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Human resource is the back bone of call centre industry. Employees working in call centers answer or
originate a call on company’s behalf. They make a great influence on customer satisfaction, but there is a
growing debate over the status of call centre workers in industry and the level of job satisfaction among
them. It is generally understood that call centre employees have a tough life. Despite handsome pay
packages, many employees fail to cope with the disadvantages of long unsociable hours and monotonous
work. The shift in biological clock and role playing nature of work means identity crisis and detachment
from family and friends. This study analyses various reasons of joining the call centre job, satisfaction
level of the employees working in a call centre, significant performance outcomes derived from
satisfaction, and impact of satisfaction on the performance of the employees.

INTRODUCTION
During the past few years India has seen remarkable growth in the field of

Information Technology Enabled Services (ITES). As per an estimate, during the year 2011-
12, this industry had export earnings of US $16 billion in India which was 12 percent higher
than the previous year and call centre industry accounted for 42 percent of this
(www.deccanherald.com). Call centre industry in India is growing at 40 per cent per annum
(Subramaniam, 2012). Due to large and educated work force, cheap labour, availability of
strong IT base, high end infrastructure and government policies, call centres have emerged in
several cities of India.

A call centre is just one or more people sitting beside a phone answering customer
calls. Often it is a very large room with lots and lots of people neatly organized into rows,
sitting besides their phones, answering customer calls (Bergevin, 2006). The central aim of a
call centre is to enable an organization to foster better customer relations by providing
answers to customers’ complaints and solutions to their problems.

Human resource is the back bone of this industry. Employees working in call centers
answer or originate a call on company’s behalf. They make a great influence on customer
satisfaction, but there is a growing debate over the status of call centre workers in industry
and the level of job satisfaction among them. Some researchers have criticized call centres for
exploiting their workers and making them work as ‘cyber coolies’ (Ramesh, 2004). They
have highlighted the constraining nature of work settings and have termed call centers as
electronic sweatshops and ‘panoptical wired cages’ (Taylor and Bain, 1999) where
employees work in isolation, job is de-skilled and monotonous, work is allocated
automatically and is closely monitored and controlled. These jobs are termed as dead ends
and employees have limited career options (Deery and Kinnie, 2004). On the other hand,
some researchers show call centres having empowered employees who work according to the
needs of customers (Batt, 1999; Batt and Applebaum, 1995). Still some others believe that
the truth is somewhere between these two extreme images (Frenkel et al., 1998) where the
elements of bureaucracy coexist along with the elements of professional or knowledge-
intensive settings appropriate to customization of products or services ( Knights and McCabe,
1998).

It is generally understood that call centre employees have a tough life. Under a new
identity in terms of name, accent and attitude, they live in India but work in America. They
are also termed as emotional labour because these employees need constant interaction with
customers and in case of angry or abusive customers, they need to regulate their emotions
while at work (Lewing and Dollard, 2003). They are paid for dealing the customer in a
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pleasant manner irrespective of their current feelings (Dorman and Zijlstra, 2003).
A call centre works mainly on two elements: one is technology and the other is

employees. So the success of this industry is based on the performance level of its employees.
Performance is directly related to satisfaction among the employees towards the job. Job
satisfaction is viewed as an effective response which is a result of experiences on the job and
which will function as an independent variable (that is, will affect behaviour) only under very
special circumstances, related to the individual and to his situation (Dunn and Stephens,
1972). Job satisfaction has been defined as a pleasurable emotional state resulting from the
appraisal of one’s job. It is also defined as an affective reaction to one’s job (Weiss, 2002)
and is the result of feelings directly or indirectly connected with job (Hoppock, 1935). It is
one of the important factors that affect job behaviour and efficiency (Goyal, 1995). The job
characteristic model proposes that the motivated, satisfied and productive employee is the
one who experiences meaningfulness of the work performed, feels responsibility for work
outcomes, and has knowledge of the results of the work performed (Bohlander et al., 2002).
Various theories have stressed on the factors like working conditions, work itself, supervisors,
relationship at work, recognition for work done, salary and promotion etc. which have an
impact on job satisfaction of a employee. In call center industry, joining rate as well as
attrition rate is very high. To control this attrition rate, job satisfaction has to be high. Rose
and Wright (2005) state that call centres are generally associated with low level of
satisfaction due to the nature of their work. Despite handsome pay packages, many
employees fail to cope with the disadvantages of long unsociable hours and monotonous
work. The shift in biological clock and role playing nature of work means identity crisis and
detachment from family and friends.

OBJECTIVES OF THE STUDY
The present study has been carried out in order to achieve the following objectives:

 To identify various reasons of joining the call centre job by the employees.
 To study the satisfaction level of the employees working in a call centre.
 To know the significant performance outcomes derived from satisfaction.
 To check the impact of satisfaction on the performance of the employees.

RESEARCH HYPOTHESIS
The following null hypothesis has been framed:
H01: The performance of the employees does not vary significantly on the basis of level of

satisfaction.
DATABASE AND METHODOLOGY

The study was conducted in Delhi, NCR, Hyderabad and Mohali. A sample of 300
employees working in call centres was taken on the basis of convenience sampling. In order
to unfold the various aspects related to the satisfaction level of employees from the job, the
information was sought from persons working in a call centre. This entailed conducting an
extensive study to address the research questions through primary survey. As the call centres
were scattered geographically, questionnaire was assumed to be the best means for collecting
the data.

Keeping in view the objectives to be achieved, the survey was carried out through a
non-disguised structured questionnaire having close-ended and dichotomous and Likert -scale
based questions that were prepared in a multi-stage process. It included questions about
reasons for joining the job and level of satisfaction with respect to various aspects of job.
Prior studies on call centres were reviewed to identify its various factors of job satisfaction.
The basic questionnaire i.e. the statements to judge the satisfaction level of employees used in
this study was framed on the basis of the Minnesota satisfaction questionnaire (short form).
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The questionnaire focused on the reasons of joining the job in a call centre, statements
regarding satisfaction level, various significant performance outcomes and impact of
satisfaction on performance of the employees.

To ensure the accuracy and applicability of the scale, in the current study, all genuine
efforts were made by relying on the validity and reliability techniques. Since the reliability
value of the scale should be at least 0.6, the reliability test was undertaken by examining the
item to total correlation to get a set of reliable scale items that finally yielded a set of 20
statements with reliability value of .873.

In order to collect the data, a combination of personal and telephonic interviews along
with e-mail was used. Finally, 100 respondents each from the call centres in Mohali, Delhi,
NCR and Hyderabad were retained for the purpose of analysis.

Depending upon the nature and availability of data, various statistical and data
analysis techniques were applied. To arrive at pertinent analysis, the collected data was put to
statistical analysis using SPSS 16. For analyzing the data, the techniques used were Ranking
and Scaling Techniques like Friedman ANOVA, Factor Analysis and Kruskal-Wallis Test.

RESULTS AND DISCUSSIONS
The results have been discussed in this section wherein reasons for joining the call

centre job have been discussed, followed by the various factors regarding the satisfaction
level of employees were extracted by using Factor Analytic Approach. To study the
performance outcomes as a result of satisfaction level, Kruskal Wallis Test was applied.

Reasons for Joining the Call Centre
In order to know the most significant reason for joining the call centre, the employees

were asked to rate the various reasons from 1 to 5, where 1 was the most significant reason
and 5 was the least important one. The results in Table 1 revealed that “good salary” was the
most significant reason for joining the current job, followed by “education qualification
doesn’t matter”, “opportunity to practice foreign language”, “no other job and flexible
timings”.

TABLE 1
Reasons for Joining the Present Job

Reasons for Joining the Present Job
Mean

Standard
Deviation Rank

Good Salary 1.4200 .92001 1

Opportunity to practice foreign language 3.1900 1.17978 3

Educational Qualification doesn’t matter 2.9200 1.21869 2

Flexible Timings 3.8167 1.04884 5

Had no other job 3.8000 1.16240 4

Note: The mean is the average on a scale of 1 is Most Preferred and 5 is Least Preferred.

Factors Underlying Job Satisfaction
Further, in order to identify the important factors underlying the satisfaction of the

respondents from the current job, factor analysis was undertaken, wherein 20 statements
covering the various aspects which lead to satisfaction of an employee were framed using
Minnesota’s satisfaction questionnaire. The scales of measurement were tested using
Cronbach α reliability test. Cronbach α was 0.873, which is satisfactory level of construct
validity. The correlation between the factors was then examined which revealed the existence
of correlation between certain factors. This perusal suggested the use of factor analysis to
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investigate any distinct underlying factors and to reduce the redundancy of certain barriers
indicated in the correlation matrices. Principal component analysis was chosen as the method
of extraction in order to account for maximum variance in the data using minimum number of
factors. The default solution (eigen values>1) resulted in extraction of six factors. These six
factors accounted for 66.52 percent of total variance. Table 2 summarizes the orthogonal
solution resulting from a varimax rotation of the measures. The most significant factor was
found to be “Contribution of the organisation towards employee development and society”
followed by “Independence enjoyed by employees”, “work environment”, “balanced work”,
“stress free environment” and “peer- superior support”.

Overall Satisfaction of the Employees
The respondents were asked to rate their overall satisfaction from the current job in

the call centre. It was found that 67.3 percent of the employees were highly satisfied from
their current job, followed by 24.3 percent employees who were dissatisfied and 8.3 percent
employees who were neither satisfied nor dissatisfied.

TABLE 2
Job Satisfaction in Current Job

Factor Labelling Communalities Statements included in the Factor

Contribution of the
Organisation towards
Employee Development
and Society
F-1

.514 I am happy to work in my present organisation (X1)

.635 Present Job has improved my status in society (X2)

.633 I believe that my job is of some value to the society (X7)

.555 I am pleased with the way company policies are put into
practice (X8)

.653 Training programmes are regular feature in my organisation
(X9)

.537 The chances for career development are vivid in my
organisation (X10)

.660 Responsibility and authority go hand in hand in my
organisation (X11)

.705 Credible performance is always supplemented with
promotions and benefits (X15)

Independence Enjoyed
by Employees
F-2

.688 Job security is the characteristic feature of my organisation
(X17)

.565 Employees are allowed to do creative and different things
from time to time (X18)

.824 I enjoy the autonomy of trying my own methods of doing the
job (X19)

.737 Work is equitably divided among all the employees (X20)

Work Environment
F-3

.643 My boss handles his subordinates in a pleasant manner (X4)

.663 The organisation provides conducive working conditions to
the employees (X13)

.612 Good work done is always appreciated by the superiors (X14)

Balanced Work
F-4

.521 There is enough work in the organisation to keep the
employees busy all the time (X3)

.811 My salary is consistent with the quantum of work (X16)

Stress Free Environment
F-5

.791 My work load does not cause physical or mental stress on me
(X5)

Peer- Superior Support .867 The co-workers are very affable (X6)
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F-6 .693 Top management support is available for all the employees in
the organisation (X12)
TABLE 3

Overall Satisfaction of the Employees

Particulars No. of Respondents Percent

Highly Satisfied 244 81.3

Highly Dissatisfied 48 16.0

Neither Satisfied nor
Dissatisfied

8 2.7

Total 300 100.0

Performance Outcomes of Satisfied Employees
It is believed that a satisfied employee is better performer than dissatisfied employee.

Friedman two way ANOVA is applied to judge the most significant performance indicator.
Table 4 indicates that the most significant performance indicator was quality and quantity of
work performed and the least significant being reduced labour turnover.

TABLE 4
Results of Friedman Two Way ANOVA

Performance outcomes
Mean

Standard
Deviation Rank

Quantity and Quality of Work Performed 3.9967 2.10192 1

Timeliness 4.2433 2.79825 3

Reduced Absenteeism 4.2200 2.84228 2

Creativity 5.5933 2.21909 8

Adherence to Company Policy 5.0667 2.52126 5

Cordial Work Relationships 5.3800 2.22383 7

Reduced Labour Turnover 5.9933 2.43029 9

Improved Decision Making 5.2767 2.61462 6

Self Motivation 4.7700 2.71693 4

Note: The mean is the average on a scale of 1 is Most Preferred and 9 is Least Preferred and scores are
significantly different on Friedman two-way ANOVA test (p<0.001); N=300

Impact of Satisfaction on Performance: Kruskal-Wallis Method
In order to see whether level of satisfaction has an impact on performance or not,

Kruskal Wallis test has been applied. This test is a non parametric test which investigates the
equality of population medians among groups. It is the extension of Mann Whitney test to 3
or more groups. The total sample of the employees is divided in three groups i.e. high, low
and moderate, based on the level of satisfaction in their organization, used as a grouping
variable and the overall performance of the employees is taken as the test variable. The Table
5a shows that satisfaction up to even moderate levels lead to quality and quantity of work,
timeliness, creativity, adherence to company policy, reduced labour turnover, whereas high
level of satisfaction leads to cordial work relations, improved decision making and self
motivation.
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The p-value of significance for impact of satisfaction on performance has been given
along with the calculated chi square value in table. The p-value for quantity and quality of
work performed, cordial work relationships and self motivation is significant at 5 percent
level of significance, and hence, the overall results are in rejection of null hypothesis as the
performance of the employees vary significantly on the bases of satisfaction level with
respect to these variables. The p-value for timeliness, reduced absenteeism, creativity,
adherence to company policy, reduced labour turnover and improved decision making exceed
0.05 exceed and hence, the overall results are in acceptance of null hypothesis at 5 percent
level of significance i.e. The performance of the employees does not vary significantly on the
bases of satisfaction level to these variables.

TABLE 5a
Impact of Satisfaction on Performance

Performance Outcome Level of Satisfaction Mean Rank

Quantity and Quality of
Work Performed

High 154.05

Low 127.63

Moderate 78.30

Timeliness High 152.98

Low 129.73

Moderate 125.10

Reduced Absenteeism High 151.69

Low 133.83

Moderate 173.00

Creativity High 150.19

Low 162.17

Moderate 106.50

Adherence to Company
Policy

High 152.93

Low 131.52

Moderate 118.50

Cordial Work
Relationships

High 147.11

Low 166.83

Moderate 248.00

Reduced Labour
Turnover

High 150.91

Low 146.90

Moderate 146.90

Improved Decision
Making

High 149.34

Low 157.69

Moderate 175.50

Self Motivation High 145.62

Low 192.67

Moderate 193.80
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TABLE 5 b
Test Statistics

Quantity
and

Quality
of Work
Performe

d
Timelines

s

Reduced
Absenteeis

m
Creativit

y

Adherenc
e to

Company
Policy

Cordial
Work

Relationshi
ps

Reduced
Labour
Turnove

r

Improve
d

Decision
Making

Self
Motivatio

n
Chi-
Squar
e

5.923 2.198 1.390 1.824 2.183 7.916 .061 .656 8.456

df 2 2 2 2 2 2 2 2 2

p-
value

.052 .333 .499 .402 .336 .019 .970 .720 .015

Note: Grouping Variable: Level of satisfaction

CONCLUSIONS OF THE STUDY
Employees working in call centers answer or originate a call on company’s behalf.

They make a great influence on customer satisfaction, but there is a growing debate over the
status of call centre workers in industry and the level of job satisfaction among them. The
study revealed that good salary was the main reason for joining the call centre job. Majority
of the employees were found to be high on satisfaction levels and believed that job
satisfaction level does not vary with respect to timeliness, reduced absenteeism, creativity,
adherence to company policy, reduced labour turnover and improved decision making were
significant at 5 percent level of significance. The satisfaction of the employees was found to
be dependent on factors like contribution of organisation towards employee development,
independence of employees, work environment, balanced work, stress free environment and
peer- superior support.
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