
             

Cilt/Volume:24    Sayı/Issue:1   Mart/March 2026    ss. /pp. 67-87 
                        S. Samancı, http://dx.doi.org/10.11611/yead.1676507 

  67 

Makale Geçmişi/Article History 

Başvuru Tarihi / Date of Application : 15 Nisan / April 2025 

Düzeltme Tarihi / Revision Date  : 18 Aralık / December 2025 

Kabul Tarihi / Acceptance Date : 10 Mart / March 2026 Araştırma Makalesi/Research Article 

THE MEDIATING ROLE OF PSYCHOLOGICAL RESILIENCE ON THE CORRELATION 

BETWEEN WORKLOAD PERCEPTION AND PSYCHOLOGICAL WELL-BEING OF 

MEDICAL SECRETARIES 

Asst. Prof. Simge SAMANCI (Ph.D.)  

ABSTRACT 

     Workload has significant effects on psychological resilience and well-being of healthcare 

professionals. The purpose of this study is to analyze the correlations between workload perception, 

psychological well-being, and psychological resilience of medical secretaries in Turkiye. The findings 

of the study revealed that psychological resilience mediates the relationship between workload 

perception and psychological well-being. The results also indicated a negative association between 

perceived workload, psychological resilience, and psychological well-being, whereas psychological 

resilience was positively associated with psychological well-being. The results further showed that the 

hypothesized relationships, except for the direct effect of workload on psychological well-being, were 

statistically significant. The results of the present study underline the importance of workload perception 

and highlight the mediating role of psychological resilience in the relationship between workload and 

psychological well-being. 
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1. INTRODUCTION 

As people grow older, their medical needs grow along too requiring more healthcare workers / 

personnel in number (Holland et al., 2019) to work. Turkiye’s average on the number of doctors per 

patient, is one and a half point lower than the average of OECD (Organization for Economic Co-

operation and Development) (Istanbul Planning Agency, 2023). Especially for the City of Istanbul, the 

number of doctors per patient is significantly less than the number in the other cities (Ekinci and 

Yılmaztürk, 2025). Lesser the number of doctors means insufficiency in satisfying the patients’ needs. 

This creates an increase in workloads of doctors and other healthcare employees working in the medical 

sector. For example, medical secretaries handle all patients assigned to all the doctors in their 

department. Medical secretaries can also be described as frontline medical assistants; they handle 
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patients who demand medical attention as soon as they come into the hospital, they keep all patients’ 

records throughout the course of the medical treatments they receive while at the hospital and until the 

official times of their discharge from hospital (Official Gazette of the Republic of Türkiye, 2014). In 

this context, the overall workload of medical secretaries (based on the number of patients) is way more 

than those of the doctors. 

According to Chen et al. (2015:343), "load is all the acts, operations and procedures performed 

for the patient," and the word "work" is "the performances / efforts made in meeting these medical needs 

of patients within a certain time interval." Workload is closely correlated with quality of medical services 

provided (Alzoubi et al., 2024:2). Hegney et al. (2019) emphasize that workload in the healthcare / 

medical sector, whether it be of public or private, leads to inabilities in practicing satisfactory caregiving 

works, medical procedures / treatments and other medical services for patients.  At this point, being 

aware of the present situation and knowledgeable about the harsh consequences of workload, will help 

in taking measures for eliminating the issues taking a toll on the personal resources of medical personnel. 

Research in literature focusing on the workload of medical secretaries revealed that the subject of 

medical secretaries’ workload is neglected. 

Pluta and Rudawska (2021) point out that constant duty changes at work creates difficulty in 

making a daily work plan and works of overtime or long working hours enlarges the workload 

perception. It is also reported that advanced technology causes add more duties to the workload (Rasool 

et al., 2022). Kaya and Deniz (2021:90) state that additions to workload depletes psychological resources 

and leads to burnouts in healthcare workers. Pelenk and Acaray (2020:491) emphasize that workload 

lowers the chances of healthcare workers providing satisfactory work. On the other hand, workload can 

also affect healthcare workers’ productivity, performance, and well-being (Pace et al., 2021). In the 

(hospitality/hotel management) business, the workload is determined to bring the well-being down (El-

Sherbeeny et al., 2024). Munn et al. (2021:24) associates "great well-being" with strong psychological 

functioning, satisfaction and happiness in being a part of the job”. 

In the healthcare sector, work overload is identified as the guide to resignation (Holland et al., 

2019); it guides workers to resign by disrupting the life’s work-play balance (Lee et al., 2017). Hegney 

et al. (2019) draw attention to workload and it being a spoiler and taken all the joy and satisfaction out 

from working. Additionally, Atalay and Çakırel (2022) report that one of the negative psychological 

outcome of workload is burn-out. On the other hand, Çalışkan and Bekmezci (2019) analyzed the 

correlation between workload and intent for resignation and Korkmazer (2021) informed that perception 

of work overload has ill effects on performance and job satisfaction and Korkmazer and Aksoy (2020) 

reported that workload causes decline in the healthcare workers’ quality of living. Based on the 

information above it seems that the effect of workload perception on well-being are being neglected. 
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The Job Demands-Resources (JD-R) theory offers a framework for understanding the effects of 

workload perception (Bakker and Demerouti, 2017). From this aspect, when job demands increase the 

sufficiency of personal resources will become questionable and probably the workload will pull well-

being down. With this perspective, the well-being is affected by the correlations between job demands 

and resources. The more resilient the healthcare workers are the easier it is for them to cope with the 

complexities at work and ill effects on their well-beings lessens. (Munn et al., 2021). Resilience is the 

capacity of an individual to recover in the face of challenges (Huang et al., 2019). Psychological 

resilience may build a dynamic process that helps in reducing the adverse effects of workload on well-

being. However, what is known about this process is limited as well (Good et al., 2025). 

The general purpose of the research is to analyze the correlations between medical secretaries' 

perceptions of workload, psychological well-being, and resilience in Turkiye. This research serves 

multiple purposes. The purposes of this research are respectively as follow: (1) to analyze the effects of 

medical secretaries' perceptions of workload on well-being and (2) psychological resilience; (3) to 

explore the correlation between psychological resilience and well-being; (4) to analyze whether 

psychological resilience plays the role of a mediator in the correlation between workload perception and 

psychological well-being. This study also contributes in understanding the workload consequences and 

influential factors affecting well-being, and the role that the psychological resilience as a resource plays 

in coping with the adverse effects of workload. With these theoretical and practical implications, the 

study shows the path to researchers and directors through suggestions and stands out as one of the first 

empirical studies focusing specifically on medical secretaries in Turkey.  

2. LITERATURE ANALYSIS AND HYPOTHESES 

2.1. Job Demands-Resources Theory 

The JD-R theory is a framework that helps interpreting conducts of medical workers by gathering 

information on the work stressors and motivators (Bakker and Demerouti, 2017). Job demands (physical, 

emotional, and cognitive) may be described as physiological or psychological dues created on workers 

by psycho-social or physical aspects of the work requiring to be performed (Bakker et al., 2023). Job 

resources on the other hand are the motivating psycho-social or physical aspects of the work that help 

workers /medical personnel reach their working goals (Bakker and Demerouti, 2017). 

While job demands and resources, such as workload and social support, affect workers in all the 

sectors, emotional - physical demands may be discovered in some others (e.g., healthcare sector) 

(Bakker et al., 2023). From this point of view, the JD-R theory has power to explain comprehensively 

the workers' well-being and performance. 

The job demands - resources theory proposes several propositions. One of them is that the 

physical, emotional, and cognitive resources of medical personnel may deplete according to the 
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frequency of their job demands occurring closer to one another.   From this point of view, frequency 

leads to development of health issues (e.g. fatigue, burnout, depression, and energy loss) on medical 

secretaries / workers etc. However, job resources from another point of view, initiate the motivational 

process and/or procedures assisting in satisfaction of psychological needs of medical employees. 

Therefore, they help medical personnel to become much more creative, participate more and perform 

better. Other than that, when job resources exceed job demands, the adverse effects of job demands may 

be removed (Bakker et al., 2023). 

According to the JD-R theory, the increase in job demands causes rise in workload perception, 

yet has a detrimental effect on well-being. Mazzetti et al. (2023), drew attention to the fact that personal 

resources (such as resilience, self-efficacy, proactivity) are much more powerful resources than job those 

of job resources. This research stipulates that if the job resources fail to meet job demands, the use of 

personal resources (psychological endurance), will moderate the correlation between workload 

perception and well-being. 

2.2. Workload Perception and Psychological Well-Being 

Workload refers to the amount of quantitative work that must be completed within a specific time 

interval (Broetje et al., 2020). Work overload may have impact on productivity, performance, and 

personal well-being (Pace et al., 2021). It is known that a boost in workload perception causes 

inequalities to occur on work & play equation (Pluta and Rudawska, 2021), and these then by lowering 

job satisfaction (Ahuja et al., 2007) effect medical personnel’s personal welfare adversely (Hegney et 

al., 2019), (Pace et al., 2021). 

Well-being is an indicator of happiness (Kumar et al., 2021). According to Oderinde et al. (2024: 

246), developed workload perception of faculty members /academicians frazzles their well-being. In 

addition, El-Sherbeeny et al. (2024) reported that work overloads in the hospitality / hotel management 

business also cause employees' well-being to decline. In the medical sector/industry, work overload has 

been shown as one of the precedencies of quality life (Korkmazer and Aksoy, 2020), and it is stated that 

a rise in workload gives rise to intent of resignation (Çalışkan and Bekmezci, 2019). Meese et al. (2021) 

revealed that extreme job demands, work overloads, and working long hours lead to psychological 

distress or loneliness in healthcare workers. 

According to the JD-R theory, with the rise of job demands (workload), the medical personnel 

spends more effort on performance and this may lead to deteriorations in healthcare workers well-being 

(health). In case the job resources are not enough to meet the job demands, the all efforts made to meet 

them will result in decrease of available resources (Bakker et al., 2023). As result, any rise in workload 

will bring the possibility of experiencing lesser well-being. As result, the following is hypothesized 

(H1): Workload has adverse effects on psychological well-being. 
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2.3. Workload Perception and Resilience 

While a rise in job demands causes stress, medical employees’ failings in self-control may lead 

to debilitations of work ethics, behaviors and attitudes. Spending more (physical, emotional, and 

cognitive) effort to meet job’s demands will have or lead to psychological and physiological costs on 

the healthcare workers (Bakker et al., 2023). Psychological resilience as the capacity of coping with 

exertions in question, allows medical personnel to produce solutions when faced with challenges and 

adapt to such situations (Russo et al., 2012). 

If a healthcare worker fails to cope with increased work demands (workload), she/he may 

experience burnout (Atalay and Çakırel, 2022), and this may give rise to an intention of resignation 

(Holland et al., 2019). On the other hand, it has been revealed that heavy workload stress may result in 

lowering the resilience levels (Russo et al., 2012). Additionally, Fatima et al. (2024) highlight that 

healthcare workers’ feelings of being overwhelmed by work overload declines job resilience. Resilience 

is nurtured by positive emotions and supports exerting sustainable work efforts with proper conduct 

(Han et al., 2021). As employees are psychologically unable to cope with the stress of work overload, 

their resilience levels start to decline (Bakker et al., 2023). In the light of this information it is 

hypothesized (H2) as follows: Workload perception has adverse effects on resilience.   

2.4. Resilience and Psychological Well-Being 

Resilience is defined as employee’s conduct/ attitude, physical health and psychological well-

being (Good et al., 2025: 2). Resilience correlates with happiness (Kumar et al., 2021).  Therefore, 

resilience may help healthcare personnel to recover from adverse consequences of stress created by work 

demands and overloads (Huang et al., 2019). The positive correlation between resilience and 

psychological well-being indicates that resilience is a valuable psychological resource used for coping 

with psychological problems such as burnout, anxiety, and depression (Russo et al., 2012). When Foster 

et al. (2020) pointed out the positive correlation between resilience and well-being among nurses, they 

also reported that there is a linear correlation between resilience and satisfaction; the more resilient the 

bank employees / tellers, exposed to high levels of stress at work, are the more powerful the satisfaction 

that they take out from work. (Özkan et al., 2024). Healthcare workers whose resilience levels are 

extremely high report to have a better well-being (Huang et al., 2019). 

Resilience of healthcare employees, by preventing burnout by over workload demands on 

healthcare employees’ well-being, minimizes the adverse effects of burnouts, which the healthcare 

workers may have over their well-being due to extreme work overloads (Munn et al., 2021). Resilience 

serves as a resource for employees, who are working at high-demand jobs and under very stressful 

working conditions (Huang et al., 2019). Niitsu et al. (2017) suggest that psychological, social, and 

physical resources contribute to building and developing personal resources, which strengthen 

resilience. According to Bakker and Demerouti (2017), job resources may help in development of 
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personal resources, and employees with developed personal resources may have better resilience and 

psychological well-being (Bakker et al., 2023). Based on this, the following hypothesis (H3) is proposed: 

Resilience positively affects the psychological well-being. 

2.5. Role of Resilience as Mediator 

The JD-R theory proposes that personal resources may mediate the adverse effects of job demands 

on healthcare workers, improving well-being in the process. Also reducing the adverse effects of job 

demands enables workers to continue performing their responsibilities effectively and efficiently at work 

(Bakker and Demerouti, 2017). 

Workers with higher resilience, who can plan their responsibilities independently (job autonomy), 

show increased levels of resilience that has positive effects on well-being (Kaplan and Öztürk, 2022). 

Additionally, Indudewi et al. (2024) revealed that resilience mediates the correlation between workload 

and burnout. Resilience partly mediates the correlation between burnout and psychological well-being, 

by mediating the correlation between burnout and well-being (Russo et al., 2012). 

On the other hand, the workers with work overload or heavy workload perception in the medical 

sector, are less committed or loyal to their work and have more emotional burnouts (Moreno-Martínez 

and Sánchez-Martínez, 2025). It is proposed that resilience may possibly mediate the stress correlation 

(emotional exhaustion) on employees having demanding jobs (workloads), and it may be used as 

personal resource.  Improper working conditions is reported to cause low resilience and energy levels, 

sleep disorders or insomnia problems, and decline of mental health, and combined with low resilience, 

they may lead to energy depletion, sleep problems, and mental health issues (Hartmann et al., 2020). On 

the other hand, employees with higher resilience are able to cope better with the adverse effects of poor 

working conditions (Huang et al., 2019). 

Although the existing literature provides limited empirical support on the mediating effect of 

resilience in the correlation between workload and well-being (Good et al., 2025); it is already known 

that increased job demands (workload) magnifies the perception of work pressure and drains employees’ 

feelings of well-being (Bakker et al., 2023). Resilience helps reduce the adverse effects of job demands 

on well-being (Munn et al., 2021). In the case where job resources are insufficient to meet job demands, 

well-being takes a plunge downward, but personal resources (resilience) can mediate the adverse effect 

of workload on psychological well-being (Pluta and Rudawska, 2021). Based on this, the following 

hypothesis (H4) is proposed: Resilience mediates the correlation between workload perception and 

psychological well-being.  

 

 



Yönetim ve Ekonomi Araştırmaları Dergisi / Journal of Management and Economics Research 
Cilt/Volume:24    Sayı/Issue:1   Mart/March 2026   ss. /pp. 67-87 

                                                                 S. Samancı, http://dx.doi.org/10.11611/yead.1676507 

 

Yönetim ve Ekonomi Araştırmaları Dergisi / Journal of Management and Economics Research  
 

 

73 

3. METHOD 

A quantitative approach was employed to determine the mediating role of psychological 

endurance on the correlation between the workload and psychological well-being.  Included into this 

section are information regarding to the analysis of the data collected during the research phase of the 

study and the type of sampling method and data collection tools used during research. Figure 1 illustrates 

the research model. 

Figure 1. Research Model 

 

 

 

 

3.1. Research Design 

In this study, the correlation between workload perception, psychological resilience, and 

psychological well-being was analyzed through medical secretaries. The population of the study consists 

of medical secretaries in Turkey. In this study a convenience sampling method was used, and 

participants were obtained via social media platforms (LinkedIn, Facebook, Instagram). This study 

received the Social and Humanistic Discipline Research Ethics’ approval of The Committee of 

Hacettepe University, on 07.05.2024, number 2024/9. The participants were made aware of the study, 

and they involved in voluntary.  

The survey form used in the study had two parts. The first part included descriptive questions 

aimed at gathering demographic data, such as age, gender, relative status, and educational attainments 

of the participants. The second part included items aimed at measuring the variables of the study. The 

data collection process was conducted between the months of May and December of 2024. The survey 

was then sent to participants through the internet and 480 responses were received. In studies such as 

the present one, where advanced multivariate analyses are employed, sample sizes exceeding 200 are 

considered sufficient to obtain reliable parameter estimates (Bagozzi, 2010; Kline, 2023). Therefore, the 

sample size of 480 can be considered methodologically robust and clearly adequate. 

When analyzing the findings related to the sample of the study, it was observed that the average 

age of the participants was 28.73. 75% of the participants were female, and 25% were male; 31% were 

married, and 69% were single. In regards to their education levels, 5.8% of the participants had a high 

school diploma, 69.4% of them had associate’s degree, 19.8% had bachelor's degree, and 5% had 

graduate degree. 
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3.2. Research Tools 

In this study, scales developed in previous research and whose reliability and validity have been 

supported in many studies were used. The scales were applied with different Likert response formats (5-

point and 7-point) in accordance with their original versions. The use of different response formats 

within the same survey has been suggested as a procedural approach that may help reduce common 

method variance when data are collected from the same respondents (Podsakoff et al., 2003). 

Quantitative Workload Inventory: This single-dimensional scale, consisted of 5 items, that were 

developed by Spector and Jex (1998) and later adapted into Turkish by Keser et al. (2017). In this scale 

the participants are asked to indicate how often each item occurs, using five-coded response options 

ranging from "1 – meaning, less than once a month or never" to "5 – meaning, several times a day." 

Higher scores reflect a higher level of workload. 

Psychological Resilience Scale: This scale was developed by Smith et al. (2008). It consists of 6 

items and is a single-dimensional 5-point Likert scale (1 = strongly disagree, 5 = strongly agree). The 

Turkish validity and reliability study has been conducted by Doğan (2015). High scores indicate that the 

employee / worker has higher resilience in the face of adverse or challenging jobs. 

Psychological Well-Being Scale: This scale, developed by Diener et al. (2010), is a 

unidimensional measurement tool with the purpose of determining a healthcare worker’s scale of 

psychological well-being. The scale consists of 8 items and uses a 7-point Likert scale, ranging from 1 

(strongly disagree) to 7 (strongly agree). The Turkish adaptation of the scale was carried out by Telef 

(2011; 2013). All items were positively phrased. Scores ranged from 8 (if all items are answered with 

"strongly disagree") to 56 (if all items are answered with "strongly agree"). A high score signifies that 

healthcare worker /personnel has substantial amount of psychological resources and resilience.  

3.3. Data Analysis 

The statistical analyses of this study were performed with SPSS (Statistical Package for the Social 

Sciences) 25.0 and AMOS (Structural Equation Modeling) 24.0 programs. SPSS was used for 

descriptive statistics and correlation analyses, while AMOS was employed for reliability and validity 

analyses of the structures and hypothesis testing. 

4. RESULTS 

4.1.  Descriptive Statistics and Finding regarding to Correlation Analysis  

Table 1 displays the variables' mean values, standard deviations, and correlation coefficients. 

According to the results of the correlation analysis, a negative and significant correlation was found 

between perceived workload and psychological well-being (r=-0.11; p<0.05). Similarly, a negative and 

significant correlation was identified between perceived workload and psychological resilience (r=-0.12; 
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p<0.01). A significant positive correlation was observed between psychological resilience and 

psychological well-being (r=0.66; p<0.01). 

Table 1. Mean, Standard Deviation and Correlation Values 

Variables Mean Standard Deviation 1 2 3 

1. Quantitative Workload Inventory 3.03 1.18 1     

2. Resilience 3.45 1.04 -0.12** 1   

3. Well-Being 4.66 1.33 -0.11* 0.66** 1 

Notes: n=480; *p<0.05; **p<0.01 

4.2. Findings Related to the Measurement Model 

The model used in this study was tested using confirmatory factor analysis (CFA) with the AMOS 

program. The maximum likelihood estimation method was used to assess whether the proposed 

structures of the measurement scales were supported by the data collected (Jöreskog and Sörbom, 2006). 

The fit of the measurement structure with the data was assessed using the recommended fit indices (Hu 

and Bentler, 1999). The model included chi-square (χ²), degrees of freedom (df), root mean square error 

of approximation (RMSEA), standardized root mean square residual (SRMR) (Structural Equation 

Modeling), goodness of fit index (GFI), and comparative fit index (CFI). A χ²/df value of less than 3, 

RMSEA and SRMR values lower than 0.05, and GFI and CFI values higher than 0.95 indicate a good 

model fit (Byrne, 2016; Kline, 2023). As a result of the CFA, the model fit indices were determined as 

χ²/df = 4.46, RMSEA = 0.08, SRMR = 0.05, GFI = 0.89, and CFI = 0.92. These values suggest that the 

measurement model demonstrates an acceptable level of fit with the data according to the thresholds 

suggested in the literature. 

Following the structural validity analysis, reliability as well as convergent and discriminant 

validity were examined. For internal consistency reliability, the values of Cronbach’s alpha (α) and 

composite reliability (CR) should exceed 0.70. Convergent validity requires standardized factor loadings 

greater than 0.50, composite reliability (CR) above 0.70, average variance extracted (AVE) exceeding 

0.50, and CR values higher than AVE. For discriminant validity, AVE have to be > maximum shared 

variance (MSV) and AVE > average squared variance (ASV) (Hair et al., 2014). According to Nunnally 

(1978), α and CR values should exceed 0.70, and the results presented in Table 2 meet this criterion. 

Standardized factor loadings > 0.70, CR > 0.70, AVE > 0.50, and CR values greater than AVE were 

observed along with AVE values being greater than MSV and ASV (Hair et al., 2014; Malhotra and 

Dash, 2011). The results indicate that the model shows an acceptable level of fit with the data. 

Furthermore, the findings obtained from the internal consistency reliability, convergent, and 

discriminant validity analyses, support that the measurement model is reliable and valid. 
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Table 2. Measurement Model 

Variables Items 
Factor 

Loadings 
α CR AVE MSV ASV 

Quantitative 

Workload 

Inventory 

QWI1     0.74 

0.88 0.88 0.60 0.01 0.01 

QWI2 0.83*** 

QWI3 0.82*** 

QWI4 0.76*** 

QWI5 0.73*** 

Resilience 

R1    0.88 

0.92 0.92 0.66 0.52 0.27 

R2 0.82*** 

R3 0.79*** 

R4 0.80*** 

R5 0.76*** 

R6 0.80*** 

Well-Being 

WB1    0.77 

0.92 0.92 0.60 0.52 0.27 

WB2 0.77*** 

WB3 0.77*** 

WB4 0.71*** 

WB5 0.79*** 

WB6 0.79*** 

WB7 0.80*** 

WB8 0.77*** 

Notes: ***p<0.001; α=Cronbach’s Alpha; CR=Composite Reliability; AVE=Average Variance Extracted; 

MSV=Maximum Squared Variance; ASV=Average Shared Square Variance 

4.3. Findings Related to the Structural Model 

In this study, a 5,000-bootstrap structural model analysis was used, and a 95% CI was calculated 

to estimate the lower and upper bounds, which helps in understanding the level of statistical significance. 

Table 3 presents the findings related to the hypotheses. Workload perception explains 2% and 53% of 

the variance in psychological resilience and psychological well-being, respectively. 

Upon examining the findings, it was observed that the perception of workload had a negative but 

statistically insignificant effect on psychological well-being (β=-0.03; p>0.05). Therefore, Hypothesis 

1 was not supported. The perception of workload was found to have a negative and statistically 

significant effect on psychological resilience (β=-0.14; p<0.01); thus, Hypothesis 2 was accepted. 

Furthermore, psychological resilience was found to have a positive and statistically significant effect on 

psychological well-being (β=0.74; p<0.001). In this regard, Hypothesis 3 was supported. Upon 

examining the bootstrap results, it was found that the indirect effect of workload perception on 

psychological well-being through psychological resilience was significant (β=-0.11; 95% CI=[-0.189 to 

-0.022]; p<0.05). The fact that the CI does not include zero indicates that the mediation effect is 

statistically significant. Accordingly, Hypothesis 4 was accepted (MacKinnon et al., 2004). 
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Table 3. Hypothesis Test Results 

Hypotheses Paths β S.E. p Result 

H1 QWI → WB -0.03 0.04 0.43 Rejected 

H2 QWI → R -0.14 0.05 0.004** Supported 

H3 R → WB 0.74 0.05 0.000*** Supported 

H4 QWI → R → WB -0.11 
CI LL/UL 

[-0.189/-0.022] 
0.05* Supported 

Notes: *p<0.05; **p<0.01; ***p<0.001; Coefficients are standardized (β); S.E.=Standard Error; 

QWI=Quantitative Workload Inventory; R=Resilience; WB=Well-Being; CI=Confidence Interval; LL=Lower 

Limit; UL=Upper Limit                                

5. DISCUSSION AND CONCLUSION  

This study primarily analyzed the effect of workload perception on psychological well-being and 

psychological resilience among medical secretaries within the framework of the JD-R theory. 

Subsequently, the mediating effect of psychological resilience on the correlation between workload 

perception and psychological well-being was examined. The data was analyzed by examining the 

responses of medical secretaries to questions concerning their workload, psychological well-being, and 

psychological resilience. Due to the reason that these variables in the research model, especially those 

in the context of medical secretaries, have not been previously studied together, therefore this study has 

the potential to make a significant contribution to the already available literature. 

As a result of the analyses, it was first determined that medical secretaries' perceptions of their 

workload were at a moderate level. This finding indicates that medical secretaries are able to cope with 

their workloads. Especially in low- or middle-income countries, excessive workloads can be seen in 

delivering healthcare due to staff shortages (Kovacs and Lagarde, 2022). Although Turkey is considered 

a middle-income country (Baykara, 2024), medical secretary appointments are regularly made based on 

needs in both the public and private sectors, with more than 16,000 appointments made in 2023 

(Samancı, 2023). The findings of the study are consistent with this, suggesting that the appointments 

made in the field of medical secretarial work have contributed to balancing the workload perception of 

employees, maintaining it at a moderate level. Additionally, the fact that a large proportion of the 

participants had associate degrees may be related to this result. The main purpose of associate degree 

programs in medical secretary training is to equip students with the ability to effectively manage their 

workload. In this context, the theoretical and practical education provided helps future medical 

secretaries gain professional skills and prepare them for their careers in the future. 

Secondly, it was found that medical secretaries have a level of psychological resilience slightly 

above the average. This result is consistent with the literature. Similarly, Baskin and Bartlett (2021) 

found that healthcare workers had moderate resilience during the COVID-19 pandemic. Smallwood et 

al. (2021) also demonstrated that healthcare workers had very high levels of resilience in their studies. 

In the study by Yorgancıoğlu Tarcan and Samancı (2023) analyzing the psychological resilience of 
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vocational school students, it was found that the students' psychological resilience levels were low. In 

this context, it can be stated that professional experience plays a significant role in increasing 

psychological resilience, and that applied lessons such as practical classes or internships in associate 

degree programs in medical secretarial training make a great contribution to the process. Therefore, it 

can be considered that the medical secretaries who graduate from these programs have gained 

fundamental skills to cope with workplace stress and enhance their resilience, resulting in above-average 

levels of psychological resilience. Additionally, considering that a large majority of the participants 

were associate degree graduates, the result is consistent with expectations. 

Thirdly, it was determined that medical secretaries have a level of psychological well-being 

slightly above the average. Compared to other sectors, the greater employment opportunities in the 

healthcare sector may have reinforced employees' sense of financial and professional security, 

contributing to their psychological well-being being above the average. In the study by Esmer and Arıbaş 

(2023) with students of medical documentation and secretarial programs, it was observed that the main 

reason for choosing the program was the employment opportunities it provided. Furthermore, healthcare 

workers are generally expected to meet the high emotional demands created by healthcare environments 

(Taylor et al., 2024). However, the fact that medical secretaries mostly take part in administrative 

procedures, and not intervene directly in patients' severe health issues like doctors or nurses, and have 

clearly defined job descriptions (Official Gazette of the Republic of Türkiye, 2014) may have 

contributed to their high psychological well-being. 

Another result obtained from the research is that the perceived workload has a negative, yet 

statistically non-significant effect on psychological well-being, and thus, the related hypothesis (H1) 

was rejected. In other words, it was determined that the workload of medical secretaries did not affect 

their psychological well-being. Nevertheless, there is a general consensus in the literature that workload 

impacts psychological well-being (Afsha and Eki, 2024; Ilies et al., 2010; Suprihartini and Suryathi, 

2023). The differing conclusion in this study regarding medical secretaries may be attributed to the fact 

that many studies analyzing the correlation between workload and psychological well-being tend to 

focus on healthcare professionals, such as nurses, who are involved in more intensive patient care (Afsha 

and Eki, 2024; Aalto et al., 2018). In other words, even if the work done by medical secretaries is intense, 

it has a predictable workflow, and since they are not directly involved in life-threatening decisions 

regarding patients, their workload perception may not have an impact on their psychological well-being. 

Another result obtained from the study is that medical secretaries' workload perceptions have a 

negative and statistically significant effect on their psychological resilience. In this context, it is 

determined that the hypothesis H2 was accepted. This result is consistent with the literature and overlaps 

with previous research. In a study conducted by Kızılkaya and Tekin (2023) on healthcare workers was 

concluded with the perception of workload having a negative effect on psychological resilience. In 

addition to that, in another study done by Priyanggono et al. (2023) on nurses, it was determined that 
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workload has a negative effect on psychological resilience. Medical secretaries should effectively 

manage the coordination between patients/patient relatives and medical staff to make sure that 

healthcare services provided are not disrupted (Çakıroğlu and Tengilimoğlu, 2014), they should have 

strong communication skills (Güner Kibaroğlu et al., 2024), and work quickly and carefully. However, 

setbacks experienced during crisis management, time and multitasking management may increase the 

workload and cause decrease in their psychological resilience. In this context, it may be beneficial to 

incorporate subjects such as time management, crisis management, and stress management into the 

associate’s degree curriculum to increase psychological resilience of medical secretaries. These subjects 

may also be reinforced through hands-on-training programs.  In addition, possible conflicts arising 

between medical secretaries and patients and / or patient’s relatives may weaken psychological 

resilience by leading to various organizational challenges (Güner Kibaroğlu et al., 2024). In this parallel, 

reinforcement of medical secretaries’ communication skills would also be suiting. On the other hand, 

the monotonous and repetitive nature of this job or this profession (Qvarfordt et al., 2024) could reduce 

the satisfaction that the medical secretaries take out of doing this job (Hesselink et al., 2023) and this 

may have negative effects on their psychological resilience. In this regard a suggestion may be offered 

to have medical secretaries alternate among different departments on regular basis or at certain periods.  

This approach may provide an opportunity to increase the psychological resilience levels of medical 

secretaries by preventing the assignment of certain tasks to the same employee, distributing the workload 

more evenly, increasing employee’s perception of professional competence, strengthening social 

support mechanism and improving their ability to adapt to changing working conditions.  

Another result obtained from the analysis is that psychological resilience has a positive and 

statistically significant effect on psychological well-being. In this regard, hypothesis H3 was supported. 

This result aligns with findings from other studies in the literature. Thapa et al. (2023) likewise 

determined that resilience has a positive impact on the well-being of healthcare professionals. In a 

similar vein, Fazekas et al. (2024) highlighted that resilience enhances physicians' well-being and serves 

as a protective factor, particularly in the context of health crises. Correspondingly, Banerjee et al. (2021) 

emphasized that resilience played a crucial protective role in safeguarding the well-being of oncology 

professionals during the COVID-19 period. The finding is important for proving that the psychological 

resilience of medical secretaries helps them maintain their emotional well-being by improving their 

ability to cope with stress. While medical secretaries generally work under the adverse effects of factors 

such as heavy workloads and time pressure; therefore, they may struggle to maintain their emotional 

balance. In this context, it would be helpful to offer supportive or hands-on-training programs to help 

medical secretaries develop their stress-coping skills. Additionally, healthcare managers could adopt a 

more supportive management approach by considering the working conditions of their employees. 

Regularly scheduled surveys on employee satisfaction can be conducted to implement the necessary 

improvements in accordance with medical secretaries’ expectations and needs. 
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Finally, the psychological resilience acted as a mediator in the correlation between workload 

perception and psychological well-being. In this context, hypothesis H4 was supported. A review of 

previous studies indicated that the obtained results align with the available literature. Empirical research 

conducted on nurses has revealed that psychological resilience serves as a partial mediator in the 

correlation between occupational stress and psychological well-being (Chen et al., 2022), and in the 

correlation between burnout and well-being (Zhang et al., 2024). In this regard, the findings in the 

referenced study also show that psychological resilience assumes a full mediating role, acting as a buffer 

and reducing the negative impact of medical secretaries’ negative perceptions on their psychological 

well-being. Therefore, developing strategies to enhance the psychological resilience of medical 

secretaries could be important in minimizing the negative effects of their workload perceptions and 

supporting their psychological well-being. 

As with many empirical studies, this research has certain limitations. Firstly, due to the cross-

sectional nature of the study design, it is not possible to draw definitive conclusions regarding causal 

correlations among the variables. Therefore, the potential effect of institutional context on the findings 

could not be evaluated. Further studies are needed to explore causality in a much better way. 

Additionally, whether the participants worked in a public or private institution, or at a totally different 

regional settings were not considered. Researchers therefore may take this into consideration in their 

future studies. Another limitation is that 75% of the respondents were female medical secretaries, which 

could bias the results. Therefore, it may be suggested that a similar study be conducted on male medical 

secretaries in the future as well. Perceptions of medical secretaries were measured individually in this 

study, significant differences between the answers can be observed. Also, since the results were 

evaluated in Turkey, the generalizability of the findings may be limited for different cultural and 

institutional structures. Finally, the research model may be further enriched in future studies by 

incorporating additional variables such as job satisfaction, perceived organizational support, and work 

engagement. 
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