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Abstract 
In recent years, employees’ turnover is a major concern for many 
organizations especially those that provide call centers.  This is due to the 
fact that turnover among employees will resemble that something is not right 
about that organization and may cause the reputation of that company. In 
addition, it will incur both direct and indirect costs to hire new employees.  
Turnover is eminent among all center employees because of the stressful 
working conditions at the call centers.  The purpose of this study was to 
identify the effects of quality of work life (QWL) variables, which include 
general well-being, control at work, home-work interface, job career 
satisfaction, stress at work and working conditions towards employee 
turnover intention. It also sought to investigate the moderating roles of 
organizational commitment towards the relationship between QWL and 
turnover intention.  The research was conducted among call center 
employees at two major companies which were Digi Telecommunications 
and Xerox Business Services Malaysia.  The quantitative research method 
was used and data were collected using questionnaires.  Respondents were 
selected using convenience sampling and data were analysed using 
descriptive statistics, Pearson correlation, regression and hierarchical 
multiple regression analysis.   The findings of this study revealed 
organizational commitment did not moderate the relationship between 
quality of work life and turnover intention among call center employees. 
However, all sub-variables of organizational commitment (affective, 
normative and continuance) did moderate one element in quality of life 
which was stress at work towards turnover intention.  In addition, the 
researchers also found that only stress at work influenced employee 
turnover intention. It is recommended that employers to manage stress 
among employees at call centers by giving them better benefits to reduce 
turnover and to reward them with non-intrinsic compensation to keep them 
happy at the workplace. 
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1.0 Introduction 
Currently, employee turnover is an issue that arises in most 

organizations.  According to Gedeon (2013) 60% of employees 
planned to leave the organization within the first three years of being 
hired.  A survey on employees’ job satisfaction in Malaysia by 
JobStreet.com (September 2012), revealed that 78% employees 
involved in the survey expressed that they feel cheerless with their 
latest positions.  Several reasons made them feel unhappy with their 
current job including job or workload, feeling bored doing repetitive 
tasks and overall work dullness.  To reinstate the employees’ 
happiness in the workplace, 62% of them mentioned that they would 
find another job; that literally translates to the intention of employees 
leaving their current jobs. 

Employees are an essential asset to an organization as they 
are the one who run the show for that organization and have 
important roles to determine the success or failure of that 
organization.  Generally, in Malaysia, organizations suffer from high 
employee turnover rates, which severely affect their competitiveness.  
Besides, the costs needed to cover the absence of employee or the 
cost in re-training new employees are borne by the employer (Saba, 
Sadia, Muhammad Rizwan & Mehwish, 2014).  If the employer or 
organization pays more attention, it would be a great help in tackling 
the worryingly high level of turnover in the organization. This scenario 
is especially prevalent among organizations that provide call centers 
services. 

According to Kellyservices.com.my (2010) between 2010 and 
2014 alone, call centers in Malaysia were expected to bring more 
than US$15.5 million profits to the organizations. However, the high 
turnover rate among call center employees hindered bigger profits as 
companies had to allocate additional operational costs to replace and 
retrain new employees.  Nor Diyana, Murni and Nur Asiyah (2013) 
mentioned that resignations among call centers employees averaged 
56% annually and that employees only stayed with the organizations 
for an average of 15 months only.  This is because call center 
employees experienced low job satisfaction and high-stress level 
(Mumtaz Ali, Hiram, Rohani, Jati Kesuma & Yusman, 2016).  The 
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organizational commitment also has a role in turnover intention 
among the employees (Faloye, 2014).  Once the organizational 
commitment is declining, the employees will decide to leave the 
organization. 

Several organizations attempted to figure out the elements that 
lead to turnover intention among employees especially at call centers.  
Although many studies have been conducted to investigate the 
turnover intention based on various aspects including leadership 
styles, working conditions and workplace communication, research on 
the moderating roles of organization commitment towards turnover 
intention has not been conducted, at least in this region.  In addition, 
many of the previous researches measured the quality of work life 
(QWL) and turnover intention among hospital’s employees or worklife 
towards quality of life in general.  The researchers decided to conduct 
a study at call centers as the rising concern regarding turnover rate 
among call center employees.  Narehan, Hairunnisa, Norfadzillah and 
Freziamella (2014) stated that turnover rate in an organization would 
be reduced significantly if employees possessed better quality of work 
life (QWL).  As such, this research aimed to investigate the 
dimensions of quality of work life (QWL) which are general well-being, 
control at work, home-work interface, job career satisfaction, stress at 
work and working conditions that may affect turnover intention and to 
investigate whether organizational commitment moderated the 
relationship. 

 
2.0 Literature Review 
2.1 Quality of Work Life (QWL) 

Quality of work life (QWL) refers to the proportion of 
satisfaction of employees with personal and working needs by 
participating in the workplace to achieve the organization’s objectives 
and goals (Swamy, Nanjundeswaraswamy & Rashmi, 2015).  
Surienty, Ramayah, Lo and Azlin (2014) mentioned that QWL is an 
antecedent to decrease the level of turnover intention among 
employees.  As revealed by Easton and Laar (2012), quality of work 
life can be demonstrated into six areas which are general well-being, 
control at work, home-work interface, job career satisfaction, stress at 
work and working conditions.  General well-being referred to a refuge 
for sick and injured, whether at the inside and outside the workplace 
(Hamid, Zolfa & Zahra, 2014). According to Nanjundeswaraswamy & 
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Sandhya (2013), control at work takes place when employees are 
given the freedom on decision making, having an independency at 
work and the authority to access information needed in completing 
their job. Hamid, Zolfa & Zahra (2012) defined home-work interface 
as favourable working conditions and environment, flexible working 
hours, having time to implement personal matters and able to feel 
comfortable and liveable. In terms of job career satisfaction 
Muhammad Rabiul Basher & Daisy (2014) defined it as the 
expression of employees have about the duty anticipated and task 
performed for their participation in the organization. Stress at work is 
defined as the bad feedback, including emotional and physical that 
arise in the work environment (Qiu, Chao & Tai, 2013). Finally, 
working conditions is defined as the location where employees 
interact with their team and complete their task. 

 
2.1.1 Turnover Intention 

Issa, Ahmad and Gelaidan (2013) defined turnover intention as 
the plan or willingness of an employee to leave or quit their job that 
will lead in decreasing the performance and could impact the 
employee’s organization.  These employees tend to look at other 
positions outside the organization they currently work for (Choo, Lee, 
Ng, Tan & Tay, 2013).  Employee turnover will give a harmful effect to 
the organization such as declining productivity and increasing cost of 
new recruitment.  This is because the organization needs to advertise 
the vacancy, and then recruit, select and hire new employees 
(Abbasi, Hollman & Hayes, 2008; Rehman, Karim, Rafiq & Mansoor, 
2012).  Turnover intention may incur direct and indirect costs to the 
organization and it will distract the efficiency of the organization (Choi 
& Perumal, 2014; Roshidi, 2014). 

 
2.1.2 Organizational Commitment 

Organizational commitment can be categorized into three 
areas which are affective commitment, normative commitment and 
continuance commitment.  Employees stay in the organization 
because they tend to have strong affective commitment, those who to 
stay in the organization has strong continuance commitment and 
those feeling that they think they need to stay in the organization have 
strong normative commitment (Allen & Meyer, 1990). 
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2.2 Conceptual Framework  

 
Figure 15 : Conceptual Framework for the Moderating Roles of 

Organizational Commitment on the Relationship between  
Quality of Work Life and Turnover Intention among  

Call Center Employees 

3.0 Methodology 
3.1 Research Design 

This study used correlation research design in order to explore 
the relationships between and among variables. The sampling frame 
for this study was the call center employees at Digi 
Telecommunications and Xerox Business Services Malaysia. This 
study employed convenience sampling technique in selecting 
respondents. 122 call center employees from these two organizations 
participated in this study. Reliability, descriptive and regression 
analyses were used to analyze data in order to answer the objectives 
of this study. 

 
3.2 Research Instrument 

The instrument for this study was the questionnaires consisted 
of three sections.The measurement of items was based on a six-point 
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Likert scale ranging from 1 (Strongly Disagree) to 6 (Strongly Agree).  
The first section consisted of demographic profile of the respondents 
while the second section consisted of six variables under quality of 
work life (QWL) which were general well-being, control at work, 
home-work interface, job career satisfaction, stress at work and 
working conditions that predict turnover intention.  Quality of Work 
Life variable section was adapted from Easton & Laar (2012) and this 
instrument comprised of 40 items. The third section was 
organizational commitment developed by Meyer and Allen (1997) to 
measure organizational commitment.  The last section consisted of 
the items for turnover intention developed by Kelloway, Gottlieb & 
Barham’s, (1999) and this section comprised of 16 items. The 
research instrument was tested for both validity and reliability and had 
gone through rigorous tests such as factor analysis, normality test 
and the removal of outliers. Figure 1 illustrates the conceptual 
framework for the study. 

 
3.3 Reliability Test 

Cronbach’s alpha was used to establish the reliability of the 
instrument. Table 1 depicts the alpha value interpretation and was 
adopted from Hair et al., (2010). Table 2 depicts the reliability test for 
the instrument.The reliability Cronbach’s alpha was found to be .07 or 
more, indicating either very good or excellent reliability value 
according to Sekaran and Bougie (2016). 

 
Table 1 : Measurement Scale of Cronbach’s Alpha used Rules of Thumb by 
Hair et al. (2010) 

Alpha Coefficient Range Strength of Association 
<0.6 Poor 

0.6 to <0.7 Moderate 
0.7 to <0.8 Good 
0.8 to <0.9 Very Good 
0.9 to 1.00 Excellent 
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Table 2 : Cronbach’s Alpha Scores for the Quality of Work Life (QWL), 
Organizational Commitment and Turnover Intention Dimensions (n=122) 

Section Scales No. of 
Scale 
Items 

Reliability 
Coefficient 

(Alpha) 

Strength of 
Associations 

B Quality of Work Life (QWL) 
General Well-Being 
Control at Work 
Home-Work Interface 
Job Career Satisfaction 
Stress at Work 
Working Conditions 

 
5 
6 
4 
8 
4 
5 

 
.812 
.805 
.837 
.896 
.823 
.873 

 
Very Good 
Very Good 
Very Good 
Very Good 
Very Good 
Very Good 

C Organizational Commitment 
Affective Commitment 
Normative Commitment 
Continuance Commitment 

 
8 
4 
8 

 
.896 
.805 
.864 

 
Very Good 
Very Good 
Very Good 

D Turnover Intention 12 .948 Excellent 
 

4.0 Findings and Discussion 
4.1 Profile of the Respondents 

Table 3 : Profile of the Respondents 

Respondent Profile Frequency Percentage (%) 
Gender 
Male 
Female 
Total 

 
62 
60 
122 

 
50.8 
49.2 
100 

Age 
18 – 25 years’ old 
26 – 35 years’ old 
36 – 45 years’ old 
46 years’ old and above 
Total 

 
44 
63 
15 
0 

122 

 
36.1 
51.6 
12.3 

0 
100 

Marital Status 
Single 
Married 
Others 
Total 

 
90 
26 
6 

122 

 
73.8 
21.3 
4.9 
100 

Race 
Malay 
Chinese 
Indian 
Others 
Total 

 
79 
10 
27 
6 

122 

 
64.8 
8.2 
22.1 
4.9 
100 
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Table 3 : Profile of the Respondents – continue 

Respondent Profile Frequency Percentage (%) 
Highest Education Level 
High school  
Diploma 
Bachelor’s Degree 
Master’s Degree 
Others 
Total 

 
20 
35 
51 
15 
1 

122 

 
16.4 
28.7 
41.8 
12.3 
.8 

100 
Length of Service 
Less than 1 year 
1 - 3 years 
4 - 6 years 
7 - 9 years 
10 - 12 years 
13 years and above 
Total 

 
34 
51 
17 
17 
1 
2 

122 

 
27.9 
41.8 
13.9 
13.9 
.8 
1.6 
100 

Position 
Permanent Staff 
Temporary Staff 
Others 
Total 

 
95 
20 
7 

122 

 
77.9 
16.4 
5.7 
100 

 
The study revealed that the majority of respondents were male 

(n=62, 50.8%), in the age group of 26 to 35 years old (51.6%) were 
single (73.8%) and from the Malay ethnic group (64.8%).  Fifty-one 
(41.8%) of the respondents held bachelor’s degree with one to three 
years of working experience (41.8%) and most respondents were 
found to be permanent staff (77.9%).  

The demographic profile of the respondents revealed that 
majority of the call center employees were rather young (below 35 
years old) and represented by 87.7% of total workforce. This finding is 
not uncommon as majority of call center employees around the globe 
are young. As reported by Westerman (2007), by the year 2010, 
young workforce would have made up 60% of total population in the 
USA and in 2018 the number has increased to 84% (Fry, 2018). This 
can also be translated to the young workforce that may be impatient, 
inexperienced yet fast learners. They can also be associated with 
employees who seek short term gains as opposed to long term career 
advancement or job satisfaction. They can also be considered as 
technology-savvy employees who are quick at finding solutions using 
technology. In terms of working experience, as the table indicates, the 
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majority of the respondents had less than 3 years of working 
experience and accounted for 70% of the workforce.  

 
The Moderating Effects of Organizational Commitment  

 
This study sought to predict the effects of organizational 

commitment towards the relationship between quality of work life and 
turnover intention. It was reported that one of the highest employment 
sectors that experienced high turnover rate is the call center with an 
average employment rate of 1.5 years (Nur Diyana et al., 2013). The 
study further examined the moderating effects of organizational 
commitment under the assumption that regardless of the type of job 
or how it is performed, if employees had commitment for the 
organization, they would stay with the organization. As such, the 
researchers wanted to examine if organizational commitment would 
moderate that relationship and be the vehicle for employees to work 
longer for call centers. 

The moderating variable was broken down further into three 
dimensions which were affective, normative and continuance 
commitment. The model for organizational commitment was taken 
from Meyer and Allen (1997). 

The findings of the study revealed that organizational 
commitment did not moderate the relationship between quality of 
work life and turnover intention. Further investigation on the 
moderating roles of each sub dimension of organizational 
commitment found that only affective commitment moderated the 
relationship, while two other sub dimensions which were normative 
and continuance commitment did not moderate the relationship. 

 
4.2 The Moderating Effects of Organizational Commitment towards 

the relationship between Quality of Work Life (QWL) and 
Turnover Intention 

Table 4 : The Results of Overall Organizational Commitment as the 
moderator between Quality of Work Life (QWL) and Turnover Intention 

Variables Model 1 Model 2 Model 3 
Independent Variables 
Quality of Work Life (QWL) 

 
-.135 

 
.038 

 
-.531 

Moderator 
Organizational Commitment 

 
 

 
-.224 

 
-1.017 
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Table 4: The Results of Overall Organizational Commitment as the 
moderator between Quality of Work Life (QWL) and Turnover Intention - 
continue 

Variables Model 1 Model 2 Model 3 
Interaction Terms 
Quality of Work Life (QWL)*Organizational 
Commitment 

   
1.294 

R .135 .195 .236 
R Square .018 .038 .056 
Adjusted R Square .010 .022 .032 
F Change 2.239 2.456 2.200 
Sig. F Change .137 .120 .141 
Durbin-Watson   1.885 

 
It was found that the overall Organizational Commitment did 

not moderate the relationship between the overall Quality of Work Life 
and Turnover Intention among employees at call centers. In relation 
to the above graph, it can be concluded that young employees, as 
evidenced from this finding, were not swayed by their commitment in 
making a decision to work or not for call centers. Younger generations 
were found to be less committed to organizations but more committed 
to their profession (Singh and Gupta, 2015). 

 
Table 5 : The Results of the Hierarchical Multiple Regression Analysis of the 
Affective Commitment as the moderator towards the Relationship between 
Quality of Work Life (QWL) and Turnover Intention 

Variables Model 1 Model 2 Model 3 
Independent Variables 
General Well-Being 
Control at Work 
Home-Work Interface 
Job Career Satisfaction 
Stress at Work 
Working Conditions 

 
.002 
.035 
-.179 
-.266 
.294** 

.014 

 
.031 
.076 
-.138 
-.145 
.357** 
.044 

 
-.023 
.787 
.036 
-.934 
-.808* 
.821 

Moderator 
Affective Commitment 

 
 

 
-.324* 

 
.143 

Interaction Terms 
General Well-Being*Affective Commitment 
Control at Work*Affective Commitment 
Home-Work Interface*Affective Commitment 
Job Career Satisfaction*Affective Commitment 
Stress at Work*Affective Commitment 
Working Conditions*Affective Commitment 

   
.061 

-1.476 
-.300 
1.414 

1.943** 
-1.797 
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Table 5 : The Results of the Hierarchical Multiple Regression Analysis of the 
Affective Commitment as the moderator towards the Relationship between 
Quality of Work Life (QWL) and Turnover Intention - continue 

Variables Model 1 Model 2 Model 3 
R .369 .421 .520 
R Square .136 .177 .271 
Adjusted R Square .091 .126 .183 
F Change 3.029 5.596 2.313 
Sig. F Change .009 .020 .039 
Durbin-Watson   1.943 

 
Table 5 indicates that the dimension of affective commitment 

under Organizational Commitment moderated only the element 
“stress at work” under Quality of Work Life. The regression model 
explained the percentage of variance in the dependent variable, 
which was turnover intention.  Model one explained 13.6% of the 
variance, model two explained 17.7% of the variance with 4.1% of 
increment and model three explained 27.1% of the variance with 
9.4% increment in the total variance explained.  In addition, it was 
found that there was a significant influence of the element stress at 
work on turnover intention. In other words, affective commitment did 
moderate the relationship between stress at work and turnover 
intention. The interaction between affective commitment and turnover 
intention strengthened the relationship between stress at work and 
turnover intention (Affective Commitment: β=1.943, p<.05).   
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Figure 16 : Illustration of the moderating influence of affective commitment 

Figure 2 above illustrates the moderating effect of affective 
commitment towards the relationship between stress at work under 
quality of work life (QWL) and turnover intention.  The graph shows 
that two different lines which are high affective commitment and low 
affective commitment.  The result indicated that employees with the 
low level of stress at work tend to have high level of affective 
commitment and resulted in low level of turnover intention.  
Adversely, the higher level of stress at work the lower level of 
affective commitment yielded and thus resulted in the higher the level 
of turnover intention among the employees.  So, it can be concluded 
that the affective commitment acted as the moderator only when 
employees experience low level of stress at work. 

This finding can be interpreted that call center employees may 
stay longer in the organization they work for if the management 
provides some form of affective commitment more than normative or 
continuance commitment. Since employees at call centers are 
typically young and below 35 years old, companies should pay careful 
attention to the employees’ internal needs or motivation such as being 
empathetic about the pressure they face daily, provide some form of 
intrinsic motivation such as more time off, paid vacation or anything 
that workforce values, especially to the young workforce.  

Westerman and Yamamura (2007) reported that young 
workforce in the category of gen X and Y under the age of 34 years 
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old make up 60% of total workforce in the USA, and that they bring 
practical approaches to problem solving at the workplace because 
they are technically competent and comfortable with diversity, 
change, multi-tasking, and competition Kupperschmidt (2000). 
However, one of the challenges for employers is to cater for this 
technology-savvy, technology-hunger and almost always, impatient 
employees will consider their wallet as their top priority more than any 
other benefits (Davis, 2012). Singh and Gupta (2015) reported that it 
is challenging for HR managers to retain younger generation 
employees because of generational differences. Singh and Gupta 
further recommended that HR managers to build an approach of 
generation-specific HR practices for retaining talent and further assist 
managers to motivate and keep their employees in an effective 
manner. 

 
Table 6 : The Results of the Hierarchical Multiple Regression Analysis of the 
Normative Commitment as the moderator towards the Relationship 
between Quality of Work Life (QWL) and Turnover Intention 

Variables Model 1 Model 2 Model 3 
Independent Variables 
General Well-Being 
Control at Work 
Home-Work Interface 
Job Career Satisfaction 
Stress at Work 
Working Conditions 

 
.002 
.035 
-.179 
-.266 
.294** 

.014 

 
.065 
.030 
-.152 
-.178 
.338** 

.059 

 
.141 
.101 
-.119 
-.475 
-.500 
.822 

Moderator 
Normative Commitment 

 -.327** .183 

Interaction Terms 
General Well-Being*Normative Commitment 
Control at Work*Normative Commitment 
Home-Work Interface*Normative Commitment 
Job Career Satisfaction*Normative Commitment 
Stress at Work*Normative Commitment 
Working Conditions*Normative Commitment 

   
-.212 
-.206 
-.064 
.553 
1.381 

-1.804 
R .396 .450 .523 
R Square .136 .203 .273 
Adjusted R Square .091 .154 .186 
F Change 3.029 9.503 1.740 
Sig. F Change .009 .003 .118 
Durbin-Watson   1.925 
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Table 6 shows the regression model which explained the 
percentage of variance in the dependent variable, which was the 
turnover intention.  Model one explained 13.6% of the variance.  
Model two explained 20.3% of the variance with 6.7% of increment 
and model three explained 27.3% of the variance with 7% increment 
in the total variance explained.  In addition, it was found that there 
was a insignificant influence of stress at work for the sub variable 
normative commitment on the relationship between quality of work life 
(QWL) dimensions and turnover intention.  The interaction between 
normative commitment and turnover intention does not strengthen the 
relationship between quality of work life (QWL) and turnover intention.  
(Normative Commitment: β=1.381, β=-.212, β=-.206, β=-.064, β=.553, 
β=1.381, β=-1.804). 
 
Table 7 : The Results of Hierarchical Multiple Regression Analysis of the 
Continuance Commitment as the moderator towards the Relationship 
between Quality of Work Life (QWL) and Turnover Intention 

Variables Model 1 Model 2 Model 3 
Independent Variables 
General Well-Being 
Control at Work 
Home-Work Interface 
Job Career Satisfaction 
Stress at Work 
Working Conditions 

 
.002 
.035 
-.179 
-.266 
.294** 

.014 

 
-.019 
.079 
-.182 
-.348* 

.231* 

.003 

 
-.527 
.867 
-.837 
-.078 
-.702 
.169 

Moderator 
Continuance Commitment 

  
.185 

 
-.079 

Interaction Terms 
General Well-Being*Continuance Commitment 
Control at Work*Continuance Commitment 
Home-Work Interface*Continuance Commitment 
Job Career Satisfaction*Continuance 
Commitment 
Stress at Work*Continuance Commitment 
Working Conditions*Continuance Commitment 

   
.912 
-1.430 
1.039 
 
-.461 
 
1.455 
-.585 

R .396 .397 .450 
R Square .136 .157 .202 
Adjusted R Square .091 .106 .106 
F Change 3.029 2.847 1.006 
Sig. F Change .009 .094 .425 
Durbin-Watson   1.946 
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Table 7 shows the regression model which explained the 
percentage of variance in the dependent variable, which was the 
turnover intention.  Model one explained 13.6% of the variance.  
Model two explained 15.7% of the variance with 2.1% of increment 
and model three explained 20.2% of the variance with 4.5% 
increment in the total variance explained.  In addition, it was found 
that there was the insignificant influence of turnover intention; 
continuance commitment on the relationship between quality of work 
life (QWL) dimensions and turnover intention.  The interaction 
between continuance commitment and turnover intention does not 
strengthen the relationship between quality of work life (QWL) and 
turnover intention.  (Continuance Commitment:  β=.912, β=-1.430, 
β=1.039, β=-.461, β=1.455, β=-.585) 

 
5.0 Discussions  

Based on the results above, two elements of organizational 
commitment which are normative commitment and continuance 
commitment did not act as moderators on the relationship between 
quality of work life (QWL) and turnover intention among call center 
employees.  Only affective commitment dimension of Organizational 
Commitment did act as a moderator. Precisely, under affective 
commitment only stress at work moderated the relationship between 
the dimensions of quality of work life (QWL) as opposed to five other 
dimensions. This also means that affective commitment played a role 
as moderator to minimize turnover intention among call center 
employees when stress at work was low (or negative).  If the level of 
stress at work was high, affective commitment will not serve as the 
moderator.  In essence, affective commitment still moderated 
employee turnover intention if they were not stressful.  The findings of 
this study were different with the results of the previous studies where 
the dimensions of organizational commitment which are affective 
commitment, normative commitment and continuance commitment 
moderated the relationship between job career satisfaction and 
turnover intention (Yucel, 2012).  

A study by King and Sethi (1997) found that affective 
commitment moderated the relationship between the role of stressor 
and burnout.  Meyer, Stanley, Herscovitch and Topolnytsky (2002); 
and Schmidt (2007) also reported the consequences of affective 
commitment cantered on the moderating effects of affective 
commitment on stress in the workplace. 
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One pertinent finding from this study is that all elements under 
Quality of Work-life reported stress at work as the predictor for 
turnover intention. Given the stressful nature of call center work it is 
reasonable to expect that those who are emotionally stable are less 
likely to experience the negative side effects of stress (Sawyerr, 
Srinivas & Wang, 2009) while those who are emotionally stable were 
expected to have lower level of stress at the call center. Thus, the 
findings also revealed that the emotional growth (the affective aspect 
or organizational commitment) must be constantly nurtured to retain 
talented workforce, especially among young employees. 

 
6.0 Conclusion 

In general, the objectives of this study have been achieved.  In 
the context of quality of work life (QWL) and turnover intention, the 
results indicated that there was no relationship between quality of 
work life (QWL) and turnover intention.  In other words, if the 
employees felt that they had either higher or lower quality of work life, 
they would still leave the call centers. In addition, the results indicated 
that organizational commitment did not moderate the relationship 
between quality of work life (QWL) and turnover intention.  However, 
the findings found that the dimension of organizational commitment 
which was affective commitment did moderate the relationship 
between the dimensions of quality of work life (QWL) which were 
stress at work and turnover intention. Only one element in all three 
sub variables which was stress at work was the predictor towards 
turnover intention. Other than that, affective attitude by supervisor 
would ease turnover intention. Regression analysis indicated that 
stress at work influenced 28.4% of employee turnover intention.  

The finding corresponds with Meredith (2007), who also found 
stress at work would yield higher turnover intention among 
employees.  The findings of this study were also consistent with other 
researches, where stress at work contributed to the intention to leave 
among employees (Zeytinoglu, Denton, Davies & Plenderleith, 2009; 
Calisir, Gumussoy & Iskin, 2011).    The employees’ turnover intention 
tends to decrease if employees experienced high levels of affective 
commitment and low level of stress at work.  King and Sethi (1997), in 
their study also found that affective commitment moderated the 
relationship between stress at work and intend to leave among 
employees.  Above all, this study suggests one most pertinent 
element: call centers employees are stressful that employers must 
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help in managing their stress level or else these companies will invest 
and reinvest into training and retraining new employees as a result of 
high employee turnover rate. 

Employees should be asked on the factors that may minimize 
their stress level at the workplace and employers need to help them in 
managing their stress at the workplace. Company retreats, time off, 
better remunerations, reward-based systems for employees who stay 
longer than five years for instance, may hinder turnover among call 
center employees in Malaysia. 
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