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ABSTRACT

This research, conducted in the context of computer professionals, examines the effects
of perceived workload on three work outcomes — namely, work exhaustion, job
satisfaction, and turnover intention. Data collected from a questionnaire survey was
used to test the relationships proposed in this research. The results showed that (a)
perceived workload was positively related to work exhaustion, job satisfaction and
turnover intention, (b) work exhaustion was negatively related to job satisfaction, and
(c) job satisfaction was negatively related to turnover intention. The contribution of this
research is that it shows how workload affects turnover intention, depending partly on
the mediating effects of job satisfaction. The paper discusses the implications of the
results for research and practice.

INTRODUCTION

Prior research and industry reports have indicated that computer professionals often experience heavy
workloads (Blodgett, 2004; Seglin, 2001; Li and Shani, 1991; Ivancevich et al., 1983). Heavy
workloads occur due to many reasons, such as personnel shortages, budget cuts, or tight project
schedules and deadlines. Although assigning additional work to computer professionals is common in
organizations (Konrad, 2005; Tapia, 2004), managers and researchers really do not understand how
an increasing workload or how the perception of an increasing workload is related to the work
outcomes of computer personnel. A few studies on the workload of non-computer professionals have
shown that increasing actual or perceived workload leads to negative consequences, such as lowering
job satisfaction (Smith and Burke, 1992; Groenewegen and Hutten, 1991; Burke, 2003; Seo et al.,
2004). These results, however, may not be generalisable to computer professionals because prior
research has indicated that computer professionals belong to a community that is different from those
in the other occupations (Ginzberg and Baroudi, 1988; Couger et al., 1979; 1992). Computer
professionals have high growth needs, and as such, researchers have suggested that they prefer to be
involved in more work or projects so that they can acquire skills that are suited to an era of rapid
technological change (Potosky and Ramakrishna, 1998; Shi and Bennett, 1998). This can help them
keep up to date in their profession. In fact, computer professionals use this as a career strategy to
enhance their employability (Lee, 2002). It is possible, therefore, that the effects of workload on job
satisfaction may be different for computer professionals compared with those in the other
occupations.
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A literature search on studies related to the workload of computer professionals has provided limited
results™. Nevertheless, workload is an important variable that deserves greater attention as prior
studies have consistently shown that it is an antecedent of job burnout (Leiter, 1991; Jackson et al.,
1986). Burnout is the emotional aspect of exhaustion and it relates to being intensely involved with
people. It is especially common among those working in the human service professions such as health
care, social services, criminal justice, and education (Malash and Jackson, 1984). In the case of
computer professionals, Moore (2000) has found that perceived workload is the strongest contributor
to work exhaustion, and that work exhaustion — defined simply as the depletion of mental resources to
cope with one’s work — is an antecedent to turnover intention. Given that the turnover of computer
personnel has been a persistent concern in the industry (Cappelli, 2001), and that there has been an
increasing demand for computer professionals after the dot-com bubble (Zwieg et al., 2006), it would
be beneficial to develop further knowledge about how perceived workload affects computer
professionals” work outcomes. As there is little research that investigates the effects of perceived
workload on job satisfaction, the objective of this study, therefore, is to fill this gap in the literature.
Specifically, the purpose of this study is to test a model on the effects of perceived workload on three
work outcomes — namely, work exhaustion, job satisfaction, and turnover intention. The results
derived from this research might provide a richer understanding of computer professionals and enable
employers to better manage their human resources.

Following the introduction of this paper, the next section presents a review of related literature on
workload and work outcomes. This is followed by a discussion of the research model and the method
used to test the model. Next, the results are presented and the paper discusses the findings. The paper
then concludes by presenting the limitations of the study and the implications for research and
practice.

PRIOR RESEARCH ON WORKLOAD AND WORK OUTCOMES

Workload can be categorised as actual or perceived workload. Past research has focused more on
perceived workload as researchers believe that it is the subjective feeling of the experienced workload
that is more crucial in determining its consequences (Hubson and Beach, 2000; Jacobs and Dodd,
2003). As mentioned in the introduction, prior research in the context of non-computer professionals
has shown that actual or perceived workload has a negative impact on job satisfaction. On the other
hand, however, there are also researchers who feel that the relationship between workload and job
satisfaction is not necessarily negative. Payne and Morrison (1999), for example, have indicated that
not all job demands, including heavy workload, are bad or stressful. They suggested that having a
higher job demand may arouse or stimulate workers’ interest. Based on this premise, it is possible that
a higher workload or the perception of a higher workload may lead to higher job satisfaction.

! The literature search was performed using scholar.google.com. Google Scholar provides a simple
way to broadly search for scholarly literature before engaging in a thorough search. The search
specified ‘workload’ and ‘job satisfaction’ to appear in the title of the articles published during the
period 1990 to 2010. The results identified 16 articles/books. Further examination of the results found
that none of the results was related to computer professionals. Another search using ‘workload’ and
‘turnover’ as the criteria returned 6 articles, and only one (Ahuja et al., 2002) was related to computer
professionals.
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Indeed, a study by Yperen and Janssen (2002) has found that even though employees felt fatigue due
to increasing workloads, those with high performance orientation also experienced higher job
satisfaction. To a certain extent, computer professionals resemble people with high performance
orientation. Prior research has found that computer professionals have, on average, higher growth
needs compared with people in other professions (Couger et al., 1979; 1992; Wynekoop and Walz,
1998; Lee, 2000) and, therefore, following the results obtained by Yperen and Janssen (2002), the
relationship between workload and job satisfaction may be positive for computer professionals. There
is no prior research, however, that addressed the relationship between perceived workload and job
satisfaction among computer professionals.

Job satisfaction is a key variable that has been shown to have a negative impact on the employees’
turnover intention (Igbaria and Greenhaus, 1992; Lee et al., 2008; Rutner et al., 2008). As the high
turnover rate of computer professionals has been described as a chronic problem that incurs high costs
in the industry, many researchers and practitioners are interested to learn more about how they can
increase the job satisfaction level for the computer professionals and how to better manage them
(Agarwal and Ferratt, 1999; Burns, 2006; Lacity et al., 2008). In this connection, it is noteworthy that
after the burst of the dot-com bubble in the early 2000s, a number of surveys have recorded lower
levels of job satisfaction among computer professionals (Hoffman, 2003), possibly due to issues such
budget cuts, redistribution of workload, low morale, limited career advancement, and lack of training
opportunities. Even though job satisfaction was low, many computer professionals did not leave their
organizations because there were few job alternatives available. Nevertheless, computer professionals
were poised to move while the economy improved (McGee, 2003).

With regard to the effects of workloads, prior research has also proposed an inverted-U relationship
between job demands and job satisfaction (Janssen, 2001). The U-shaped relationship is based on
activation theory (Scott, 1966). According to this theory, an individual is assumed to have a
characteristic level of activation that allows the central nervous system to function most efficiently.
As the experienced activation level deviates from the characteristic activation level, the efficiency of
the central nervous system is diminished. Based on this theory, an increase in workload is assumed to
be beneficial up to a certain level. Beyond that level, however, work outcomes experience less
positive affects (Gardner and Cummings, 1988). Even though this explanation for the inverted U-
shaped relationship between workload and job satisfaction is compelling, there is limited empirical
validation of the theory. According to Cook and Salvendy (1999), it is possible that the relationship
exists only when there are extreme conditions of work ‘underload’ and ‘overload’.

RESEARCH MODEL

Figure 1 presents the research model. The model is comprised of four constructs — namely, perceived
workload, work exhaustion, job satisfaction, and turnover intention. Turnover intention refers to
voluntary turnover intention and job satisfaction refers to the affective reaction to one’s job.
Consistent with prior research (Moore, 2000; Ahuja et al., 2007; Rutner et al., 2008), work exhaustion
is defined as the depletion of mental resources to cope with one’s work. Perceived workload refers to
perceptions that the amount of work exceeds the amount of time available for accomplishing the
work.

The model in Figure 1 proposed that the effects of perceived workload on turnover intention are
partly mediated by work exhaustion and job satisfaction. There are six hypotheses. According to the
researcher’s knowledge, two of the hypotheses, H2 and H3, have never been tested in prior research.
H2 proposed that there is a positive relationship between perceived workload and job satisfaction and
H3 proposed that there is a positive relationship between perceived workload and turnover intention.
The following sub-sections discuss the development of the hypotheses.
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Figure 1. Proposed model

Effects of perceived workload

When computer professionals have a higher level of workload, they will need to expend more energy
to meet the higher work pressure. Hockey (1997) offers a cognitive-energetical framework to
understand human performance under a higher level of workload. According to this framework, a
person can accommodate a higher level of workload while maintaining the target performance only at
the expense of an increase in compensatory costs that are manifested psychologically (eg., fatigue and
irritability) and physiologically (eg., increased excretion of cortisol). Thus, when computer
professionals perceive or experience a higher level of workload and need to maintain a target level of
performance, it will drain their energy and cause them to have a higher level of work exhaustion®.
Hence, the following hypothesis:

Hypothesis 1: Perceived workload is positively related to work exhaustion

The computer industry is progressing rapidly. Computer professionals who do not keep pace with the
developments may become obsolete (Lee, 2000). Computer professionals, therefore, are likely to
prefer to be occupied so that they can learn about the technologies, rather than to be left with little or
no work. It is possible that when computer professionals perceive they have a higher level of
workload, they feel they are learning more and hence they are more satisfied. As allured to earlier,
computer professionals have high growth needs. They seek challenges and they create opportunities
for themselves to learn (Lee, 2002, p 8). A number of studies have suggested that computer
professionals are internally motivated to accept a heavier workload. For example, a survey in Finland

2 The reverse is also plausible, i.e., people who experience a higher level of exhaustion tend to
perceive a higher level of workload due to their ‘gloomy perception’ (Dikkers et al., 2007). The
reverse effect, however, appears to be weaker (De Lange et al, 2004). As the current research is a
cross-sectional study, only the effect of perceived workload on work exhaustion is examined.
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has reported that 82% of the computer professionals worked overtime, and only 16% received
monetary compensation for it (Kivistd et al., 2008). Melymuka (2000) also presented a humber of
anecdotes to show that computer personnel love the opportunities to learn new skills and they are not
afraid of hard work. This study, therefore, proposed the following hypothesis:

Hypothesis 2: Perceived workload is positively related to job satisfaction

While a heavier perceived workload may increase job satisfaction among computer professionals, it
may also cause them to develop turnover intention. The reason is because when computer
professionals feel that they have been assigned more work, their psychological contract (Rousseau,
1989) with their employer gets violated. With a heavier workload, computer professionals feel
exploited and they believe they are better off working elsewhere. Thus, even though computer
professionals feel satisfied with a higher level of perceived workload because they enjoy the
challenge, they are likely also to develop turnover intention because they feel that other prospective
employers may offer them better employment terms, as there is a competitive market for computer
professionals (McGee, 1998). They seek a new employer to get them away from the demands of a
heavy workload. Hence, the following hypothesis:

Hypothesis 3: Perceived workload is positively related to turnover intention
Effects of work exhaustion and job satisfaction

Computer professionals who are overwhelmed and exhausted in their work have little time to engage
in non-work activities. They are preoccupied with their work and this creates a work-life imbalance.
They are unlikely, therefore, to be satisfied with their jobs (Scholarios and Marks, 2004). People also
understand that experiencing stress such as work exhaustion can seriously impact their health and
general well-being (Sparks et al., 1997; Pawlowski et al., 2007). Thus, when work exhaustion is high,
computer professionals may not only have low job satisfaction but they may also develop turnover
intention. They seek a new job that is less exhausting so that their health will not be affected. Hence,
there are two hypotheses related to the effects of work exhaustion:

Hypothesis 4:  Work exhaustion is negatively related to job satisfaction
Hypothesis 5:  Work exhaustion is positively related to turnover intention

When employees are not satisfied with their jobs, they are also likely to develop turnover intention.
The relationship between job satisfaction and turnover intention has extensive support in the
literature, regardless whether the sample examined were computer or non-computer personnel (Cotton
and Tuttle, 1986; Igbaria et al., 1992; Rutner et al., 2008). Computer professionals with low job
satisfaction are likely to look elsewhere to help them fulfil their job satisfaction. Hence, the following
hypothesis:

Hypothesis 6: Job satisfaction is negatively related to turnover intention

RESEARCH METHOD

This research made use of data collected from a mailed-questionnaire survey. The survey was
conducted in October 2001 and it collected data on many facets of the working life of computer
professionals in Singapore. The questionnaires were distributed to 1,900 readers of a publication
called E-week. E-week is a fortnightly publication that contains articles related to technology news.
Readers of E-week were shortlisted for the survey based on the criteria that they were working in an
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IT job. They comprised systems executives, computer programmers, systems analysts, systems
engineers, and computer managers.

The survey provided a postage-paid return envelope. To increase the response rate, the survey did not
require respondents to identify themselves. The questionnaire was also formatted in such a way to
enable respondents to fill in their answers easily. Appendix A shows the items that were used to
measure the constructs used in this research. All items in the questionnaire used a seven-point Likert-
scale in which the responses ranged from strongly disagree to strongly agree. Prior studies that used
the items to measure the constructs have shown that they have high reliability. As in Moore (2000),
perceived workload was measured using four items from Kirmeyer and Dougherty (1988). Work
exhaustion was measured using four items from the General Burnout Questionnaire (Schaufeli et al.,
1995). Turnover intention was measured using three items from Peters and Jackofsky (1979) and one
item from Mobley et al. (1978). Job satisfaction was measured using three items from Hoppock
(1935).

Table 1 shows the respondents’ characteristics. Three hundred and forty-four complete responses
were received for the survey, representing a response rate of about 18 percent. Seventy percent of the
respondents were males and the rest females. More than one-third of the respondents were in the age
range from 25 to 30, reflecting the demographics of computer professionals in Singapore, which has a
relatively young computer workforce. Given that the survey was anonymous, the researcher could not
identify those who failed to respond. Thus, it was not possible to determine whether non-respondents
differed systematically from those who responded. As an alternative test of non-response bias, those
who responded late were used as proxies for those who did not respond. Using this method to
measure non-response bias, the data from the first thirty respondents — categorized based on their
postmarked dates in the returned envelopes — were compared to those for the last thirty respondents
(Wallace and Mellor, 1988). The results indicate there were no significant differences in responses
between the early and late respondents.

Sex

Males 239 (70%)
Females 105 (30%)
Age

Under 25 58 (17%)
25 to under 31 123 (36%)
31 to under 36 86 (25%)
36 to under 41 44 (13%)

Over 41 33 (9%)

Organizational Tenure

Under 2 years 142 (41%)
2 to 5 years 130 (38%)
6 to 10 years 45 (13%)
Over 10 years 27 (8%)

Table 1. Respondents’ Characteristics
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RESULTS

Scale validation

A confirmatory factor analysis (CFA) was first performed on the data using the AMOS (version 18)
software. In the CFA, each scale item was modelled as a reflective indicator of its latent construct and
all constructs were allowed to co-vary. The results of the CFA found that two items, PW1 and WE3,
did not load well on their constructs. An examination of these two items suggests that the items could
have been interpreted in ways that were not originally intended. As a result, they might have given
rise to inaccurate measurements. In the case of PW1 — “I feel that the amount of work | do interferes
with how well it is done” — it is possible that the amount of work is not related to how well the work
is done. A respondent may have a low workload, and yet it interferes with how well the work is done

because few resources are available for the respondent to complete the work®. In the case of WE3 —
“I feel fatigued when I get up in the morning and have to face another day on the job” — it is possible
that the fatigue that the respondents experience might not be due to being stretched at work. A
respondent who is a recent mother may be tired because of non-work factors, such as having to look
after her new born. Based on these reasons, items PW1 and WE3 were excluded from the analysis.

Table 2 presents the results of the CFA. To assess the model fit, Straub et al. (2004) suggested that the
chi-square normalized by the degrees of freedom (y? /df) should not exceed 3, goodness of fit index
(GFI), adjusted goodness of fit index (AGFI), norm fit index (NFI), and comparative fit index (CFI)
should all exceed 0.90, and the root mean square error of approximation (RMSEA) should be less
than 0.08. The CFA results presented in Table 2 indicate that all the indices met the requirements,
with the exception that the AGFI was marginally out of range. Overall, therefore, the data provide an
adequate model fit.

Table 3 displays the scale properties and factor correlations. The table shows that all the Cronbach’s a
were greater than 0.8, thereby meeting the test for uni-dimensionality. The composite reliability
measures were at least 0.7, which exceeded the cut-off value of 0.5. The results suggest that the
constructs have adequate reliability.

Convergent validity in this study was tested by checking that (1) all the factor loading for the items
were significant and exceeded 0.6, and (2) average variance extracted (AVE) by each construct
exceeded the variance due to measurement error for the construct (i.e., AVE should exceed 0.50). All
factor loadings were significant at p<0.001 and exceeded the threshold of 0.6. The AVE ranged from
0.69 to 0.86. Thus, the conditions for convergent validity were met.

Discriminant validity testing showed that the AVE for each construct exceeded the squared
correlation between it and any other constructs considered in the study. The factor correlations
showed that the largest squared correlation between any pair of constructs was 0.34 and the smallest
obtained AVE value was 0.69.

Hypothesis testing

Figure 2 shows the results of the structural equation modelling (SEM). The results show that the data
provide an adequate fit of the model. Furthermore, all the path coefficients, except for the path

® Rutner et al. (2008) found the same item problematic when they used it to measure perceived
workload. They excluded the item in their analyses.
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between work exhaustion and turnover intention, are significant and in the expected direction. These
results will be elaborated in the discussion section.

Post-hoc analyses

The purpose of the post-hoc analyses is to compare the explanatory power for the various models of
perceived workload. The results for the research model (which is a partly-mediated model with both
direct and indirect effects from perceived workload to turnover intention) were compared with the
direct model and the fully-mediated model. In the direct model, there are no mediating variables
between perceived workload and turnover intention. In the fully-mediated model, the effects of
perceived workload on turnover intention are mediated through work exhaustion and job satisfaction,
i.e., all the effects of perceived workload on turnover intention are indirect.

Item Item mean Item S.D. Item loading®
PW?2 4.79 1.42 0.71
PW3 5.02 1.44 0.92
PW4 4.83 1.43 0.85
WE1 4.52 1.47 0.81
WE?2 4.59 1.60 0.92
WE4 4.06 1.65 0.75
JS1 5.10 1.36 0.89
JS2 5.15 1.37 0.95
JS3 4.76 1.35 0.75
TI1 3.81 1.93 0.93
TI2 4.01 1.90 0.93
TI3 4.04 1.93 0.90
TI4 3.89 1.87 0.94
Legend:

PW=Perceived workload, WE=Work exhaustion, JS=Job satisfaction, TI=Turnover intention
Model fit: y* = 175.30 (df=59, p<0.001), »*/df=2.97, GFI=0.93, AGF1=0.90, NFI=0.95,
CFI=0.97, RMSEA=0.07

®All item loadings are significant at p<0.001 level

Table 2. Results of confirmatory factor analysis

Cronbach's | Composite
Construct Alpha (@) | Reliability AVE PW WE JS Tl
PW 0.86 0.77 0.69 1.00
WE 0.87 0.74 0.70 0.58*** 1.00
JS 0.90 0.84 0.76 0.04ns -0.12* 1.00
TI 0.96 0.87 0.86 0.20*** | 0.25*** | -0.44** 1.00
* p<0.05, ***p<0.001

Table 3. Scale properties and factor correlations

Figure 3 shows the results for the direct model while Figure 4 shows the results for the fully-mediated
model. Table 4 compiled the goodness-of-fit statistics for all the models examined in this research.
The results show that the data provide adequate fit for all the three models. All the path coefficients in
the direct and fully-mediated models are significant and they are in the expected directions. The pair

12
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wise F-tests comparing the R? values of the direct model with those for the partly and fully mediated
models were conducted to determine whether there were significant differences between the models”.
For both the partly and fully mediated models, the improvement over the direct model is significant at
p<0.001, implying that the partly and the fully mediated models are better in explaining turnover

intention than the direct model. There is no difference in R? however, between the partly and fully
mediated models.

Work
exhaustion
0.42

Turnover
intention
0.27

Perceived
workload

**%p<0.001  0.21**
** p<0.01
* p<0.05

-0.47%**
satisfaction

0.04

Model fit: x*= 156.34 (df=59, p<0.001), »*/df=2.65, GFI = 0.93, AGFI = 0.90, NFI = 0.96,
CFI = 0.97, RMSEA=0.07

Figure 2. Results of Analysis

Turnover

Perceived 0.18** intention

workload 0.03

Model fit: = 37.50 (df=13, p<0.001), 4*/df=2.89, GFI = 0.97, AGFI = 0.94, NFI = 0.98, CFI =
0.99, RMSEA=0.07 (** p<0.05)

* The F-test was computed as follows: F = (R%s - R%s)) / [ (1- R?a) /dfitterence ]
13
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Figure 3. Results for direct (non-mediated) model

Work
exhaustion
0.42

Turnover
intention
0.26

Perceived
workload

-0.47***
satisfaction
0.04

Model fit: %= 161.35 (df=60, p<0.001), %*/df=2.69, GFI = 0.93, AGFI = 0.90, NFI = 0.96, CFI =
0.97, RMSEA=0.07 (** p<0.01, *** p<0.001)

Figure 4. Results for fully-mediated model

Partiall . Fully-
Fit Index Suggested mediate)é Direct media%ed
value model
model model
yldf <3.00 | 156/59=2.65 | 38/13=2.89 161/60=2.69
GFlI >0.90 0.93 0.97 0.93
AGFI >0.90 0.90 0.94 0.90
NFI >0.90 0.96 0.98 0.96
CFlI >0.90 0.97 0.99 0.97
RMSEA <0.08 0.07 0.07 0.07

Table 4. Goodness of fit statistics

DISCUSSION

Some of the results derived from this study confirm the findings of prior research, while the others
offer interesting insights on how perceived workload affects the work outcomes of computer
professionals.

14
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Perceived workload and work exhaustion (H1)

The result of hypothesis 1 shows that there is a positive relationship between perceived workload and
work exhaustion. This result is consistent with those of prior research (Moore, 2000; Ahuja et al.,
2002).

Positive effect between perceived workload on job satisfaction (H2)

While results from prior studies involving non-computer professionals have shown that the
relationship between perceived workload and job satisfaction is negative, this research shows that the
relationship for computer professionals is positive. As suggested in the section on the research model,
the positive relationship might have been affected by the high growth needs of the computer
professionals. It is possible that computer professionals prefer additional work so that they can learn
and keep themselves up-to-date with technology. This is a suggested explanation, however. More
exact tests of the explanation for the relationship are needed. Another plausible reason for the positive
relationship between perceived workload and job satisfaction could be that when organizations assign
additional work to computer professionals, they are actually signalling that they have trust in the
computer professionals. Computer professionals, therefore, develop a sense of self-importance and
they feel more satisfied. Again, this is a suggested explanation. Future research can examine the exact
cause of the relationship between perceived workload and job satisfaction to determine why the two
constructs are positively related. Overall, the results for this hypothesis challenge the traditional
thinking that workload is negatively related to job satisfaction. The results extend Yperen and
Janssen’s (2002) findings that for certain group of people, increasing workload can lead to higher job
satisfaction.

Direct positive effect between perceived workload and turnover intention (H3)

The results of this research show that perceived workload has a direct positive effect on turnover
intention. It should be noted that Moore (2000) and Rutner et al. (2008) reported a negative effect
from perceived workload to turnover intention. Both of them, however, did not discuss their results.
One tentative explanation that can be offered for the discrepant findings might be that the negative
effect obtained in their studies could have resulted because they did not include a relationship
between perceived workload and job satisfaction in their research models. Hence, their results could
have embedded the indirect effect of workload on turnover intention via job satisfaction. With the
addition of the mediating effect, it may be easier to explain the direct positive effect between
workload and turnover intention.

Work exhaustion and job satisfaction (H4)

This study found that there is a negative relationship between work exhaustion and job satisfaction.
This result is consistent with those of prior research (Rutner et al., 2008; Lee and Ashforth, 1996).

Work exhaustion and turnover intention (H5)

The results did not support hypothesis 5, which states that work exhaustion is positively related to
turnover intention. Three possible explanations may be offered for this unexpected result. One is that
computer professionals may have a number of ways of overcoming work exhaustion. For example,
they can go on holidays to rejuvenate or they can engage in sports to alleviate the effects of
exhaustion. Given that the respondents in this study were relatively young — over half were 30 years
and below and more than three-quarters were 35 and below, they should be able to recover quickly
from their exhaustion. Planning to leave their jobs may just be a last resort. Another way to explain
why the hypothesis is not supported could be that the research data were collected not long after the
dot-com bubble burst. During that time, the respondents were unlikely to be thinking about leaving
because there were limited job opportunities in terms of the number of relevant jobs available. The
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third explanation for the unexpected result is that the effects of work exhaustion on turnover intention
could be indirect, i.e., the effects are mediated by job satisfaction. Indeed, Rutner et al. (2008) also
found that job satisfaction fully mediates the relationship between work exhaustion and turnover
intention.

Job satisfaction and turnover intention (H6)

The results of this research reaffirm that job satisfaction is negatively related to turnover intention.
They also show that among the various constructs examined in this research, job satisfaction has the
greatest impact on turnover intention.

Total effects of perceived workload on turnover intention

The results of this research show that while a heavier perceived workload can directly increase job
satisfaction, it can also lower job satisfaction indirectly by increasing work exhaustion. Based on the
results shown in Figure 2, the total effects (i.e., direct and indirect) of perceived workload on job
satisfaction is 0.05 { = 0.21 + (0.65 x -0.25) }. Since job satisfaction is negatively related to turnover
intention, an increase in job satisfaction will decrease turnover intention. The total mediated effects of
perceived workload on turnover intention, therefore, is (0.05 x -0.47) = -0.02. On the other hand,
perceived workload also has a direct positive effect on turnover intention, and this direct effect is
greater in magnitude than the total mediated effects. The total effects of perceived workload on
turnover intention, therefore, is positive, and is 0.15 ( = 0.17 - 0.02 ). That is, the net result for an
increase in perceived workload is that it will result in an increase in turnover intention.

CONCLUSION

The results of this study are subject to a number of limitations. First, the data used for this study was
collected many years ago. The world has gone through a number of global events since then. For
example, there was the great financial crisis. Also, to date, there has been substantial growth in the
Internet and this growth brought about significant changes in the way computers are used. The data
used for this study, therefore, may not reflect the experiences of computer professionals in the current
environment. In future, a more updated set of data could be used to test the currency of the research
model.

Another limitation of this study is that the sample of respondents used in this research comprised
computer professionals in Singapore. Statistics provided by the Ministry of Manpower in Singapore
indicate that Singaporean workers consistently clocked more than 40 hours of work per week
(Ministry of Manpower, 2009). Workers in many countries clocked fewer than 40 hours per week
(International Labor Organization, 2009). The working culture in Singapore may be different from
those in other countries. The number of hours worked suggests that Singaporean workers want to
prove their worth to their employers. As such, they may be happy if they work longer hours or have a
heavier workload. While it may be argued that the sample of Singaporean computer professionals
used in this study was different from those in other countries, it will be useful to replicate this study
using samples of computer professionals in different countries to verify whether the consequences of
perceived workload are similar across countries. There is reason to believe that computer
professionals behave similarly across countries as prior research has shown that their motivational
characteristics are similar (Couger et al. 1979; 1991; 1994). Furthermore, Gomez-Mejia (1984) has
shown that satisfaction for professionals are influenced more by their occupational culture than by
their societal context. Nevertheless, replication of this research can assure generality of the results.

A third limitation of this study is that this research is based on perceived workload rather than actual
workload. Perceived workload and actual workload are different and they may not correlate with each
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other. Perceived workload is measured using subjective scores provided by the survey respondents
while actual workload is an objective measurement. In the event that a manager needs to assign
additional work, the manager should consider the computer professionals’ perceived workload rather
than the actual workload in order to make use of the results of this research to optimize work
outcomes.

A final limitation of this research is related to the use of the SEM. It is generally agreed that using the
SEM in research requires a strong theoretical foundation. Hypothesis 2, which states that perceived
workload is positively related to job satisfaction, is developed mostly on empirical results derived
from prior studies. Although the results of this study support hypothesis 2, future research should
establish and test the theoretical reason(s) for the relationship. This would help to improve the
legitimacy and significance of the research results.

To conclude, the results of this study have shown that perceived workload has a direct positive
relationship with job satisfaction. This is an interesting finding and it provides an impetus for future
studies to determine the specific explanation for the positive relationship. The results of this study
also have practical implications for the management of computer personnel. Managers need to
understand that perceived workload has positive as well as negative effects on job satisfaction. That
is, while a heavy workload can lead to higher work exhaustion and consequently lower job
satisfaction, it can also directly increase job satisfaction. Besides this, managers also need to
understand that perceived workload can directly affect computer professionals’ turnover intentions.
The findings of this research, therefore, provide researchers and practitioners with a richer
understanding on how perceived workload affects the work outcomes of computer professionals.
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APPENDIX A

Items for constructs

Perceived workload

PW1.% | feel that the amount of work | do interferes with how well it is done

PW?2. | feel that the number of requests, problems or complaints | deal with is more than expected
PWa3. | often feel busy and rushed

PWa4. | often feel pressured

Work exhaustion

WEL. | feel emotionally drained from my work

WE?2. | often feel used up at the end of the work day

WES3.? | feel fatigued when | get up in the morning and have to face another day on the job
WEA4. | feel burned out from my work

Job satisfaction

JS1. I like my job very much

JS2. I enjoy working in my job most of the time

JS3. I like my job better than most people like theirs

Turnover intention

TIL. I intend to leave my job in the next 6 months

TI2. I will actively look for a new job in the next 6 months

TI3. I have thoughts of leaving my job in the next 6 months

TI4. I am likely to be working for another organization in the next 6 months

# I1tems excluded from the analyses.
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