. The findings, therefore, illustrated
that emotional well-being is embedded in organizational culture and sustained through
relational practices that prioritize empathy, respect, and recognition.

Concerning the third research question, the findings under the theme of
Emotional Safety, Support, and Relational Experience at Work demonstrated that
emotional sustainability is shaped by the dynamic interaction between operational
demands and structured organizational support. Humanitarian work was widely
acknowledged as emotionally and operationally demanding. However, employees
remained engaged when professional development mechanisms and relational support
systems were present.

Role clarity significantly reduced stress and ambiguity, enabling employees to

focus on responsibilities with confidence. Clear expectations and defined
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responsibilities minimized uncertainty, thereby strengthening emotional stability.
Additionally, opportunities for skill development and learning enhanced motivation
by reinforcing a sense of professional growth and competence.

Leadership support during periods of fatigue or pressure further strengthened
emotional endurance. Participants described supervisors who were responsive to
emotional strain and willing to provide guidance and flexibility when necessary.
Inclusive and open organizational structures encouraged communication and
emotional expression, reducing fear of judgment. Constructive feedback and
autonomy enhanced confidence and creativity, transforming operational challenges
into opportunities for development rather than sources of disengagement.

Collective coping strategies also played an important role. Team cooperation
mitigated emotional exhaustion by distributing pressure and reinforcing shared
accountability. The findings indicated that long-term sustainability in humanitarian
work depends not on eliminating pressure, but on providing structured support
mechanisms that enable employees to manage it effectively.

Taken together, the findings demonstrated that purpose, emotional fulfilment,
and emotional safety operate as interconnected and mutually reinforcing dimensions
within humanitarian organizations. Purpose provided the motivational foundation that
anchors employees to the mission. Organizational culture and leadership strengthened
emotional well-being and belonging through relational trust and recognition.
Professional development structured and inclusive communication mechanisms

sustained long-term engagement under operational pressure.
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5.2

These elements functioned as an integrated framework rather than isolated
factors. Purpose enhanced intrinsic motivation, relational support stabilized emotional
experience, and professional clarity and growth opportunities sustained resilience.
When aligned, these dimensions create an environment in which employees can
remain psychologically engaged despite the inherent demands of humanitarian work.
The study therefore confirmed that sustainable engagement in humanitarian
organizations emerges from the integration of moral meaning, relational care, and
structured professional support.

Recommendation

Based on the findings, several recommendations are proposed to strengthen
employee engagement and emotional sustainability within humanitarian
organizations. These recommendations are directly derived from the three major
thematic dimensions identified in this study.

In relation to my findings under the theme of experiencing purpose and
meaning in humanitarian work, organizations should intentionally reinforce purpose-
driven engagement as a strategic priority. Leadership should consistently
communicate how daily operational tasks contribute to broader humanitarian
outcomes. Structured impact-sharing sessions, storytelling practices, and transparent
updates regarding program achievements can strengthen employees’ awareness of
contribution. Recognition systems should acknowledge moral and humanitarian

impact in addition to performance efficiency. By continuously reinforcing value
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alignment and perceived impact, organizations can preserve the psychological
meaning that sustains intrinsic motivation and long-term commitment.

With respect to my second finding under the theme of emotional fulfilment,
well-being, and sense of belonging, humanitarian organizations should institutionalize
practices that promote relational trust and emotional well-being. Leadership
development programs should emphasize empathetic supervision, emotional
intelligence, and transparent communication. Regular supervisory check-ins and safe
dialogue spaces should be formalized to strengthen psychological security.
Maintaining a respectful and inclusive organizational climate should be treated as a
strategic and operational priority, given its direct influence on emotional stability and
sense of belonging.

Regarding the third finding under the theme of emotional safety, support, and
relational experience at work, organizations should implement structured professional
support systems to enhance emotional sustainability amid operational demands and
organizations should implement structured professional support systems. Clear role
definitions, equitable workload distribution, and accessible professional development
opportunities are essential for preventing emotional strain from escalating into
burnout. Growth-oriented feedback mechanisms and autonomy-enhancing practices
should be strengthened to transform pressure into developmental engagement.
Additionally, establishing spaces for collective reflection and emotional processing

can further reinforce resilience in emotionally intensive humanitarian environments.
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5.3

Overall, these recommendations underscore the necessity of adopting an
integrated organizational approach that simultaneously reinforces mission alignment,
relational well-being, and structured support systems. Rather than treating purpose,
emotional care and workplace safety as isolated initiatives, humanitarian organizations
should recognize their interdependence as mutually reinforcing pillars of sustainable
employee engagement. Strengthening mission communication nurtures intrinsic
motivation; investing in relational and emotional support enhances psychological
resilience; and establishing clear structural mechanisms institutionalizes safety and
fairness within daily operations.

By intentionally cultivating these interconnected dimensions, humanitarian
organizations can move beyond short-term motivational strategies toward a more
sustainable human resource framework grounded in value congruence and
psychological well-being. Such an approach not only enhances individual satisfaction
and emotional stability but also contributes to organizational continuity, reduced
turnover, and long-term workforce sustainability. In high-demand humanitarian
contexts, where emotional strain and moral responsibility are deeply embedded in
everyday work, a strategically integrated model of support becomes not optional but

essential for maintaining both employee well-being and mission effectiveness.

Limitations of the Study

This study is subject to several limitations that should be considered when

interpreting the findings.
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First, the study is based on a small and focused sample of six full-time
participants. While this enabled in-depth qualitative insights into employees’
psychological and emotional experiences, it limits the generalizability of the findings
to broader populations or different organizational contexts.

Second, the research adopts a single-case study design within one humanitarian
organization. Although this approach provides rich, contextually embedded insights,
the findings remain specific to this organizational setting and may not fully represent
other humanitarian environments.

Third, the study is based exclusively on male participants, which limits the
diversity of perspectives captured. Psychological and emotional experiences in
humanitarian work may vary across gender and therefore the absence of female voices
represents an important limitation.

Fourth, the study follows a cross-sectional design, capturing participants’
experiences at a single point in time. As a result, it does not account for how
psychological and emotional experiences may evolve over time in response to
changing organizational or environmental conditions.

Finally, the data relies on participants’ self-reported experiences, which may
be subject to recall bias or social desirability bias. While self-reporting provides rich
and contextually grounded insights, it may also influence how experiences are

expressed or interpreted.
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5.4

Future Research Directions

Future research can build upon the findings of this study by expanding both the
scope and methodological approaches used to examine employees’ psychological and
emotional experiences within humanitarian organizations.

First, future studies may adopt a longitudinal research design to explore how
employees’ psychological and emotional experiences evolve over time, particularly in
response to prolonged exposure to humanitarian work demands and organizational
changes. Such an approach would provide deeper insight into the sustainability of
emotional engagement in dynamic and high-pressure environments.

Second, comparative studies across multiple organizations or across different
national contexts—particularly within Southeast Asia—are recommended. This would
enable researchers to identify similarities and differences in how organizational
culture, mission orientation, and contextual factors shape employees’ lived
experiences in humanitarian settings.

Third, future research may incorporate mixed-methods designs by integrating
qualitative insights with validated psychological measurement scales. This would
allow for both depth and analytical rigor, enabling researchers to examine relationships
between emotional experiences, psychological well-being, and broader organizational
dynamics.

Fourth, future studies should include more diverse participant groups,
particularly female employees and volunteers, to capture gendered dimensions of

psychological and emotional experiences in humanitarian work. Expanding
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demographic diversity would provide a more comprehensive and inclusive
understanding of the phenomenon.

Finally, future research may extend beyond organizational boundaries by
examining different roles within humanitarian ecosystems, such as field workers,
volunteers, and managerial staff, in order to capture variations in emotional and

psychological experiences across hierarchical and functional levels.
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APPENDIX

Appendix 1. Interview Transcript: Employee Psychological and Emotional
Experiences in A Humanitarian Organization: Insights from Pure Hands Indonesia

In Fainance

Speaker 1

Welcome, Thank you for, uh, accepting the invitation.

Speaker 2

You're welcome, uh, brother ...

Speaker 1

Yeah, welcome. Um, I know you, you, these days, um, y- you must be busy. [ have v- 1
have tried to, um, like I have tried three sche- three times to reschedule this interview, but,
uh, once again, thank you for accepting the invitation.

Speaker 2

No, no, it's my pleasure. Even if I'm like busy, uh, it's fine. I mean-

Speaker 1

All right.

Speaker 2

... it's only a 15 minutes so it's okay.

Speaker 1

Thank you so much. Insha'Allah it wouldn't take time, so, uh-

Speaker 2

Okay. Insha'Allah.

Speaker 1

... Insha'Allah we will, yeah, we will just finish as soon as possible. So, um, we
understand that finances, um, a, uh, what do you say, like a deep, um, rule in the organ-
the organization, and which is the, the core rule in the organization. Based on this, um, I
would ask you some, um, clarifica- clarification, clarifying questions, um, to, um, conduct

the, the, um, research, the internship research that I did in the organizations, uh, in the
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Pure ha- at Pure Hands before. As, uh, as we didn't see you much time at Pure Hands
because like the finance doesn't come to the field so often, yet your rule was approached
even if you were far. Um, however, um, let me start, um, the questions if, if you don't
mind.

Speaker 2

Yeah, yeah. You can go ahead.

Speaker 1

Sure.

Speaker 2

Yes, question.

Speaker 1

Um, uh, first question is, what motivated you to join this humanitarian organization?
What I mean, Pure Hands Indonesia.

Speaker 2

Well, uh, actually, I have worked, uh, before in the private sector, uh, in a regular finance
role. And over time, I started asking myself, questioning myself like, "What's the bigger
purpose of, you know, my role and my job?"

Speaker 1

Mm. Mm. Yeah, yeah.

Speaker 2

And, uh, i- is what I'm doing right now-

Speaker 1

Mm.

Speaker 2

... the real thing that [ want or not? And I star- started realizing that my skills could
contribute, you know, to something more meaningful.

Speaker 1

Mm-hmm. Mm-hmm.

Speaker 2

And realizing that, uh, made a deep, deep s- thing inside me that pushes me forward. So
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whenever | heard about this, uh, you know, internship company, Pure Hands-
Speaker 1

Mm-hmm.

Speaker 2

... I started, you know, feeling that this is what I really need, which is helping people in
crises, especially in Yemen. And then I felt this was the thing that worth joining and
worth contributing to the society. So it feels like I could finally apply my expertise, my
knowledge in finance to something that is really and actually meaningful and would
change lives-

Speaker 1

Mm.

Speaker 2

... in a, a good way and a good position, you know?

Speaker 1

Yeah, so it's not also for the materialistic side, but also the humanitarian side.
Speaker 2

Yeah, it is.

Speaker 1

Yeah, right, right. Well, thank you. Uh, moving forward to the next question. How well
did you initiate expectations, um, match your actual experience? Like before you joined
Pure Hands, as you mentioned, how did your previous expectations match your current
experience here at Pure Hands Indonesia?

Speaker 2

Well, uh, I'd say it's been mostly what I expected, especially in a good way actually.
Speaker 1

Mm.

Speaker 2

So I knew it would, it wouldn't be easy and I was ready for, you know, tight deadlines and
working with limited resources because it's, you know-

Speaker 1
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Mm.

Speaker 2

... uh, an philanthropist organization.

Speaker 1

Mm-hmm.

Speaker 2

But I didn't expect how closely the finance team works together and with each other
inside the team. I have actually been involved in discussions with my teammates about
how the project affects the field directly and that's something that really surprised me and
actually motivated, motivated me forward. It's not just a- about numbers. It's really about
the impact that we are going, you know, to have in real life.

Speaker 1

Mm-hmm.

Speaker 2

And that really exceeded even my expectations, to be honest.

Speaker 1

Ooh, I see. That's good news actually. Good news.

Speaker 2

Yeah.

Speaker 1

Yeah. I, I could see that. Mostly our CEO in the organization when I did the internship
training in, at Pure Hands Indonesia, um, like he was mostly depending on your opinion,
like 80%. Um, and I, I, I, 1, at that time, I figured out how important your role is at Pure
Hands.

Speaker 2

Thanks a lot.

Speaker 1

Yeah. Um, next question moving, what keeps you committed to working, uh, in a
humanitarian contest?

Speaker 2
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Mm. Honestly, as I said before, it's the impact that I can have in people's life. Even though
I don't go to the field myself, as you mentioned earlier, I still can see how the budgets we
prepare as finance team and the rewards we send directly would support real ed- efforts,
like sending food to remote villages or even funding healthcare...... for mothers and
children-

Speaker 1

Mm-hmm.

Speaker 2

... and for families.

Speaker 1

Mm-hmm.

Speaker 2

And when I see the photos and the stories that comes directly from the field, from my
teams in the field, I think to myself, "Yes, that's what I really wanted." That, you know, I
helped make that happen in real life.

Speaker 1

Yeah. It's like-

Speaker 2

And that sense of contribution actually keeps me going forward. Also, the environment
here is, you know, is so supportive, and it doesn't feel like just a job. It feels like a family.
Speaker 1

Mm-hmm. Mm-hmm. So, [ mean, the reflection of seeing other people happy and being
helped throughout you made you feel satisfied about staying in a humanitarian context?
Speaker 2

Yeah, that's it. Now, this reflection, this meaningful insights to get from the field really
boosts, poses your, you know, your-

Speaker 1

Right.

Speaker 2

... hah, happiness level.

96



Speaker 1

Right. Right. I totally agree with that. I sensed that feelings once I was doing the
internship, to be honest.

Speaker 2

Yeah.

Speaker 1

Right. Um, how would you describe your level of satisfaction with your current role as,
um, you know, the finance role? So...

Speaker 1

... his way of, uh, if we have a very big task, uh, he just simplifies it and writes it on the
whiteboard in the meeting room and, uh-

Speaker 2

Mm-hmm.

Speaker 1

... divides the tasks and, and like we finish it like in... like in a, in a short time and then we
see that boom, we finished the big task, you know, the huge task. It's done. The way that
he puts the to-do list for us in the whiteboard that's, that what makes the, like the stress
goes away as you mentioned.

Speaker 2

Yes. I mean, dividing the roles and the tasks is always a good thing to do, especially, you
know, to, you know, decrease the amount of stress between the team and having like
shorter amounts of work instead of having 1- long workload for each one. So yeah, as you
said, it would make much difference.

Speaker 1

Yeah, that's right. I totally agree, totally agree. All right.

Speaker 2

Yeah.

Speaker 1

(clears throat) Uh, moving to the next question, uh, probably we're, we're reaching the, the

end of our interview. So what are the most important factors that influence your decision
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to stay here at Pure Hands Indonesia?

Speaker 2

Mm. I think I have mentioned this before, but, uh, to clarify it more-

Speaker 1

Uh, yeah, that's right.

Speaker 2

... yeah, yeah. Okay. Uh, there are three things actually and if I need to specify them, uh, I
would say the purpose first, the environment, and then the growth. All these three are the
very, you know, are the very important things for me. So, first, the mission here feels real
and important, and second-

Speaker 1

Mm-hmm.

Speaker 2

... the work culture is positive. My team and the supervisor are really supportive, as we
mentioned. Third, I really feel like I am learning and improving. Even if the growth is not
always that fast, it's still a huge progress for me. And all of these factors together make it
hard to think about leaving this, you know, organization.

Speaker 1

Right, right. See that. Interesting.

Speaker 2

Mm-hmm.

Speaker 1

So what factors could cause you le- to leave the organization? We talked about this
before, but, like, what, what could make you leave?

Speaker 2

Well, as we talked before, the most, uh, important factor for me is the work cr- uh,
workload and, you know, uh, the pure accuracy of the organization. If it changed so, uh,
that it felt like the workload became unhealthy or maybe something was done about it, |
might reconsider my decisions. Also, if I felt there was no room for growth or if my work

stopped being recognized or appreciated, uh, in the future, that maybe would be a signal
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for me to move on for the next step in my life.

Speaker 1

All right. I see that, I see that. Okay, that's logic actually. Okay, uh, last but not least, last
question, what advice would you give to help improve employee retention? Like
employees s- staying in, like, humanitarian organizations?

Speaker 2

Mm-hmm. Well, uh, I would say invest more in people.

Speaker 1

Hmm.

Speaker 2

Since, uh, providing clear career paths or offering regular training and show appreciation,
uh, not just with your words but even with your actions, you know? Although words
matter, words matters, matter-

Speaker 1

Mm-hmm.

Speaker 2

... uh, but actions matter more.

Speaker 1

Good.

Speaker 2

So, like, promotions or initiatives could be really good for us as employees. Uh, also
paying attention to well-being, as we mentioned earlier, and stress levels would be really
great since the workload here is a bit intense, so we need that really much. And
sometimes maybe just acknowledging the pressure and the work that we did and taking
time off can make a big difference for us.

Speaker 1

That's right, yeah-

Speaker 2

Uh-

Speaker 1
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... L agree.

Speaker 2

... finally...

Speaker 1

Mm-hmm.

Speaker 2

Yeah, finally, people, people stay where they feel valued for sure, and where they feel like
they are seen, and they feel, like, supported. So those all are very important factors, uh, to
improve the employee retention.

Speaker 1

That's right, that's right. I totally agree with you. But just one, one, uh, sentence you
mentioned stopped me for a while to tho- to think. When you said words and actions, 1
remembered an idiom says, "Actions speak louder than words."

Speaker 2

Oh, yeah, I remember as well.

Speaker 1

Yeah.

Speaker 2

I was trying to remember what about... Oh, yeah.

Speaker 1

Oh, right. Yeah, but that's, that's what-

Speaker 2

It's, it's real, you know?

Speaker 1

Yeah. That's what you mean and that's what really matters, as you mentioned. There's a
strong lift over that you point- you pointed out. I didn't pay attention to that, to be honest.
But...

Speaker 2

Uh, yeah, I think that's all, uh, from-

Speaker 1
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Yeah, yeah.

Speaker 2

Okay?

Speaker 1

Thank you so much for your valuable time. Uh, I think we said this is going to be, like,
uh, 10 to 15 minutes and it appears that we over... like, we talked over 25 minutes, nearly
like an hour.

Speaker 2

No, no, it's okay. I-

Speaker 1

Like 30 minutes-

Speaker 2

Yeah, I really, I really-

Speaker 1

... half an hour. (laughs)

Speaker 2

... I really, no, no, I really enjoyed the conversation with you, uh, and I really-
Speaker 1

Good.

Speaker 2

... you know, feel, uh, good when I really share my insights and-

Speaker 1

Right, right.

Speaker 2

... how is this, you know, purposeful work, uh, in this organization helped me a lot-
Speaker 1

Right.

Speaker 2

... and yeah.

Speaker 1
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Right, right. You've always been cooperative-

Speaker 2

So-

Speaker 1

You're, oh, you've always been f(02:55).

Speaker 2

I really... Thanks a lot. Thanks a lot. I really appreciate it, brother.
Speaker 1

Thank you so much. Um, wish me luck.

Speaker 2

You're welcome.

Speaker 1

And Insha'Allah I'm going to, uh, we're, we're, we're gonna, um, probably meet in person,
um, um, like, sooner or later Insha'Allah. And it was pleasure to-
Speaker 2

Insha'Allah I, I really look forward for it. Yeah.

Speaker 1

Thank you so much.

Speaker 2

Yeah. I hope we see you, uh, next time in Jakarta whenever you are possible, okay?
Speaker 1

Insha'Allah. Thank you so much,.

Speaker 2

Thank you so much.

Assistant

SPEAKER 1

Oh. Um, welcome, um, our assistant. How are you?
SPEAKER 2

Um, good, very good. How about you?
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SPEAKER 1

I'm good, thank you. Uh, thank you for accepting the invitation, uh, to, uh, do the
interview, um, for the university. Thank you for your valuable time.

SPEAKER 2

Okay. My pleasure, brother. (laughs)

SPEAKER 1

Yeah. So, um, uh, if; if, if I might start, uh, we were gonna proceed with the questions so I
wouldn't take much from your time.

SPEAKER 2

Okay. I'm ready.

SPEAKER 1

Sure. Thank you.

SPEAKER 2

Okay.

SPEAKER 1

Okay. Um,uh, going with the first question, um, you know, people have different reasons
for staying in a job. So what do you think makes people stay here at Pure Hands
Indonesia, and what makes you specially stay here?

SPEAKER 2

Okay. In my, in my point of view, I think people stay because they feel important. Here
everyone is appreciated, even support staff like me, you know?

SPEAKER 1

Oh.

SPEAKER 2

And I used to work in a place where secretaries were ignored—

SPEAKER 1

Oh.

SPEAKER 2

... at the time. Here, I feel respected and valued. I also like the kind and Islamic

environment. That's one of the important point for me. And it's not only about money for
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me, bro.

SPEAKER 1

Oh, I see.

SPEAKER 2

Yeah.

SPEAKER 1

I see that. I see that. Thank you. Um, next question. Uh, what, what are you looking for by
working here at Tangan Murni?

SPEAKER 2

Hmm. Okay. Um, actually [ want a stable job, a kind workplace, and a useful role. I help
with office work, meetings, and communication. I feel I help the team do their work
better. Yeah, something that one.

SPEAKER 1

Right. Right. I could see that at the time when we were in, in, in the, um, institution work
in, the time you visited us, I could see that. (laughs) Thank you.

SPEAKER 2

Yeah. (laughs)

SPEAKER 1

Um, okay. So do you have knowledge or experience, um—

SPEAKER 2

Hmm.

SPEAKER 1

... uh, about like in w- working in another sector before? I mean, how is it different from
working in this sector FES?

SPEAKER 2

Yes. Actually, I worked in a private school before. It was very strict, you know. Only top
leaders made a decision. It didn't feel friendly for me actually, to be honest. But here, 1
can ask questions and work with other teams. It feels more like teamwork for me, bro.
SPEAKER 1

Oh, right, right. More, more, more cooperative and... Yeah. Yeah.
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SPEAKER 2

Yeah.

SPEAKER 1

I could see that. I could see that. You always have been. Right. Um, what motivated you
to join, uh, this humanitarian organization? I mean, Pure Hands, Tangan Murni.
SPEAKER 2

Yeah. You know, I have always wanted to help in humanitarian work because, uh, there is
my family in the Middle East and you know, I saw sad stories online like on, uh, TikTok,
Instagram, and I felt like I should help my family even if it's from the office.

SPEAKER 1

Right. Right. Right. Um, so how well, um, um, I mean, what, what, um... How well did
you initiate expectations, um, match your actual experience? Like, um, before you join
this institution or organization—

SPEAKER 2

Mm-hmm.

SPEAKER 1

... uh, um, how was your expectation and now did it match your actual experience or not?
SPEAKER 2

Yes, brother. You know, it was better than I thought.

SPEAKER 1

Hmm.

SPEAKER 2

I thought I had just do simple task like typing, but now I do big jobs like journal reports
and office work. I have learned a lot, bro, really.

SPEAKER 1

Right. Right. Right.

SPEAKER 2

Like this.

SPEAKER 1

I could see that. Yeah. Y- you also taught me, uh, other, other, uh, other things and I'm
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really, I really appreciate it. You have been so helpful with me there, uh—
SPEAKER 2

Yes, brother.

SPEAKER 1

... during the internship time.

SPEAKER 2

Yeah.

SPEAKER 1

So—

SPEAKER 2

That's why I feel comfortable, you know.

SPEAKER 1

Yeah. Yeah. I mean, you, you made me feel w- welcomed, you know?
SPEAKER 2

Yes.

SPEAKER 1

Yeah. Thank you. So—

SPEAKER 2

Thank you. Thank you very much, brother.

SPEAKER 1

Yeah. So what keeps you committed to working in a humanitarian context?
SPEAKER 2

Okay. I see the impact of our work when we send reports or help with donations. I know I
helped a little and that totally makes me happy, brother.

SPEAKER 1

Hmm. I feel, I see that. And then, uh, how would you describe your level of satisfaction
in, uh—

SPEAKER 2

I feel—

SPEAKER 1
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... In, in, in, in the way, in your current role in, uh, in, at Tangan Murni?

SPEAKER 2

Okay. Interesting question. You know, um, I'm very happy, so maybe, um, 9 out of 10.
SPEAKER 1

Hmm.

SPEAKER 2

I just wish... Yeah. But I just wish [ had more training as admin staff, but, uh, I enjoy. To
be, to be honest, I enjoy my job here.

SPEAKER 1

Oh, right, right. Yeah. Probably, uh, the coming campaigns and programs would help for
training and development.

SPEAKER 2

Mm-hmm. Yeah. (laughs)

SPEAKER 1

Inshallah, brother. Okay. So what aspects of your work, uh, give you the most meaningful
and fulfillment here at Tangan Murni?

SPEAKER 2

Mm-hmm. Okay. Um, I like making sure everything works well. If my work helps a team
or donor, I feel proud of myself, brother.

SPEAKER 1

Mm-hmm. Mm-hmm. I totally agree with that. Yeah, yeah—

SPEAKER 2

Yeah, yeah.

SPEAKER 1

... I totally agree with that.

SPEAKER 2

Because, because I feel like I, I can help in a bigger way.

SPEAKER 1

Yeah, .oocoeviiiieiee, That's right. And it was... something bigger is happening. Yeah,

you have changed something, you mean.
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SPEAKER 2

Mm-hmm.

SPEAKER 1

Mm-hmm. Right. So, and now moving to, uh, some of the negative side if, if there is, but
I want you to be honest with these questions. So what are the main challenges you face in
your work here at Pure Hands Indonesia?

SPEAKER 2

Okay. Um, my main chal- the main challenges for me is, because the work, you know, the
work changes suddenly (laughs) and we don't have enough time and also enough staff. So
I often do many things at once, like calls, meetings, office work and the others. Yeah, but
it really challenging for me.

SPEAKER 1

I see that. Yeah, that's right. But, you know, because it's a NGO, humanitarian
organizations, like we have our peak times on, um—

SPEAKER 2

Mm-hmm. Yeah.

SPEAKER 1

... you know, the campaigns, Ramadan and................c........... That's when we had to, we
have to work stressfully.

SPEAKER 2

Yes, brother. (laughs)

SPEAKER 1

I, I feel what you mean. Yeah, I feel what you, uh, what you say. I feel that. We just
experienced it last, last Eid. Okay, thank you. Um, um, moving to the next question. So do
you feel that the organization provides sufficient opportunities for growth and
development?

SPEAKER 2

Okay. For me, in my opinion, um, not much for admin staff. Most training is work
program or understanding teams. I think admins also need changes to grow. Yeah. Like

me, you know?
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SPEAKER 1

Right. Right. Yeah. A- as you mentioned before, for training programs.

SPEAKER 2

Yeah.

SPEAKER 1

Right. Right. All right. So have you ever considered leaving and, uh, I know this is gonna
be a tough question, but if yes—

SPEAKER 2

(laughs)

SPEAKER 1

... um, what, what, what were the main reasons that would make you leave?

SPEAKER 2

Mm. For me, I don't think so. For me, not really, because sometimes I also get tired, but I
still feel respected and needed. That's why I never think that I will leave this job. (laughs)
SPEAKER 1

Mm-hmm. Mm-hmm. Mm-hmm. I see that. I see that—

SPEAKER 2

Yeah, because I... Like I told you before, I feel comfortable.

SPEAKER 1

Right. Helping others and receiving help, this stuff.

SPEAKER 2

Yeah.

SPEAKER 1

Yeah. I, I see that. I see that. All right.

SPEAKER 2

That's how I feel—

SPEAKER 1

Mm-hmm.

SPEAKER 2

... because, you know?
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SPEAKER 1

Mm-hmm. Hmm. All right.

SPEAKER 2

Yeah.

SPEAKER 1

All right. Um, what kind, um, um, what kind of support or programs that would help you
stay longer?

SPEAKER 2

Hmm. Okay. Actually, I want training in things like Microsoft Office, yeah, speaking and
maybe English. I want to improve my English. I also want to follow a project here for a
day.

SPEAKER 1

All right.

SPEAKER 2

They want to do something, that one.

SPEAKER 1

All right. Right. I see that. I see that. Thank you. So how would you describe, how would
you describe, um, the organization's work culture?

SPEAKER 2

Okay. It's very polite and calm. The Islamic feeling here gives me a peace, you know.
That's why. It's... I mean, like, it's one of the, the big reason I stay here, because of the
Islamic value.

SPEAKER 1

Yeah, yeah.

SPEAKER 2

It gives me a feeling.

SPEAKER 1

Yeah, the Islamic atmosphere. Yeah. I, I, I also sensed that. I also sensed that the time I
was doing my internship. Okay. Um, h- how supported do you feel by, um, your, your

supervisor or team leader, you know, uh, our CEO, The. Ceo as... He's leaving and

110



coming back, but how supported do you feel by him?

SPEAKER 2

He is so kind, brother. If I feel tired or sick, he will help me. I feel cared for it.
SPEAKER 1

Right. Right.

SPEAKER 2

So he is very kind.

SPEAKER 1

Yeah. He's caring. It feels like not, you're not only in the work environment, you're also,
um, like caring CEO. That's right. I totally do that. Like, okay.

SPEAKER 2

Yeah, I feel like family.

SPEAKER 1

Yeah, that's right. You're, you're... You feel milk- welcome. All right, so—

SPEAKER 2

Yeah, exactly.

SPEAKER 1

What is your perception of how the organization handles stress, burnout or, or even
wellbeing?

SPEAKER 2

Okay. Um, people care, but there are no real programs. Even small things like check-ins
or team activities would help, I think.

SPEAKER 1

Right. Right. That's right. You, you mentioned that before, and I totally understand. So,
um, what are the most important factors that would influence your decision, um, to stay?
Maybe this is similar to a previous question, but this is more detailed.

SPEAKER 2

Yeah, yeah, yeah.

SPEAKER 1

Yeah.
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SPEAKER 2

Yeah. Like I told you before, I stay because I feel respected and useful. Even if I don't
work in the field, I still help others, you know. That's why. That's the, the... What is that?
The important factors.

SPEAKER 1

All right. That's the—

SPEAKER 2

Yeah.

SPEAKER 1

That's the thing that... That's, that's what matters. Yes. That's a big difference, actually.
SPEAKER 2

Yeah.

SPEAKER 1

Right. So, uh, as we mentioned before about leaving the organization, and you said you
won't leave. So if we talk things seriously, what factors could cause you to leave the
organization?

SPEAKER 2

Okay. Um, if I don't learn anything new or feel stuck, I might think about leaving. Yeah.
SPEAKER 1

Mm. I see that. Yeah. It's like, if you feel you're, you're extra there or something—
SPEAKER 2

Yeah.

SPEAKER 1

... you would... Yeah.

SPEAKER 2

Yeah, yeah.

SPEAKER 1

I, I, I don't know.

SPEAKER 2

I feel stuck or unusable, maybe. (laughs)
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SPEAKER 1

Right. Right. Okay. Um, last question. Last but not least. So, um, what advice would you
give to help improve, um, the employee retention, to help improve the, the institution,
make its employees or even volunteers to, uh, to stick to the organization, to stay in the
organization more and more?

SPEAKER 2

Okay. Uh, the advice for me maybe, um, is, uh... What is that? Appreciate all teams, not
just program or finance. Let admin join training, planning and fun events too. Like me,
you know?

SPEAKER 1

Yeah. I see that. I already see that. (laughs)

SPEAKER 2

(laughs)

SPEAKER 1

All right. All right. Okay. Thank you so much, brother. We're, um, we're done. Um, that
wa- that was all.

SPEAKER 2

Okay.

SPEAKER 1

Thank you so much for being cooperative as, as you have been before.

SPEAKER 2

With pleasure. Mm-hmm.

SPEAKER 1

Um, yeah, that would be all, unless if you wanted to, um, ask or more clarifications.
SPEAKER 2

Mm-hmm. Okay. Thank you so much also for your patience. (laughs) Thank you so
much.

SPEAKER 1

Yeah. You're welcome. Thank you for being transparent.

SPEAKER 2
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Gl LY (e 2 138 L 5 e A Jaall oy A8De L ) Al Apelaiill cilaadll Jimy ) AdLaYl
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alxi g Calh gall et 8 dadaiall yatind (oS SRS J)pa A Lia Calal gl Calagind ol ibalall Jlaadl Jlae 8
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s Lyl Wil 5 cAadaiall sad e Adadlaall Jad Gl ol oY) Gallaa g o) aall alga (e 4l (ol 43Y il gl
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(rand )5S IS oS85l (he e gl a5 o ) AL e,

SPEAKER 2 oY irens b 138 e Jadiall cul sla 43l Cansy DUl adaiil oY1,

SPEAKER 1 _5iSs élran) aSaaul 5l ).,

SPEAKER 2 JWSiSs JISuiss JISuss,

SPEAKER 1 sl Jlsm ol cllia (S (a ALY ety Uia Liillie gt Lia 4SS0 A< Lo Al Lo
Al g O I ) slndia ) 510 oS8 )l (e Aldaa,

SPEAKER 2 <5 sl (3 ) el ¢ sm IS Jsm IS,

SPEAKER 1 _siSall aSaluy dl) Ui o,

TRANSLATION

SPEAKER 1:

In the name of Allah, and peace and blessings be upon the Messenger of Allah. Peace be
upon you, Doctor. How are you?

SPEAKER 2:

Peace be upon you too, and the mercy and blessings of Allah. Welcome, ... It’s a pleasure
to have you.

SPEAKER 1:

Thank you very much, Doctor. We appreciate your willingness to participate. We have
around 12 questions regarding non-profit organizations. If possible, we would like to
begin now. The responses will be translated afterward, God willing.

SPEAKER 2:

Yes, yes. Please go ahead.

1. How would you describe the employee turnover rate at your organization, Pure
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Hands?

SPEAKER 2:

At Pure Hands, the employee turnover rate is below the average in the humanitarian
sector for several reasons. First, Pure Hands is an organization with established policies
and systems. We also prioritize employee satisfaction, which positively impacts turnover.
Generally, very few employees leave the organization—well below the sector average.

2. What are the common reasons employees give for leaving the organization or its
programs?

SPEAKER 2:

The reasons vary, as with any organization in the humanitarian field. Some employees
transition to the private or public sectors, leaving non-profits or what is known as the
“third sector.” Sometimes it’s due to more competitive salaries and benefits in those other
sectors, especially for employees with high technical skills. Other reasons include
workplace relationships—though rare, strained relations with direct supervisors or team
members can lead to departures.

3. What strategies or policies does your organization use to retain staff?

SPEAKER 2:

Non-profits often lack clearly defined career paths, which concerns many employees. It is
essential to establish clear career development paths, similar to those in the private or
public sectors. Strategies include:

Providing both financial and non-financial incentives (e.g., salaries, bonuses, promotions,
recognition),

Ensuring opportunities for continuous training and development,

Recognizing the challenging nature of humanitarian work, especially during peak seasons

like Ramadan and Eid, when taking time off is particularly difficult.

4. How do you identify early signs of employee dissatisfaction, and how do you
address them?

SPEAKER 2:

We operate in an open environment with no barriers. Early signs may appear as individual
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complaints, personal withdrawal, frequent absences, or declining performance. These are
indicators of underlying issues that need reviewing. The causes could be personal
(employee-related) or organizational. In either case, it’s essential to support the employee

and help them overcome the challenges.

5. What are the biggest challenges your organization faces in retaining staff?
SPEAKER 2:

One of the primary challenges is the high level of competition—not just within the
humanitarian field, but with other sectors. Skilled professionals in areas like digital
marketing or technical fields are in high demand, and for-profit organizations often offer
better resources and salaries. Humanitarian organizations often operate under tighter

budgets, making it harder to compete.

6. How does the nature of humanitarian work, such as field conditions and
psychological stress, affect employee retention?

SPEAKER 2:

It has a significant impact. Employees often experience physical and emotional
exhaustion, or what we call "emotional fatigue," due to working with the poorest, most
vulnerable, and disaster-stricken populations. Balancing organizational demands with
compassion toward beneficiaries, especially in war zones or during emergencies,
increases pressure. While many employees find purpose in this work, some are negatively

affected and may leave if internal motivations or incentives are lacking.

7. What efforts are made to ensure employee well-being and maintain a healthy
work-life balance?

SPEAKER 2:

Efforts include:

Allowing remote work where possible,

Offering flexible leave options, especially as compensation for missed holidays during

peak seasons,
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Implementing flexible work hours for roles that don’t require strict office presence,
Organizing recreational activities and social gatherings,
Providing psychological and moral support through regular motivation and recognition

programs.

8. How does the organization invest in employee growth, learning, and promotion?
SPEAKER 2:

We focus on both internal and external training programs. It's the responsibility of
management and board leadership not only to grow the organization but also to nurture
the development of its people. Employees are not just resources—they are core assets. We
promote leadership opportunities, innovation, performance evaluations, and career

advancement.

9. How does the organization’s culture and leadership style support employee
retention?

SPEAKER 2:

In Islamic values, humanitarian work carries spiritual significance beyond just job duties.
Organizational culture must reflect transparency, respect, and leadership by example. It’s
important to engage employees, show appreciation, and foster a culture of shared

responsibility and participation in decision-making and implementation.

10. What role do the organization’s mission and values play in keeping employees
motivated and committed?

SPEAKER 2:

Mission and values play a crucial role. Employees must feel they are part of something
meaningful—not just completing tasks, but making a difference. Trust between leadership
and staff is essential, and employees should feel heard and valued. A positive work
environment, recognition of achievements, and encouragement of creativity all help

maintain employee motivation and loyalty.
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11. In your opinion, what changes are necessary to improve long-term employee
retention, especially within your organization?

SPEAKER 2:

We need to strengthen institutional frameworks—what I call "institutionalization"—to
ensure strategic planning and decision-making includes staff input. It’s also important to
develop meaningful career pathways so that employees don’t feel stuck in repetitive roles
without growth. Investing in training, development, and employee well-being is vital, as

staff are the true capital of any non-profit organization.

12. Could you share a success story or best practice related to employee retention in
the humanitarian sector?

SPEAKER 2:

Success stories are often tied to individual development. While we haven’t had an all-
encompassing initiative, some departments like Resource Development have recruited
high-caliber professionals. This attracts and motivates other staff to work with
experienced mentors and build strong resumes. In the Finance department, we offer
continuous training in modern tools and applications. We also prepare future leaders by
identifying promising managers, which encourages high performance and retention.
SPEAKER 1:

Thank you, Doctor. That brings us to the end of our questions. You’ve covered everything
thoroughly—may Allah reward you. We’ll now wrap up the interview unless you have
any final remarks.

SPEAKER 2:

Apologies—the line cut off briefly when I clicked something. Can you hear me now?
SPEAKER 1:

Yes, I can hear you.

SPEAKER 2:

Just a technical issue, no problem.

SPEAKER 1:

No worries. Doctor, this concludes our interview. Please feel free to share any closing
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thoughts if you'd like.

SPEAKER 2:

With pleasure. Anytime, God willing.
SPEAKER 1:

God bless you, Doctor.

SPEAKER 1

et dll das 5 oSile SO,

Peace be upon you and the mercy of Allah. Can you hear me?

SPEAKER 2

axd ool WSile

And peace be upon you. Yes.

SPEAKER 1

Gl 5 8 8 A pally (lati Alias) Gllia () sSans Jalai ) £LE () 3 sl o i1 S5 ) oSls
A eLs o) Y T (Sae 13V (San QIS 3L Jsas o dl) oL ol 5 aSie

May Allah welcome you. Thank you for responding to the invitation. God willing, we
will not take long. There will be questions related to the organization during your
internship period. And God willing, we will not take long, if possible. If possible, we
will begin now, God willing.

SPEAKER 2

el aniol,

Ah yes, go ahead.

SPEAKER 1

Adlite LY il g (8 (s ulills Aals Aaika g anl JS UL ) pled 4 T J W) 1) oSl 0
Sl 45 il elleay A Lo (ad Wl 5 L sl 8 Lia () sy Gl Jrany 3 Le g JSI A il el

May God keep you safe. We begin with the first question. We know that everyone
has their own role. People stay in jobs for different reasons. In your opinion, dear
brother, what makes people stay here in Indonesia, and especially, what makes you
stay here?

SPEAKER 2

123



AS juliall sl Casey Ui () iy el alims imy el das sy Jandl 3 iy (i JS a SU A Ldl
g 138 5 uabinall i) 3aclise s Ll (e ST o8 (58S dal (e Jand gimg Wiy GaleaY1 5 Jasd) s 5 5
LYl yady g deall N Qs (addll ey ay o eba Y,

By God, dear brother, everyone stays in work because they love the work. I mean,
most people stay here because of the shared values and the mission of the work and
the feeling that we are working to achieve something greater than ourselves and to
help people in need. This creates the feeling that makes a person attracted to the
work and feel enjoyment.

Nl a8 La 85 elleay A Lo el il el Luuilly s ans,

Yes, yes. And for you, what makes you stay here in Pure Hands?

Al Al 3 sall Jlae (3 Jael s Le i gl) G 8 (a5 )5 en @illa D al my 5aY J dsuailly
OV 4y sl A Jaad) 138 a4y yadl LS Lia el

For me, it is both professional and spiritual. As long as I work in the field of human
resources, I have not felt the satisfaction that I feel in the work I am doing now.
905 @add o L eal ileny Le 138 5 an AladY) Cilosns sall ani,

Yes, humanitarian organizations—yes, and that’s what makes me feel personally
and spiritually satisfied.

\P:»\?S\}.a&\ eLi Lo Dlad Dlad ani aal,

Yes, yes, truly. MashaAllah. May Allah reward you.

o 523) 8 L ellae DA (e (383 O Jal 13le 43l 3 J1 ) ) s

We move to the next question. What do you hope to achieve through your work here
in Indonesia?

B 5 Al 3 ) sall b il 5l i B it Sl o sl s,

By God, the first thing I desire is to develop a career in human resources and
humanitarian work.

SPEAKER 2

Ly oo anall Lial 5 Aadaiall 8 45 58 Akl ol g ool ) Hsall )0 skt ) rakal imy ) ALYl
A el L Aadiiall olal Cppund o 1aY) Gpund 5 cand cand cand il sall G AEMAYI Al o 5 S jidie Jee
In addition, I aspire to develop the strategic role and build strong systems in the

organization. Also, to search for a shared work environment that nurtures moral
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values among employees. Yes, yes, yes. And to improve performance. To improve
the organization’s performance, MashaAllah.

SPEAKER 1

Ay Apnad i 3 A Calh gall elal (15 dadd 3 Al e dalh il Criand Cragh 43) anansnssasl el (ueai
T,

Improving performance. Mmmmmm, yes I understand. Not just from experience,
but also the employee’s personal performance as an individual experience, right?
Gl Lo g V) g Uil yue e Ha) gl b Jealls 48 jaa o5 pa Slal Ja aaly 30 J) sl 1) s 13)
oali e Jae) i€ Ul Mia fg Uil 138 3 Jeall (g 4k,

So we move on to the next question. Do you have experience or knowledge of
working in another sector, for example, outside the humanitarian sector, and what is
the difference between it and working in this sector? For example, I used to work in
a private job.

SPEAKER 2

A8 52310 al g Alaally (g 181 A (S anl 9 48 3a3ll (o SN U ey 3y e (B (8 denl) 18 ISy 8 aad,
Yes, I did. And that work was in... I used to buy retail and sell. I mean, I used to buy
wholesale and sell retail.

SPEAKER 1

B lad LaS Jny,

Like a business.

SPEAKER 2

Aaline Gl ) (pime (Y 20 Jaiy clily @llin (S e | (8 (S Lo i) s azd 3 el 5 jlad 5 laiS
Gl Ll (el llia (ulS L,

A family business, yes. You feel there wasn’t... there wasn’t that sense that you’re
giving something to certain people or to people in need. There wasn’t a sense of
inner satisfaction.

SPEAKER 1

Lislas < 583 ¢ S5 Lalfia a5 L,

Spiritual satisfaction, as you mentioned earlier.

SPEAKER 2
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a2 gl

Yes, indeed.

SPEAKER 1

oo nd

Yes, yes, yes.

SPEAKER 2

axd gl ) oladl o) Agall 3ok ) Alaa e L8N Wl g8 13,

And that’s the core. It’s what made me change my career path or direction. Yes.
SPEAKER 1

Gl O sS l sal) Jal fAaliay) dadaiall o3a ) alecaidl clads (oM Le | i il Gl ja il oLs Le ad ans
s pala JSh cal (S Glall il sall,

Yes, yes. MashaAllah. May Allah reward you. What made you join this
humanitarian organization? Perhaps the answer is the same as before, but what
about you personally?

A5 5 akda I < pe U 13d Aaliaall (ulill g adiaall dadd aaily @il L Il (el a8 i e 0 SO LS dl
bl lals o pas i) pe olSE ulal) eeDE ey il aodatd,

By God, as I mentioned before, the feeling of satisfaction that you’re providing a
service to society and to people in need. That’s why I changed jobs—because you can
reach people, talk to people, and understand people’s needs.

SPEAKER 2

Gl el aladind 5 &l jleall Cpuad Gladl I Qladll JMA e @Lﬁuﬁ Lianl g Jans bl Cands cliany 138
duaa Gl e S,

This gives you the passion to work. And also, through fieldwork, you can improve your
skills, use your skills, and develop new ones.

SPEAKER 1

Correct, correct.

SPEAKER 2

o AV (8 g gl Ciall 5 Liall b a1 iy Lial) 5 2 il J sy LS i iy O (00 8 O,

And also, as they say, there is a reward in this life and a greater reward in the hereafter.
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SPEAKER 1

Gl gt g il g3 Sllia S A o) Al dedaiall o2 Y clalaail Ji ) a4l 2S) o & el Lo amd anl
€OV Aaladl) iy jah e Al 5V lilad 5 il g2e () I A sall o3a b clitday e 5l Aalaiall e

Yes, yes, masha'Allah. May Allah reward you. Before you joined this humanitarian
organization, surely you had some expectations and ideas about the organization or your
role in this institution. To what extent did your initial expectations match your current
actual experience?

SPEAKER 2

ey IS lie IS (K ae Jady ) A Ay Jiay Ada 1) ol o ) Gl e IS AT L Ul
dala JSUie 1) 5 (als gl 4 55 Cna e (Plaall Js il s (e 5 Sl g pme Camatil Ala l) 8 leli
Baan Jilus JSGI e gl Aapes AEa 3 13) Guidh gl (o ) I3 = Sl 4 Sl W ansdl ol dalaial)
g o) IS Jal) el Wy sk g dalaiall sl Bagaa \SE),

Well, brother, it was based on starting the job with a certain role or specific task, but
through my participation and interactions, my responsibilities expanded—field visits,
guiding staff, and resolving any internal issues in the organization or department.
Mediating among staff if there are minor conflicts. Creating new methods and ideas to
improve and develop the organization and to accomplish tasks more efficiently.
SPEAKER 1

A 5V lilad 5 ) slat o) V) Apladl) iy a3 A0 V) lilad 5 il Ja Sl Ja lilad 88 Jaaally Jing axd
So overall, your expectations—did your actual experience match your initial expectations,
or did it exceed them?

SPEAKER 2

GIRPEND S

No, no—it exceeded them.

SPEAKER 1

OV gaal) 138 alal 43Y € L) Jlaall b Joally L il cllany (o3 Le ) ppd ) & ja ) oL3 Lo ) oL L
S5 s L) Jae al e i) gans Jond 30la i A sl o34 () alai LS (K15 punlal) J) gasl] 4liie
A el Lty L) Jlaall 138 5 La ik <o) llany (5301 L (paid) () gaming (WL (S5 Juill 138 (e

¢ el i

Masha’Allah. May Allah reward you. What makes you committed to working in the
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humanitarian field? This may be similar to the previous question, but as you know, this
organization, Pure Hands, is not just involved in international humanitarian work—it is
specifically focused on Yemen. So what makes you committed to this field while the
organization is focused on Yemen?

SPEAKER 2

Ol (e U A3Y Wilaa 5 (e A A Gl g 0¥ Gl o 28 ) Baclisall A dl s,

Honestly, in helping, first of all—Yemen—because Yemen is close to our hearts, and I
am from Yemen.

SPEAKER 1

axd

Yes.

SPEAKER 2

Gk oo Gle il aladiul 4S8 Sle i pen Gk 0o @l Gall (23 @) G5 Ll pelual) 13618
Aalinall HuY) 3 e el L Aalinall Hu¥) saelue cialiae 3361 Jla )l 23] 6 i,

That’s why I feel satisfied that I’ve accomplished something for Yemen—through
collecting donations, using those donations to buy food, sending that food, accompanying,
and helping needy families in Yemen, and identifying the families in need.

SPEAKER 1

ol Jie Arans sall gmal )y paill 5y 5 i€ Lavie Lggle 23S i w3l geel ) 2a) dali g and

da Ul g oud dals dell el ldas ),

Yes, especially one of the programs you focused on during my training period—seasonal
programs like Ramadan and Eid programs, especially for displaced families.

SPEAKER 2

Lzl 5 5 _puaSU o) sl 5l 3 500 Do Laia¥) A Grand 8 j8le e 5 pdlie (S5 aaliy 138 5 2SI aal
Lelaay) lall,

Yes, of course, and this directly and indirectly contributes to improving the family's social
and financial condition, as well as their overall well-being.

SPEAKER 1

fhakaiall b 5 & sl e e dlin ) sae Chal (BS| pa Al oS ja Al 6L Lo ani and

Yes, yes, masha’ Allah. May Allah reward you. How do you describe your level of
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satisfaction with your current role in the organization?

SPEAKER 2

ul g_m.\aSS‘_ru_JuS! Allal) Al Jia 63 sl o Jglas 5 ALl Al LD Gaay ol Lé\a‘;'u_“ad\_)u
Gob o) Jsls asa s Gamead S0 aga Jh () Aalan W) Le a5 3 e (e il s s Aas (ol il
1382 5 and Aalll 5 il leally (il sall o ghai Jandl (8 ol ) Jandl (ppaaa],

We’re still always striving for the ideal situation, and we try to reach that ideal. But as a
rating, [ would rate myself seven or seven and a half out of ten. Because we still need to
make more efforts, improve, find better solutions or methods to improve work,
supervision, and staff development in terms of skills and language, and so on.
SPEAKER 1

Jie ddliae ey mg dial e s Aaual Jso 8 A sall L o588 1) il jlaal) e Gl dals (i
W s 5 1S5 el 5 Ll sl 5 L 3l 5 Lpmasd s3],

Correct, especially since most of the organization’s practices are carried out in both
foreign and non-foreign countries—in different languages such as Indonesia, Malaysia,
Australia, America, and others.

SPEAKER 2
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Correct, correct, and that’s important. Language is essential for communicating with other
peoples.

SPEAKER 1

Ay Ll el (e L3 S0 dlaia il dllee b il gad) Lo 135l 5 clalal) aas,

Yes, customs and traditions differ. So what aspects of your work give you the greatest
sense of meaning and satisfaction?

SPEAKER 2

Jaall 15 il sl s 55 ) imally sl pall 5100 5} (il pall Belinn s Lin 1 a5 L) il
s Jeall 3 dradd Lk Guilh sall ) ey Levie Lia jlly gl Ll 5 Adasasy 5 Allad 5 day pos 45 51
b i ads ) IS A et s JSUie ollia (81 Jaall 8 ciland Jaall 8 cilaad ollia Ll iy
0583 s a N and gl | S8 13) | S8 13) poad) J 58y LS Lie aal (S8 1Y) Jiay Baal 55 julS dalaial)
Ula b o sam Al s 4 Al 4 8 il sl

What gives me the greatest satisfaction is helping the employees—or managing them in a
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way that guides them to perform their tasks quickly, effectively, and simply. Also, the
satisfaction when staff turn to me with personal issues at work. There are always
challenges at work—always. But every person has personal problems, and we in the
organization consider ourselves one family. As the hadith says, if one part complains...
Yes, so employees must be in good mental condition or in a...

SPEAKER 1
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United state of readiness. Yes. Yes. Agreed.

SPEAKER 2
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If there is a problem, we try to solve the employee’s issues. This gives a sense of
satisfaction at work and achievement.

SPEAKER 1
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Right, right—especially the part about personal issues. So what are the main challenges
you face in your work?

SPEAKER 2
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Sometimes it’s time or time management. And sometimes the desire to better support
employees. Like I mentioned in the previous question or answer—such as health and
psychological programs for employees. Yes. Yes. | mean—Ilooking for or providing time
for rest or... like... like...

SPEAKER 1
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Balance. I mean, the work-life balance. That term. Yes, yes. The term "work-life
balance." Yes. But as you know, during my training at the organization, I noticed that
sometimes during official holidays, like Eid, Ramadan, and annual holidays—those are
peak times. That’s when humanitarian organizations are at their busiest. So in that case,
we face difficulty and pressure at work, especially during seasonal holidays like Eid al-
Adha. During those days, we’re supposed to be off, but in those days, our work in the
humanitarian sector reaches its peak. Yes, just as you mentioned—time.

SPEAKER 2
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Time, as you said, there are certain times we must commit to even with work pressure.
For example, during the holidays or Eid al-Adha—most people are on leave, but we’re on
duty. This creates pressure on employees, and from this come some challenges. So we, as
those responsible for staff, need to balance between this pressure and the psychological
comfort of the employee. This is one of the pressures we face at work.

SPEAKER 1
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Yes, indeed, I noticed that during my training with you. So, not to take too much of your
time, let’s move on to the next question. Do you think the organization provides sufficient
opportunities for growth and development for employees in general and also for personal
development in particular?

SPEAKER 2

sl y il e el Y15 ) oo g 5 g il mny llia (1Y oladl (S
il yall ol Jlgall 5l 5l (ppeani] Aaliia il dnlay L,

131



Generally, no. But there are some training and guidance opportunities from time to time
that help with development and growth. However, we need to build a system to improve
the capacities and skills of the employees.

SPEAKER 1
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You mean on the personal level?

SPEAKER 2
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Yes, and we, in management, are still trying to find the best effective way in this
direction.

SPEAKER 1
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Yes, yes. Especially since the organization is still new in the Jakarta branch, I mean since
2023. So we still have some challenges. Yes. Have you ever thought about leaving the
job? If yes, what are the main reasons?

SPEAKER 2
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There was a difficult transitional period when we were facing the same issues as the
employees. Uh...

SPEAKER 1
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There was a lot of work pressure on me. [ was doing more than one job—practically the
work of three or four people. But after that, I spoke with the administration and with the
organization’s representative. A part-time assistant was appointed, and that had a big
impact on the work. We accomplished a lot, the work became organized and clear, with
clear goals, clear points—things we could follow to complete tasks and services.

SPEAKER 1
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Yes, yes, I felt that—I noticed it during my internship at the organization. The part-time
assistant who was appointed used to bring work to me as well, and I worked with him
during my internship. Also, a note about, the CEO—his method of dividing work and
tasks: when there’s a large task that we can’t complete all at once, he writes it on the
whiteboard and places it on the "to-do list," and from there the big task is divided and
accomplished, praise be to God. I noticed this. I noticed this point that you mentioned.
May Allah reward you.

SPEAKER 1
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What kind of support—briefly—what kind of support or programs might help you stay
longer in the organization?

SPEAKER 2
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Development and investment in HR technologies—by creating a clear plan for mental
health and well-being. Knowing the promotion pathways within the job. Also, knowing
each person's specific role. Collaboration between employees, between departments, and
within the organizational structure—to understand the organization's plan. The main goal
is to fulfill the organization’s mission and to clarify its current standing.
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So, based on what you just said—how would you describe the work culture at Pure Hands
Indonesia? Sorry, I mean, based on what you mentioned earlier—how would you describe
the work atmosphere here at Pure Hands Indonesia?

SPEAKER 2
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The work environment at Pure Hands is collaborative, but sometimes there is a lack of
responsiveness in planning or drawing up strategies. We need more proactive engagement
and forecasting in plans and ideas—in other words, involving all employees in
brainstorming. This helps improve the organization’s performance.

SPEAKER 1
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Yes. Yes, mashaAllah. Right, exactly as you mentioned earlier. And something very
important is that the culture is based on Islamic principles, and this makes it more
effective. I see that as one of the key strengths that help the organization grow and thrive.
SPEAKER 1
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Yes, yes—I felt that atmosphere when I was doing my internship with you at the
organization. Let’s move to the second-to-last question: to what extent do you feel
supported by your supervisor or team leader? To what extent do you feel the difference in
the organization’s performance when he is present or absent?
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I feel very satisfied because always asks and encourages us to share ideas. If anyone has
an idea, or to talk about the problems we are facing at work. And also, as [ mentioned to
you earlier, if someone is facing personal, psychological, or financial issues, he helps us
deal with it. Because if a supervisor cares about me, it definitely motivates me to put in
more effort at work.

SPEAKER 1
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Right, right, exactly—I agree. I also felt this from him. He was always caring and also
tried to clear the air between the staff or even between himself and the employees. He
even made sure there were no barriers between us—either among ourselves or between us
and him directly.

SPEAKER 2
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Yes, definitely. As I’ve shown you before, in the organization we try to feel that we are
like one family. There is no difference whether you are a manager, a regular employee, a
part-time worker, or someone doing an internship—as long as you're in the organization,
you're part of the organization, part of the family working within it,
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Yes, exactly as you said made us feel that we were not just in an organization but in a
warm family-like environment and brotherly cooperation, not just formality. Final
question—what advice would you give to improve employee retention or reduce staff

turnover in the organization, or generally in humanitarian institutions that aim to do
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humanitarian work?

SPEAKER 2
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Well, brother, as advice or a point of view—in every job there are problems and reasons
that might lead someone to quit or resign. But we try to create an idea that employees can
have flexible working hours, maybe work from home if given the chance. Or to work in
the field as a way to change the routine and be more motivated. We also work on
increasing salaries, as this is one of the important things for employees. And there are
other initiatives we’re trying to implement as soon as possible. This helps the organization
to grow and improve.
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True, true. And as you mentioned earlier, this is still a new branch in Jakarta. But having
fair and transparent incentives and rewards really contributes. It makes the employee feel
that their efforts are appreciated and that there is a real opportunity for growth.
SPEAKER 2
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Absolutely right.

SPEAKER 1
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Yes, yes. May Allah reward you. Thank you once again for accepting and agreeing to this
interview. I’ll now leave you. This will be the end of the interview—unless there’s any
question or comment from your side. May Allah protect you, my brothers.

SPEAKER 2
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And you as well. May Allah protect you. InshaAllah, may this be a beneficial interview. If
there's anything at all, feel free to reach out. We’re available anytime.

SPEAKER 1
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May Allah reward you. You’ve always been cooperative and understanding. Thank you
so much.

SPEAKER 2
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May Allah protect you.

SPEAKER 1
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May Allah keep you safe. Go in the protection of Allah.

Marketing

Speaker 1

Okay. Um, welcome, Welcome, Can you hear me?

Speaker 2
Uh, yes, welcome to... uh, I can hear you.
Speaker 1
Very nice.

Speaker 2
Thank you.

Speaker 1
Um, okay. If you may, uh, we would, um, uh, start, uh, this, uh,

INEEIVIEW..eeeeeeeeiieieieeeeeeanee, Um-

Speaker 2
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Bismillah.

Speaker 1
Yeah. Um-

Speaker 2
Okay.

Speaker 1

I will ask you multiple questions, and I hope, uh, can, can answer for you, right?

Speaker 2
Oh, okay, okay.

Speaker 1
Yeah. Uh, don't worry, we- we won't take long,..........ccccceeennee.. Okay. Uh-

Speaker 2
Okay.

Speaker 1
... first question says, um, "We know that people have different reasons for staying in a
job. So, uh, what do you think makes people stay here at Pure Hands Indonesia or Tangan

Murni? And what makes you particularly stay here?"

Speaker 2

Mm, okay. Mm, I think most people stay because they believe in the mission. Pure Hands
isn't just another NGO, it's a humanitarious organization with deep Islamic values and a
clear impact, especially for Yemen. There is a sense of purpose that united us. We're not

just doing tasks, we're helping lives. As for me, I stay because I feel, uh, I feel that my
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creative skills are contributing to something meaningful.

Speaker 1

Mm-hmm.

Speaker 2

Uh, in my previous marketing job at a lifestyle brand, I feel like I was just push, pu-
pushing product to people. Here, when I design a campaign or write a donor message, |
know that a real family might receive food or a child might get clean waters. That's

powerful.

Speaker 1
Mm, yeah, totally agree with you. Okay, uh, thank you so much for your answer. That

was nice. Um-

Speaker 2
Okay.

Speaker 1
... uh, proceeding with number two. Um, what are you looking for by working here at

Tangan Murni? Um, either salary, feeling of helping others, or career growth?

Speaker 2

Mm, okay. Uh, while financial stability is important, I choose this job mostly because, uh,
I want my work to help others. I'm also looking for professional, professional growth in
digital humanitarious communication. Mm, I'd like to become an expert in managing
campaigns that not only raise funds, but also raise awareness of real global crisis. Uh,

that's something I wouldn't learn in the private sector, actually.

Speaker 1
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Oh, that's right. That's totally right.

Speaker 2
Right.

Speaker 1
Right. Um, okay, uh, we're gonna proceed for question three. Do you have knowledge or,
uh, experience working in another sector before? As you mentioned before, in, um, I

believe, lifestyle branding. So, um, how is it different from working in this sector?

Speaker 2
Uh, yes, yes. Um, | worked at a private digital marketing agency before. The environment
was fast-paced, uh, very result-driven, and competitive. The main goals were profit, and

we used emotional content to sell, not to help.

Speaker 1
Oh.

Speaker 2

Here, the sector is difference. Yeah.

Speaker 1

Mm-hmm.

Speaker 2

Uh, here, the sector is difference. It's slower in some ways, decision-making can take
times, but it's deeply meaningful. I've also had to adapt to compliance and donor-focussed
language. It's not just about viral content anymore. Uh, it's about responsibil- responsibil-

responsible storytelling.
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Speaker 1
Right, right. Yeah, that's, that's, uh-

Speaker 2
Yeah.

Speaker 1
... um, like deeper. That's right.

Speaker 2

Mm-hmm.

Speaker 1
All right, right. So, um-

Speaker 2

Mm-hmm.

Speaker 1
... question four is, what motivated you to join this humanitarian organization here at

Tangan Murni?

Speaker 2

Hmm. Uh, I've always wanted to do work that align with my values. After the pandemic, I
started volunteering and realized I want a long-term career in humanitarian work. I saw
Pure Hands' campaigns online and was impressed by their transparency and focus on

Yemen. When I saw the job posting, I didn't think twice. I just tried to join this.

Speaker 1

Right, right. Okay, I see that. So you want to make impact?

141



Speaker 2

Mm-hmm.

Speaker 1

All right, um, are you there? Can you hear me?

Speaker 2
Y- yes, I'm still here.

Speaker 1

Okay. So, so as [ mentioned, you, you, you really want to make an impact, right?

Speaker 2
Yes, yes.

Speaker 1
Right, right.

Speaker 2
Thank you.

Speaker 1
So, uh, question five, how well did your initiate expectations, uh, your initiated ex- initial
expectations, uh, match your actual experience like before you joined the job, uh, now

after you joined the job? How... Did it meet your expectations or not?
Speaker 2

Mm, pretty close. I expect a meaningful but challenging environment, and that's true. I

did, I did underestimate the resource limitation and how much I would need to adjust my
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creativity expectation. But I've grown pro- professionally and personally.

Speaker 1

Mm-hmm. I see that. Professionally, like more experience, right?

Speaker 2
Yes, yes.

Speaker 1
Okay. Okay. So, um, uh, what keeps you committed to work in humanitarian context?
Just like you mentioned before, you want to join a long-term ... but, uh, the question is,

what keeps you committed to this work?

Speaker 2

Mm. Maybe the impact. When we receive a report showing how funds helps build an, uh,
a well or supports orphans, support the orphans, I feel proud recently. Recently, uh, I
man- managed a Ramadan campaign that reached our donation target in just, like, uh, four
days. I feel like I had done something important for real people, not just for clicks or

something like that.

Speaker 1

See, that is like... you mean, uh, in, in this previous Ramadan, right?

Speaker 2
Yeah. Yeah. Right. Something like that.

Speaker 1
Like only in four days? (inaudible) , this is very good.

Speaker 2
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Yeah, that's... that's great. Yeah.

Speaker 1

Um, that's because | was with you, you know, during the internship.

Speaker 2
Yeah.

Speaker 1
Okay. I mean, yeah, I wouldn't have that impact, but yeah, that was, that was huge. I, I,
saw the, uh, the impacts. Okay. Moving to question seven. Um, how would you describe

your level of satisfaction with your current role in the company?

Speaker 2
Hmm. Uh, if you give me like, uh, ten per ten, maybe I'd s- say eight out... eight out of
ten. I love the purpose and the team, but I wish we had more tools and clearer pathway for

marketing role in NGOs. There's still a gap, uh, in how creative roles are understood here.

Speaker 1
Um.

Speaker 2

That's my opinion. Eight out of ten. Eight out of ten.
Speaker 1
All right. So you think there is... there, there, there should be, um, gaps that should be

filled, right?

Speaker 2
Yeah. Yeah. I think so.
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Speaker 1
I totally agree with you. I totally agree with you. As long as, uh, they just initiated the
branch of, uh... the branch of, uh, uh, Indonesia just in 2023. So almost, like, one year and

a half or something?

Speaker 2
What?

Speaker 1
Uh, no. I, I understand because they, they established the branch of Pure Hands Indonesia,

like, in 2023. So, uh, that's why there are gaps because it's still new, right?

Speaker 2
Uh, yes. Okay, so...

Speaker 1
Totally agree. Okay. Um-

Speaker 2
Yeah, totally agree.

Speaker 1
So we reached actually, uh, half of the questions, but, um, I'm sorry, time is getting a little

bit, uh, longer, but that's fine. Um, uh, what aspects of your work-

Speaker 2

Mm-hmm.

Speaker 1
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... would be the most meaningful and, uh, fulmu- fulfillment, um, here?

Speaker 2

Okay. The aspect. Mm. I think, uh, this... th- the signing donor campaigns. Uh, also
writing heartfelt stories and seeing the response from the pub- public. One time, a woman
messag- messaged us saying she donate because of the way the story was written. That's,

that's kind of connection means a lot for me.

Speaker 1

Yeah. Yeah. That's right. I mean, it's deep because, uh, the way we tell stories, as you
mentioned before, it's not just like going viral, but it's also trying to deliver the voices of
those people and to other people, uh, in the world, different places in the world, like
storytelling. Yes, that's right. Thank you. Uh, nine. Uh, what are the main challenges you
face in your work? Yeah. This is... this is... this is one question that I really... I really want

an, uh, like an answer. So what are the main challenges you face in your work?

Speaker 2

Um, the challenge. Mm. I think, uh, delays in getting field contents, tight deadlines, and
balancing creativity with, uh, strict compliance. Uh, for example, I had... I, I once had to
rework a campaign three times because the wording didn't align with donor polic- policy.

That's, I think the-

Speaker 1
Oh.

Speaker 2

... the challenge in my work. Yeah.

Speaker 1

I see. Yeah. It's like you have to repeat the work once, twice, right? Yeah. I hate to...
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Speaker 2
Yeah.

Speaker 1

... because, because we're targeting emotions. Okay. Um-

Speaker 2
Yep.

Speaker 1

Um, can you hear me?

Speaker 2
Uh, yeah, I can hear you.

Speaker 1
Okay. Um, so do you feel that the organization provides sufficient opportunities for

growth and development?

Speaker 2
Uh, there are some opportunities, like attending webinars or learning from senior staff,
but there's no structured growth plan for marketing. I've had to find my own research to

develop further.

Speaker 1
Yeah. Yeah. I see that.

Speaker 2
Yeah. That has happened. Yeah.

147



Speaker 1
Okay. (laughs) I joined you from marketing sector, and, uh, I tried to change, but, um, that
wasn't a lot, you know, because there is a change, but I hope in the future it's going to be,

uh, more important... more... better.

Speaker 2
Yes.

Speaker 1
Okay. Um, we'll move to the next question. Have you ever considered leaving from this

company? Have you ever-

Speaker 2

Leaving.

Speaker 1

Le- leaving, yes, leaving from, uh, Pure Hands and want more?
Speaker 2
Actually... Yeah, yeah. Uh, actually, yes. Um, during a particular intense campaign

se€ason.

Speaker 1
Uh-

Speaker 2

I feel burned out.

Speaker 1
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What, what... Okay.

Speaker 2
Yeah.

Speaker 1

What, what, what were-

Speaker 2
Yeah.

Speaker 1

... the ma- the main reasons?... if, if, if yes.
Speaker 2
Yeah, uh, I feel burnout. I, I was managing the sign, email and social media all at once. It

was-

Speaker 1
Oh.

Speaker 2

... too much, but I spoke to my manager. We adjust the work lot and it got better actually.

Speaker 1
Mm-hmm. Right, right.

Speaker 2
Yeah. Just kind of burnout at that point.
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Speaker 1

Yeah, because like-

Speaker 2
Yeah.

Speaker 1

... the work here is seasonal, so probably you're going to, um-

Speaker 2
Yeah.

Speaker 1

... to be pushed in some days of the months and some days not very stressed. I totally
understand, but, uh, all right. That's good. Right. So question 12, um, what kind of support
or programs would you, uh, I mean would help you stay longer, for example, in the

company?

Speaker 2

Mm. Program that make me stay longer? Mm.

Speaker 1

Mm-hmm.

Speaker 2

Maybe like, uh, professional development plans, mental health support during peak times
and a small marketing budget to try creat- creative idea would help a lot maybe. That's,

yeah.

Speaker 1

150



Yeah. Yeah, yeah, that's right, because you, you mentioned before-

Speaker 2

In my opinion, yeah.

Speaker 1
... you have to look for your own resources of marketing, and, uh, also the stress on the
peak times, seasonal times. Yes. That's right. That's smart. Okay, um, um, next question is

how would you describe the organization's work structure? Like, uh, sorry, culture.

Speaker 2
Mm, I think it's like a friendly, also, uh, faith-based and collaborative.

Speaker 1

Mm-hmm.

Speaker 2
Like, uh, we pray together during Zuhr and there is mutual respect. Uh, also, sometimes
things move slowly, uh, because decision require multiple levels of profile. Yeah. I think

like-

Speaker 1
Yeah.

Speaker 2

... friendly, fi- faith-based and collaborative.

Speaker 1
Yeah, yeah, that's right like-
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Speaker 2
That's kind of the difficult, yeah.

Speaker 1
... decisions should be approved from the, um, like the high position, the CEO of the
company. That's right. Like-

Speaker 2

Mm-hmm.

Speaker 1

... we cannot do anything before the-

Speaker 2

Mm-hmm.

Speaker 1

Before we receive an app- approval, of course. Okay, thank you. Um, next question.

Speaker 2
Yes.

Speaker 1
How, how supported, how supported do you feel by your supervisor or team leader,
which is, uh, you know, our CEO, uh, and also, um, The. Jihad. So how, how supported

do you feel that they're supporting you here-

Speaker 2

Mm-hmm.
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Speaker 1

... in the company?

Speaker 2
I think it's ve- very, very support, supportive. Uh, my supervisors is open to idea, give

constructive feedback and stand by us when things go wrong. They are very supportive.

Speaker 1

Yeah, I totally, I totally noticed that when I was, uh, here at the company, that the margin
there is very nice. Okay, um, we're, we're reaching the end of the questions. So, uh,
question 15. Uh, what is your perception of how the organization handles stress, uh,
burnout and well-being? How, how the company like, as you mentioned before, you feel

sometimes burnout, so how did the company handle the stress?

Speaker 2
The stress. Uh, we, we talk about it and there's awareness, but actually there's no formal
system. I think a structured wellness initiative could help, especially during Ramadan or

emergency respond periods.

Speaker 1
Yeah. Right.

Speaker 2

Yeah, we talk about it and there's awareness about how to-

Speaker 1
So just talk and, yeah.

Speaker 2
... uh, yeah, handle it, talking.
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Speaker 1
There is... But, but you think during, uh, seasonal or emergency responses should, should

be like something as a plan structure, right?

Speaker 2
Yeah, yeah. Yeah, yeah.

Speaker 1
Totally agree with you, totally agree, because we don't have time to discuss. All right, um,
you know, uh, in your opinion, what are the most important factors that would influence

your decision to stay at Pure Hands?
Speaker 2
Mm. Maybe like mission alignment, uh, creative freedom. Maybe impact also, mm, yeah,

my team.

Speaker 1
Yeah.

Speaker 2
I think that-

Speaker 1
Yeah, I think yes, the, the team-

Speaker 2

... the most important.

Speaker 1
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Yeah, the team is, uh, really important.

Speaker 2

Team.

Speaker 1
Right, right. Right. Uh, question before the last, um, what factors could you-

Speaker 2

Mm-hmm.

Speaker 1
Yeah, what factors could cause you to leave the organization? (laughs) I know this is

similar to the previous question, but what would make you leave maybe in the future?

Speaker 2
Yeah. Um, mm, uh, I think maybe if la- lack of career progression or if I feel like my, my

role wasn't making an impact anymore, maybe I will leave like, yeah.

Speaker 1

Oh, similar perspective.

Speaker 2
That I think the, the most factor, like, yeah, like no career progression and, and I don't
have impact to any- anyone that's... Anym- anymore [ will leave may- maybe that's the

factor.
Speaker 1

Right, right, right. Thank you. Okay, um, what advice would you give to help improve

employee retention, as this is the last question? Uh, like what is your advice that would
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you give, uh, maybe the company or the organization would follow to help, uh, to

improve employee retention?

Speaker 2
Oh, okay. Um, I think maybe like we should celebrate success more often. Uh, also offer
skill build, building programs, uh, and give depart- departments more decision-making

autonomy. Yeah. You know, uh, people stay when they grow.

Speaker 1
Mm-hmm. That's right. That's right.

Speaker 2
I think that's, yeah.

Speaker 1
That's right.

Speaker 2
That's what, uh, in my mind. Yeah.

Speaker 1
All right. Thank you so much, uh, . Thank you so much. Um, um-

Speaker 2

Welcome.
Speaker 1

That's the end of the questions. Thank you so much for your valuable time, um, and I

hope you watch this as-
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Speaker 2
Thank you so much for that.

Speaker 1
Yeah, yeah. Thank you so much. That would be all. Um-

Speaker 2

No, no,

Speaker 1

Do you want to ask her something?

Speaker 2

Mm, I, I think for so far, no, I don't have any question.

Speaker 1

Thank you so much. Thank you so much.

Secretary
This is the professionally translated and revised English transcript of an interview
conducted with a staff member at Pure Hands Indonesia regarding employee retention in

humanitarian organizations.

SPEAKER 1:
Thank you for your time and for accepting the invitation for this interview. Thank you,If
you’re ready, we will begin the interview now. You’ll be asked around 12 questions

regarding your organization, Pure Hands Indonesia. Let’s begin with the first question.

As we know, people have different reasons for staying in a job. What do you think makes

people stay at Pure Hands Indonesia, and what makes you personally continue working
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here?

SPEAKER 2:

Thank you, for the opportunity. To answer your first question, I would say that what
keeps me here at Pure Hands is the humanitarian mission. My work is not just about
earning a salary, it’s about contributing to a meaningful cause, especially for Yemen. As a
Yemeni, and as someone directly affected by the war, I feel it’s my duty to help my

people. If we Yemenis don’t help our own country, who will?

SPEAKER 1:
That was a clear and thoughtful answer. Moving to the next question, what are you

looking for in working at this organization?

SPEAKER 2:
Aside from the financial support, which helps me live here in Jakarta, I find great

meaning in knowing that my job helps others. It’s not just a paycheck, it’s a purpose.

SPEAKER 1:
Have you worked in other sectors before? If so, how does it compare to working in the

humanitarian sector?

SPEAKER 2:

Yes, I used to teach Indonesian and the Qur’an to Indonesian children. While that was
meaningful in its own way, it was more about making money. Working at Pure Hands,
about 80% of the motivation comes from the impact I’m making, not just the income. I

could earn the same or even more elsewhere, but I find comfort and purpose here.

SPEAKER 1:

What motivated you to join a humanitarian organization like Pure Hands Indonesia?
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SPEAKER 2:

Even back in school, I was passionate about social work and volunteering. I joined
various organizations to build connections and help others. That experience naturally led
me to Pure Hands. It’s a field I’m passionate about, helping others while building a

carcer.

SPEAKER 1:

How did your expectations compare with the reality of working here?

SPEAKER 2:

I expected it to be like my volunteer work, simple and light. But once I started, I realized
humanitarian work is demanding. It needs passion and a strong mission, or you’ll lose
motivation. It’s tough, and results take time, so without a deep sense of purpose, it would

be easy to leave.

SPEAKER 1:

What keeps you committed to your work at Pure Hands?

SPEAKER 2:
Beyond the mission, it’s the positive environment. I have a kind and understanding

supervisor, and the team is very supportive. That makes a huge difference.

SPEAKER 1:

How satisfied are you with your current role?

SPEAKER 2:
I’m happy, but it would be much better if I had someone to help share the workload.
Being the only secretary is tough. It was really helpful to have you with us during your

internship, you brought energy and support, and I miss that.
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SPEAKER 1:

What part of your work do you find most meaningful?

SPEAKER 2:
I help connect Pure Hands with other organizations and prepare materials. When I see the
reports from Yemen and the smiles on the children's faces, I know I played a part in that.

It’s very fulfilling.

SPEAKER 1:

What are the main challenges in your role?

SPEAKER 2:
First, being the only full-time staff at the office. Second, the lack of awareness in
Indonesia about Yemen'’s situation. Starting from zero is hard. Educating people and

raising awareness is a big task.

SPEAKER 1:

Does the organization provide enough opportunities for growth and development?

SPEAKER 2:
That depends on the size and maturity of the organization. For now, Pure Hands Indonesia
is still developing. We lack resources and manpower, but in the future—God willing—

things will grow, and it will be even more worth staying long-term.

SPEAKER 1:

Have you ever considered leaving? If yes, why?
SPEAKER 2:

Yes, especially during Ramadan when the workload was overwhelming. [ was alone

handling everything until you joined us. Your support helped me reconsider staying. But
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when the pressure is too much, I do sometimes think about leaving.

SPEAKER 1:
What would help you stay longer?

SPEAKER 2:

Having a larger team to share responsibilities and, of course, better financial support.

SPEAKER 1:

How would you describe the work culture at Pure Hands Indonesia?

SPEAKER 2:
It’s positive. Most of the team members are Yemenis, so we share a common language
and culture. There are also some Indonesian contributors. Communication with external

teams could be improved, but overall it’s good.

SPEAKER 1:

Do you feel supported by your supervisor?

SPEAKER 2:
Yes, I’'m grateful for my supervisor. He’s supportive and understanding. Even if he’s

busy, when he focuses on us, the results are great.

SPEAKER 1:

How does the organization handle stress, burnout, and employee wellbeing?

SPEAKER 2:
When things get intense, we delegate to volunteers to ease the pressure. After major
projects, we try to take time off, maybe travel or visit family. The organization does show

empathy toward staff.
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SPEAKER 1:

What are the most important factors that influence your decision to stay?

SPEAKER 2:
The ability to help Yemen and the valuable experience I’'m gaining. In one year here, I’ve
learned more than I did in four years of college, across finance, design, marketing, HR,

and reporting.

SPEAKER 1:

What could make you leave?

SPEAKER 2:
If the stress becomes too much and we don’t have enough staff. We need specialized
people for different tasks—someone for marketing, someone for networking, etc. Without

that, it’s hard to manage.

SPEAKER 1:
What advice would you give to improve employee retention in humanitarian

organizations?

SPEAKER 2:
Focus on employee comfort—both financially and in the work environment. Assign clear
roles so each person can focus on one area. And finally, reward achievements.

Recognition keeps people motivated.
SPEAKER 1:

Thank you so much for your time and valuable insights. That brings us to the end of the

interview. Do you have any final remarks?
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SPEAKER 2:
Yes—one of the key reasons I’ve stayed is because of The. Secretary’s presence during
his internship. His energy brought new life to the office. He contributed to every part of

the organization. It was stressful, but he handled it all, and I’m sure he learned a lot.

SPEAKER 1:
I certainly did. Thank you again.
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