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ABSTRACT

This paper presents a study that determined tlagiorhip of job characteristics and job satistattnd turnover
intentions and examined the contribution of demplbi@ variables, job characteristics and job satitfa on
turnover intentions. The sample consisted of 292taff in Telecom Malaysia (TM). The results hypesized that
job satisfaction and job characteristic factors aegatively and significantly related to turnovatention. The
study found that demographic variables, job char&tics and job satisfaction had a significanttdbation and
negative effect on turnover intentions. The studyealed that job satisfaction accounted for lang@iance in
turnover intentions than from job characteristitbe finding also revealed that job satisfaction haate effect on
turnover intentions than from job characteristkisidings and implications for managerial practicethe study are

discussed and put forward.

INTRODUCTION

High productivity and performance of most orgaritas could not be realized without employee’s suppo
and contribution. This is because employees ardypasponsible for the achievement of organizdtiggoals and
strategy. Therefore managers should concern omdsand problems encountered by employee in ordg#omza
This includes staff in IT (information technology)) telecommunication companies. To be competerst#ff must
obtain vast knowledge in all aspects as well astélsbnical skills to help organizations achieveirtigwals and
vision. Turnover among IT staff in telecommunicatimmpanies can cause disastrous effects. Thigisadthe loss
of their knowledge and acquired technical skillsc&ssive turnover can be fatal to organization tdube shortage
of expertise in the job market and the high codtaifing new employees (Igharia and Greenhaus2)19rnover
also has personal costs to employee in the fortnstfbenefits, friendship and perhaps a disruptibthe family.
Literature review leading towards factors affecttngnover intentions of IT staff in telecommunicaticompanies
in Malaysia was never done. This study exploredctir@ribution of demographic variables, job satiitan and job

characteristics on turnover intentions of IT staff M (Telecom Malaysia).

LITERATURE REVIEW

Turnover Intentions

Turnover is referred as an individual's estimatedbpbility that they will stay an employing orgaation
(Cotton and Tuttle, 1986). Meanwhile Tett and Me{#993) defined turnover intentions as consciouulness
to seek for other alternatives in other organizatiReviews on the antecedents of turnover intestibave

highlighted intent to leave rather than actual dwer as the outcome variable. This is due to tvesaas. Firstly,
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employees have decided in advance the decisiopawelthe organization. This is in line with attidoehavior
theory (Fishbein and Ajzen, 1975) that one’s itilmnto perform a specific behavior is the closedictor of that
behavior. Results on the study of the relationdtdween turnover intentions and actual turnoverehgiven
support and evidence on the significant relatiomd&td@tween these variables (Lambert et al., 200gr&fore Price
(2001) suggested turnover intentions constructtesnative in measuring actual turnover.

Secondly, cross sectional study is more approptlze longitudinal study in investigating employees
intention to quit. Furthermore, turnover is notyomfluenced by certain factors as there are sévactors that
could predict turnover intentions. This includetitadinal, behavioral and organizational factorgetature has also
identified that work related factors, personal eletégristics and external factors as determinantenoployee
turnover tendency (Tyagi and Wotruba, 1993). Tteeefthe identification of factors that relate ayide impact on
turnover intentions is considered as important tlmesome recent evidence that job characteristich jab
satisfaction are more efficacious predictor of tier intentions than is intention to remain (Kopainet al., 1992).
Most studies have focused on the great impact titfidinal factors such as job satisfaction and oizgtional
commitment on turnover intentions. However lesslgthias focus on the effect or impact of job chamastics on
turnover intentions among IT professional in Malagpscontext. Therefore this study examined the ridouition of

demographic variables job characteristics and @isfaction on turnover intentions.

Job satisfaction, Job Characteristics and Demograph Variables and Turnover Intentions

Job satisfaction is the extent to which an empofgels about his or her job (Odon et al., 199@mb
(2002) refers job satisfaction to employees’ fdetantentment and discontentment for a job. Craeingl. (1992)
concluded that job satisfaction is a contributiérc@gnitive and affective reactions to the diffefahperceptions of
what an employee wants to receive compared witht Weaor she actually receives. Job satisfactionldrag been
an important concept in the organizational studthefresponses employees have to their jobs.

According to Moorman et al. (1993) there are thpeasctical points of view that illustrate the meapniof
job satisfaction: First, is a valuable productlué society; second, is an early warning indicat@aaly stage for an
organization and third, can serve as a predictoorghnizational behavior. Similar to Moorman’ powft view,
Cranny et al (1992) found that job dissatisfactionld result in psychological frustration and loveguctivity. Job
satisfaction plays a very critical role in attragtiand retaining of employees’ ability in an orgation (Brookfield,
1998). According to Brookfield, individuals withdh levels of job satisfaction would have healtlpbysical and
psychological records that very likely result imglmér productivity and effectiveness in their jobfpemance and
will staying longer in organization.

According to the first study of job satisfactios eeported in literature, if the presence of adaa the
work setting lead to job satisfaction, then theemlog of this factor will produce job dissatisfantitn discussing job
satisfaction, Maslow’s (1970) hierarchical needotiyehas been used to conceptualize worker motindigsed on
the five levels of needs. Maslow’s theory conséitat five levels of individual needs: self-actuatibn and esteem

needs at the top level whilst social, safety angsjahogical needs at the bottom. This theory hasrobeen used to
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conceptualize employee’s motivation based on tffferdnt levels of needs. Maslow assumes that someelnare
more important than other needs and must be satibffore the other needs can serve as motivator.

Meanwhile, Hezberg's (1973) theory is based on basis types of needs: 1) the need for psycholbgica
growth or motivating factors and 2) the need toiévmin or hygiene factors. The motivating factoonstitute
elements like achievement and advancement. Thespagsitive elements that contribute towards jolisfeaition
and motivation. Hygiene factors such as companyrganizational policies, quality of supervision, nkiog
condition, salary, relationship with peers and sdbmates, status and security are negative elentiesitgould cause
dissatisfaction at work. In Hezberg's theory, jatisfaction and job dissatisfaction are totallyaape dimension.
Therefore, improving a hygiene factor such as waglktonditions will not make people satisfied wikieit needs,
instead it will only preventing them from being shsisfied. Generally, Malsow’s and Hezberg’s thememphasize
the importance of individual in organization to adee. The advancement indirectly will change irdiigl’s needs.
In consequential, it will help individuals to puxtea effort to continuously achieve their needs aatisfaction.
Studies have consistently reported that job satisfa is one of the factors or reasons for emplapgentions to
leave the organization (Price, 2001).

The premise of motivation theory based on intriresic extrinsic motivation has posed some questions.
This is because according to Amabile (1997) extimaotivation may continue synergistically with rinisic
motivation. Further, Amabile (1997) have identififstee factors that could influence positive sygeng intrinsic
motivation: firstly, the person’s initial motivatial state; secondly, the type of extrinsic motmatiused and thirdly,
the timing of the extrinsic motivation. Intrinsicativation includes rewards, recognition and feedtbdetlin (2001)
stated that reward, recognition and feedback arengnstrategies used in retaining talent of IT pssienal in
organization. In addition, according to Zetlin (2QOworkplace is also identified as factor that etiéel high
creativity among IT staff. Workplace orientationscarding to Amabile (1997) include : a) organizatib
encouragement (a culture that fosters, apprecianes fairly rewards creativity, has mechanisms thapport
innovation and has a shared vision and active fibvdeas); b) supervisory encouragement (a mansg@es as a
positive model, sets appropriate goals and suppodsvalues both the work group and individual dbations); ¢)
work group supports (characterized by skills diitgrshonest communication, openness to innovatikeas,
constructive challenge and mutual trust, suppodt @mmitment); d) challenging work (focusing on lidraging
tasks and important projects and freedom (autonanaycontrol over one’s work, although had smakct on
creativity) .

Some organizational impediments would also undaenereativity that could yield high turnover ratefs
IT staff. Among the organizational impediments kke internal politics, harsh rejection of new ideaestructive
internal competition, risk-avoidance and excessiygport for the status quo. Research have revéadedvorkload
pressure (intensive time pressure, unrealistic yetidty demand and distraction creative work) hachimal
impact on creativity, but have been identified @srees of job satisfaction and turnover rates anm@rsgaff (Fisher,
2000). In addition, empirical studies indicate tlimographic variables are relevant with turnoveeritions
(William and Hazer, 1986). Age, income and tenure i@entified as negatively related to turnovereimions
(Cotton and Tuttle, 1986; Morrow, 1983 and Gregeraed Black, 1982). Although the effects of empkye
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demographic variables on turnover intentions mdfedin different international environment, empal research
in international context including in Malaysia sasity (Naumann, 1993). Tyagi and Wotruba, (199Bpstted that
very few studies have investigated the effect opleyee characteristics on employee turnover. Inaysihn
context, a number of studies (eg. Samad, 2004)dfeelationship between job satisfaction and turnowentions.
However no study investigated the influence of dgraphic variables on IT staff turnover intentions.

Several concepts of job characteristics have Inggiighted by scholars however, they share a commo
theme that highlighting the nature of work and itheiplication on job outcomes (Samad, 2004). Amdihg
reliable and valid measure of the various job ottarstics is the instrument developed by Hackmaah @ldman
(1975). This instrument asesess job characteristised on five core aspects mainly skill variedgktidentity, task
significance, autonomy and feedback. Precedingud@on and previous research have indicated that jo
characteristics and job satisfaction are relatetilF@ve some impact on employees’ intention to leaganization.
Sager and Johnston (1989) suggested that jobasaitsf and job characteristics as well as demodecagriables
(Cotton and Tuttle, 1986; Morrow, 1983 and Gregeraed Black, 1982) exert a significant effect onptayee
turnover intention.

Despite of several empirical studies among orgditinal scholars, however, previous empirical fivgi
are still less encouraging and have been inconaudihis is especially in terms of the nature & thlationships
and contributions of job satisfaction and job clteestics on turnover intentions (Sager and Jaimst989). In
relation to this, further investigations are reqdirto determine the differential contribution anffe& of job
characteristics and job satisfaction on turnoveeritions. Most studies of the behavioral outcomésob
characteristics (Sager at al.,1998) and job satisfa (Roznowski and Hulin, 1992) have focused mpleyees in
certain industries. The present study expands tiadysis to include a wider spectrum of workers Isat thelps
address the issue of imbalance. Examining the wamadntentions among IT professional in the leading
telecommunication firm in Malaysia is long awaitdtherefore, this study focused on turnover intargiof IT staff

in TM with aims at answering the following hypothes

H1: There is a relationship between job satisfacéind turnover intentions

H2: There is a relationship between job charadtesisind turnover intentions

H3: Job satisfaction will have significant contrilsun on turnover intentions

HA4: Job characteristics will have significant cdmition on turnover intentions

H5: Job satisfaction will have more effect on tw@iointentions than from job characteristics
METHODOLGY

Subjects and Sampling Procedure
This study was conducted in Telecom Malayisa (T biggest telecommunication company and the

main provider of telecommunication services in Mala. A total of 300 questionnaires were distribute
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respondents based on the simple random samplirg).ugfble questionnaires were returned and analgned
representing a response rate of 97.3%. The predsglts of the instrument provided an acceptablellof reliable

statistics ranging from .89 to .95 for all the wadles. The self-administered questionnaires comxprisdependent
variables of job satisfaction and job charactersstind dependent variable of turnover intentiom® dollected data
were then summarized and analyzed using Pearsatu@réloment Correlation and multiple and hierarahic

regression analysis.
MEASURES

Dependent Variable

Turnover intentions, the dependent variable of gshaly, were assessed using three items adapted from
Donnelly and Ivancevich (1985). The statementstems in the instrument measure the probabilityToktaff's
intention to leave with the organization with tleldwing statements:1) “it is likely that | will &iwely look for a
new job next year”; 2) “I often think about quittfhand 3) “I will probably look for a new job neyear”. Each item
is represented with seven point Likert responséestcaindicate their likelihood of leaving the orgzation in the
near or distant future. A higher score indicatéggaer intention to leave the organization. Théat®lity test of this

construct is .89.

Independent Variables
Job satisfaction and job characteristics are thdependent variables in the study. Job satisfaction

instrument developed by Smith et al. (1969) waglusemeasure 9 items of organizational commitmé&he scale
was ranked from strongly disagree to strongly agre¢he seven point Likert type scale. The religbdoefficient

of job satisfaction in this study was .92. Job eltaristics based on the Job Diagnostic Survey ) de$eloped by
Hackman and Oldman (1985) was used to measurehatacteristics. The construct contained five conapts
skill variety, task identity, task significance,tamomy and feedback. The response options for ehtese items
was based on 7 point Likert-scale ranging fromrsghp disagree to strongly agree. The reliabilibgfficient for all

job characteristics score was .93.
RESULTS

Respondents’ Profile
The average age of the respondent is 34.06 yeals tith mean of experience in the organization tatel

job experience is 6.98 and 10.72 years respectil@jority of the respondent are male (63.7%) avitbived by
female respondents (36.3%). Most of the respond@2&) are married and 28% of them are single. alerage
mean of the respondents’ pay is RM 2842 while figadst pay of the respondent is RM 9000 and thesbyay is
RM 2100 (see Table 1).
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Table 1: Background Characteristics of the Subjects

Mean SD n %
Age 34.06 6.24 - -
Tenure in the organization 6.98 3.91 - -
Tenure present department 10.72 6.22 - -
Male - - 186 63.7
Female - - 106 36.3
Married - - 210 72
Single - - 82 28
Pay 2842 1438

Minimum pay : RM 2100
Maximum pay : RM 9000

The Relationship of Job Satisfaction and Job Charaeristics with Turnover Intentions
(H1 and H2)

Table 2 presents the means, standard deviatidiailiey coefficients and inter-correlations ansiy
among the variables of the study. Based on theptatented in Table 2, the mean value of eachhabacteristics
was slightly high ranging from 3.90 to 4.20 withrstiard deviations ranged from 1.60 to 1.93. Thellef/turnover
intentions is high with mean value of 5.20 and déad deviation 1.80 while the level of job satisiaic was
moderate with the mean value of 3.72 and standeviitions 1.90. Gronbach’s alpha showed that thebitty
coefficients for job characteristics, job satisfactand turnover intentions measures were at thepdable level
(more than 0.60).

Table 2 also reports the inter-correlations amaowigpendent variables and dependent variable. Tae da
indicated a negatively strong to moderate and ligwificant relationship between job characteris{gisll variety,
task identity, task significance, autonomy and Bead) with turnover intentions. A significant aneigatively
moderate relationship was also reported betweesgtibfaction and turnover intentions. The regét®aled that
all of the correlations were in the expected dioexs indicate significantly and negatively moder#d&, moderate
and high magnitude of relationship between indepahdariables and dependent variable.

This finding is consistent with expectations, ttietre were significant and negative correlatiosisvieen
skill variety, task identity, task significance tamomy, feedback and job satisfaction with turnamnéentions. The
negative value of the correlation coefficientsdtithese aspects of the independent variablesesthdat the
higher the level of these job characteristics atdsatisfaction the lower the turnover intentiond &ice versa. The
results closely parallel earlier findings (Blineagt 1991 and Meyer and Allen, 1997) lending s@ugport to the
construct validity of these measures. Finding$efdtudy tend to suggest that job characteristidgab
satisfaction were perceived as the factors thaicést®d with turnover intentions among IT staffTielecom

Malaysia. The results supported the first and seédypothesis of the study.
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Table 2: Mean, Std. Dev, Reliability Coefficients ad inter-correlations among variables

Variables Mean| Std. Dev. 1 2 3 4 5 6 7
1.Turnover
Intentions 5.20 1.80 (.89)

2. Job Satisfaction 3.72 1.90 -.69* | (.92)

3. Skill Variety 4.11 1.65 | -52*| .26* | (.90)

4. Task Identity 3.90 1.60 - 70* | .53* | .29* | (.92)

5. Task Significance| 4.20 1.90 -.55* | .35* | .57* | .65* | (.89)

6. Autonomy 3.92 1.62 -.36* | .32* | .39* | .19* | .27* | .(92)

7. Feedback 4.10 1.93 -28% | .27* | .21* | .23* | .29* | .75* | (.89)

* < 0.05 level; Gronbach’s alpha are in parentheses

The Contribution of Demographic Variables, Job Satsfaction and Job Characteristics on
Turnover Intentions (H3, H4 and H5)

Table 3 displays the result of hierarchical andresgion analysis to test the third, fourth andnfift
hypothesis of the study. Regressions analysis witained in three stages. In the first stage altrod variables
was entered as the independent variables, in tbendestage job satisfaction was included as thdigigs or
determinants and finally in the third stage jobrelsteristics was included as independent and prmdiariables. In
each step of hierarchical regression analysis teeigtors or independent variables and controladeis were
regressed on turnover intentions accordingly. Tégeddent variable was the scores for turnover fiistess From
Table 3 in model 1, value of R2 of control variabie .23. This means that the control variable riloumied 23
percent of variance in turnover intentions. Theailtssevealed that control variables were ablexigain 23 percent
variation in turnover intentions. The Beta valuadicated that age, income and tenure had a negativsignificant
effect on turnover intentions with Beta = -.16,.8%; Beta = -.24, < 0.05 and Beta = -.44, < 0r@Spectively.

Further, the analysis revealed that when the sitrobvariables were entered in the equation togetbith
job satisfaction variable in the second model, @adfi R2 secured more variance (.80) than controblbke with
variance of .23. These results revealed that theralovariables combined with job satisfaction adnited 80
percent of variance in turnover intentions. TheaBetlue as indicated in Table 3, showed that joisfaation had a
negative and significant effect on turnover intens (Beta = -0.83, < 0.05). The control variabléesge, income
and tenure also found to have a negative and &gnifeffect on turnover intentions with Beta 24..< 0.05 Beta
=-.33, < 0.05 and Beta = -.36, < 0.05 respectively
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Table 3. Regression Results: Turnover Intentions Bipemographic Variables, Job satisfaction and Job

Characteristics

Variables JS JC

Std Beta Std Beta Std Beta

(Model 1) (Model 2) (Model 3)
Control variables
Female(male = 0) .02 .02 .04
Age -.16* -.24* -.25*
Single (Married = 0) .08 .04 .01
Income -.24* -.33* -.21*
Tenure -.44* -.36* -.24*
Education .05 .04 .08
Model variables
Job Satisfaction -.83*
Skill Varity -.19*
Task Identity -.62*
Task Significance -.15*
Autonomy -.16*
Feedback -.15*
R? 23 .80 .66
Adj. R? 22 .79 .65
R? Change 23 .80 .66
Sig. F Change 14.61 166.69 50.19

*Significant at the .05 level; Dummy coded male,#émale = 1 and single = 0, married = 1

For the third model, based on thévRlue for the components of job characteristice, study concluded
that the control and model variables of job chamastics explained lower variance in turnover itiems (R =
0.66) than from job satisfaction {R 0.80). This means that the control and modehisées of job characteristics
contributed 66 percent of variance in turnover ntitms, which is lower than contribution of the duned job
satisfaction and control variable on turnover ititars.

The beta values shown in the Table 3, indicatetljdtacharacteristics of skill variety, task identitask

significance, autonomy and feedback had a negatiksignificant effect on turnover intentions wihta = -.19,
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<.05; Beta = -.62, Beta = -.15. <.05; Beta = -4®5 and Beta = -.15 <.05 respectively. The resaito reported
that age, income and tenure had a negative andfisign effect on turnover intentions with Beta =-.25, <

0.05Beta = -.21, < 0.05 and Beta = -.24, < 0.Gpeetively. The study found that job satisfactiBeté = -.83) is
more negatively related to turnover intentions thiam job characteristics of skill variety (Beta =19); task
identity (Beta = -.62); task significance (Beta.£5); autonomy (Beta = -.16) feedback (Beta = -.15)

The result of this study concludedthat job sattsfschad more effect on turnover intentions thamfrjob
characteristics. The study concluded that demogdgamriables, job satisfaction and job charactiesstontributed
significantly on turnover intentions with varianegplained 23, 80 and 66 percent respectively. Basethe Beta
values the results showed that job satisfactionrhark effect on turnover intentions than from jdtamcteristics.

In conclusion, the findings of the research sumbthe third, fourth and fifth hypotheses of thedgt
CONCLUSION, IMPLICATIONS AND SUGGESTIONS

The objective of this study was to determine th&atienship between job characteristics and job
satisfaction with turnover intentions and examirted contribution and effect of demographic variaplgb
satisfaction and job characteristics on turnoveeritions. The correlation analysis of job satigéactand job
characteristics on turnover intentions indicatedjatiwe and significant relationship. This indicatétht job
satisfaction and job characteristics are directiated to turnover intentions, consistent with firelings of
Campbell et al. (1990). The results also implieat the job satisfaction and job characteristicskilf variety, task
identity, task significance, autonomy and feedbdekd to decrease if employees experience higH teweover
intentions. These findings are parallel with a gtadnducted by Samad (2004).

The other important issue in this study was to ssdbe contribution of demographic variables, job
satisfaction and job characteristics and the effe€tob satisfaction and job characteristics amduer intentions.
The regression results indicated that perceptiofobfsatisfaction and job characteristics of skalriety, task
identity, task significance, autonomy and feedbaokong IT staff leads to foster negative relatiopstowards
turnover intentions. The results that suggestedodgaphic variables, job satisfaction and job charéstics had
contributed significantly on turnover intentionsphed that these variables are relevant in undedstg turnover

intentions of IT staff. The study also found thal jsatisfaction had more significant effect on twer intentions
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than from job characteristics. This result suggekts management of organization should be abladadress
problems pertaining to job satisfaction in ordept@rcome turnover intentions. Among the aspecasnbed to be
given priority by management in addressing turnoirgentions in the study are job satisfaction aoth |
characteristics of employee in organization. THewlings are parallel with a study conducted bye3ag al. (1998.
The finding also suggests that when employees jper¢keir organizations as having greater concertheir job

satisfaction and aspects of job characteristicsetmetion of employees will be more positive. Thisult is in

tandem with previous findings conducted by Sagei.gt1998) and William and Hazer (1986). Findirddhis study

also suggests that the positive emotion will bédge if employees perceived as being taken caremhdoyagement
with regards to their job characteristics and jalisfaction. Ultimately this will develop and inase level of
loyalty and commitment to the organization.

Findings of this study would help policy makers andnagers of companies as well as practitioners to
formulate strategies and program to overcome tweng@voblem among IT staff as well as to ensureciefficy,
effectiveness and high productivity in organizati@onsequently, the study suggests that managesthentd
consider some aspects that have been identifidz teelated and have affected the turnover inteatlmn having
proper motivation to them.

The results of this study have shown a remarkaadihg factor in assessing the contribution thecsed
factors (demographic factor, job satisfaction amlgl gharacteristics) on turnover intentions. Howetleis study is
limited in the selected telecommunication compang &éased on cross sectional nature of study. Therret
validity of the results may be limited. Given th@gs sectional nature of study it is suggested ftitate research
should consider experimental or longitudinal apphoand consider of other subject and setting ofstioely. A
longitudinal approach may help in improving onéility to make causal statements. Factor such gamzational,
personal, occupational and cultural elements afrarm job characteristics, demographic variable gob
satisfaction that may influence turnover intentishsuld be explored for further research. Althotlgjk study may
pose limitation in term of generalizabiliy, howeyér furthers our understanding by determining aesting the
factors that relate and affect turnover intentiofberefore, is an initiative towards a greater us@ading of

organizational attitudes and behaviors particularyemployees’ intentions to leave .
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