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ABSTRACT: This paper examines the growth of business process outsourcing industry in 

India with focuson issues and challenges in human resources issues. Primarily, the definition 

is provided, and different research reports are examined from sociological point of view in 

addition to human resources viewpoint. The human resources issues are unique to BPO 

industry. Its work force is relatively young and high paid compared to other jobs and the 

industry is growing; the job dissatisfaction is growing,and attrition rates are alarming. What 

makes the industry different? What are the research findings with respect to different time 

periods? What are the issues identified? With lowest salary being paid to Indian worker as 

indicated by research across different parts of the world; will the employers provide medical 

attention to the health issues as being done by other countries? Or what is the learning for 

countries like Africa who want to enter this industry? These are the questions endeavoured to 

be answered by this research paper. One of the important contributions of this study is the 

health problems faced by employees and physicians and occupational therapists’ suggestions 

related to improve the work environment for employees. 

Keywords: - BPO,Employee Performance,GDP,Technology. 

1. INTRODUCTION 

Business process outsourcing industry is one the fastest growing industries, creating highest 

number of jobs in economies across the world (Holman, Batt, and Holtgrewe, 2007). The 

industry is human resource and technology intensive and capacities of firms vary from fifty 

employees to more than fourteen thousand with different types of ownership. It offers 

employment both for graduates who are repeating given scripts and to engineers, doctors, and 

qualified accountants who are offering advice on technical, medical, and financial issues The 

industry’s variability, novelty, technological intensity, work intensity, with new sociological 

and economic networks at the intersection of globalization and liberalization, provide 

challenging opportunities for researchers across various disciplines. Russel (2008) pointed 

that they have garnered attention both as a new means of organizing work and as an 

important axis point from which study of management practices may be initiated. The present 
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interest is like textile mills or automobile factories, which were treated as both objects of 

curiosity and as metaphors for their age when they came into existence both in England and 

United States of America. India is one of the major players in this sector. 

The industry growth in India is phenomenal albeit with human resources challenges such 

asattrition rate of employees to the tune of 40%, which is highest compared to same 

industries across the world. The employees are also experiencing low job satisfaction, and 

health issues ranging from high stress to severe physical illness Taylor, P., & Bain.P. (2005). 

Fernie and undertook pioneering research with respect to human resources issues that 

provided a basic framework followed by other researchers for the past decade. 

2. Need for the Study and Focus 

The quality of jobs in BPO is perceived to be low and high job attrition rates with health 

issues continue to afflict the industry despite human resources interventions. Thus, to 

facilitate approaching diverse issues spanning different aspects, a new approach is 

contemplated. Present approaches to solve issues are based on the premise that the society, its 

composition, and forces that provide trajectory to the society remain constant. Assumption of 

constancy of societal relationships may not be in tune with reality. The composition of 

society is unique to each country and technology changes the nature of relations, occupational 

structure, polity, and values. An axial principle is an overriding principle that helps us to 

achieve a vantage point so that other dimensions of industry may be examined and, in the 

process, find solutions. Thus, values are considered an axial principle to analyse and provide 

solutions to BPO industry challenges. 

 

 

Figure 1 BPO Advantages 
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3.  Performance of Indian BPO Industry 

Some of the major highlights of the industry according to National Association of Software 

and Service Companies, India (NASSCOM) the largest association of BPO organizations in 

India. Some of the highlights the claims of the association are as follows; 

1. Indian share of global market for BPO is worth approximately fifteen billion of US dollars 

and five million jobs (www.nasscom.in). BPO revenues in financial year 2009 contributed 

1% 

of GDP and 4% of India’s exports. 

2. Tech and BPO created forty-five per cent of total urban employment, BPO has created 

over a third of those jobs. 

3. Diversity - women in the workforce is estimated to be over 40% in 2008, 60% of firms 

provide employment to differently abled workforce. 

4. Education - enhanced capacity and quality; focus on employability; extensive training and 

development; curriculum up gradation. 

5. Balanced Regional growth: Tier 2/3 cities, currently accounting for approximately 10% of 

revenues. 

6. IT-BPO exports (including hardware exports) reached USD 46.6 billion in FY2009 as 

against USD 40.9 billion in FY2008, a growth of 14 per cent. 

Table 1.1 Turnover and Growth of BPO Sector in India (2004-2009) 

 

SOURCE: National Association of Software and Service Companies- Facts Sheet updated on February 2009. 

Table: 1.2 Employment in BPO sector in India (2004-2009) 

 

SOURCE: National Association of Software and Service Companies- Facts Sheet updated on February 2009. 
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However, the report is silent on the issues of human resources issues as highlighted both in 

press as well as in research reports on poor health of employees and lack of job satisfaction, 

which will be dealt later. Though the number of persons employed in the BPO sector is 

comparatively lower to the persons employed in total service sector in India, this sector 

provides high visibility in the international arena for Indian expertise. In addition, India 

commands highest share in the BPO sector to the tune of 21% of global market, and global 

business organization have recognized its capability to deliver solutions (Gartner, 2006). The 

salary and perquisites offered by BPO organizations to its employees are comparatively 

higher for comparable qualifications (average salary is 2.51 lakhs per annum as per DQ-IDC 

Employee Satisfaction Survey, 2009) in other sectors in India. All these trends indicate 

highly favourable conditions of successful industry for all stakeholders. However, this calls 

for understanding of genesis of BPO industry for better comprehension of human resources 

issues. 

4. Definition of Business Process Outsourcing 

Business Process Outsourcing with human resource perspective is defined as “the socio 

technical system of conducting business and described as specialized entity where agents or 

customer service executives remotely provide information, deliver services, and conduct sales 

including telemarketing and general commercialization of products and services, collection of 

information including surveys and market research , offer advise including financial 

,insurance and medical using combination of integrated telephone and information 

technologies, with an aim to enhancing customer service while reducing organizational 

costs.” The use of the word socio-technical systemindicates the importance attached to social 

outcomes of this technological innovation. The definitionencompasses different models 

adopted by organizations. Batt, R., & Moynihan, L. (2002). 

1. External organizations or outsourced BPOs- The activity is performed by outside operator. 

Internal departments or internal call centres operated by the organizations themselves. 

2. Inbound and outbound, according to the types of calls managed; the inbound calls are 

initiated by customers (actual or potential); outbound are initiated by organizations. 

3. There are three models operated by organizations. The lower end of the model is mass 

production model providing voice services addressing large volume markets with focus on 

minimizing costs. The other end is occupied by professional services such as medical, 
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accounting, human resources, intellectual property research and so on. Within this spectrum, 

there are hybrid models, which have both the characteristics. 

5. LITERATURE REVIEW 

 Arti Grover (2009) Stated that the even though offshoring significantly affects a host 

country, most research on offshore production still focuses on its demand side. It, introduces 

the factors that affect the performance of Indian suppliers in an outsourcing relationship, 

popularly called the Business Process Outsourcing (BPO) firms. In the absence of a sound 

theoretical framework on BPO firms, combination of suitable elements from the model of an 

intermediate input producer of the endogenous growth theory. 

Dhermendra Mehta, et al (2011)The article “An Empirical Study on Job Prospects in 

BPO: Indian Perspective” Published in UTMS Journal of Economics, concluded that, it can 

be inferred that rural aspirants in India have started giving serious consideration to BPO 

sector while their respective career planning. It has been indicated that there is significant 

preference of rural youth aspirants towards BPO as a career prospect.  

Dr.V.Rama Devi and Dr.T.Anitha Devi (2010) in their article “KPO - The Future Cutting 

Edge For India” published in Osmania Journal of Management concluded  that, the KPO 

delivers high value to organizations by providing domain based processes and business 

expertise rather than just process expertise. These processes demand advanced analytical and 

specialized skill of knowledge workers that have domain experience to their credit. 

E. Mahmoodzadeh, Sh. Jalalinia, F. NekuiYazdi, (2009) "A business process outsourcing 

framework based on business process management and knowledge management", Business 

Process Management Journal, Vol. 15 Issue: 6, pp.845 – 864. Purpose – Nowadays, 

outsourcing has proved to be an enterprise management strategy in the face of globalization 

and growing competition. The decision to outsource a business process for any organization 

has far-reaching consequences and risks. The purpose of this paper is to analyse the impact of 

business process management (BPM) and knowledge management (KM) on reduction of 

outsourcing risks and pitfalls.  

Herald Monis and T. N. Sreedhara (2010) in their article “Correlates Of Employee 

Satisfaction With Performance Appraisal System In Foreign MNC BPOS Operating In India” 

published in Mangalore University Journal, concluded that, the present system may be made 
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simple and supportive of the employees‟ personality development and learning, it may 

provide a basis for factual feedback for the future development of the employees. 

K. Chandraiah, S.C.  et al (2008) in their study in few of the large scale industries in 

Calcutta – “Occupational Stress and Job Satisfaction Among Managers” published in Indian 

Journal of Occupational and Environmental Medicine, found that job becomes less satisfying 

under excessive stress and their expected intrinsic and extrinsic needs are not fulfilled. 

K. S. Rajeswari and R. N. Anantharaman (2003) “Development of an Instrument to 

Measure Stress among Software Professionals: Factor Analytic” published in SIGMIS CPR 

April 2003 investigated sources of negative pressure among software professionals, from the 

perspective of the software development process. The results indicate that stress resulted 

from fear of obsolescence and individual team interactions accounted maximum. 

Leemamol Mathew (2010) of University of Calicut found in – “An Exploratory Study on 

Occupational Stress and Coping Strategies of Special Educators” (those who teach the 

disabled) in South India as the sources of stress as i) school structure and climate, ii) 

home/work interface, iii) relationship with other people, iv) intrinsic job factors. The 

common effect of stress on special educators was found to be health related problems - both 

physical and mental - and job dissatisfaction. There was no organised method to redress the 

problem rising from occupational stress. 

Meenakshi Rajeev and B. P. Vani (2007) in their article “Direct and Indirect Benefits of 

Business Process Outsourcing on Indian Economy” published in International Journal of 

Information Technology Impact concluded that, the Indian ITES-BPO segment besides 

growing is also maturing rapidly. This sector is generating significant tax revenue for the 

government and in turn putting pressure on the state to provide better physical infrastructure. 

explored challenges and opportunities in Indian BPO. The major themes emerged from 

primary content analysis were career & business prospects, HR issues, motivation & stress, 

work environment, customer relations, competition, costs and quality in BPO. 

6. RESEARCH METHODOLOGY 

6.1 InstrumentDesign 

A set of statements representing values as elaborated with the help of five focus group 

interviews each consisting of seven members working in BPO organizations. Different 

statements pertaining to eleven values are documented with repetitions are removed. List of 

eighty-five statements are identified. Ten human resource managers are requested for opinion 

http://www.skirec.org/


 

ECONSPEAK: A Journal of Advances in Management IT & Social Sciences, 

 Vol. 4, Issue 11, November 2014  Impact Factor 3.849   ISSN: (2231-4571) 

 www.skirec.org Email Id: skirec.org@gmail.com 

 

 An International Double-Blind, Peer Reviewed, Refereed Open Access Journal - Included in the International Indexing Directories 
 
An International Double-Blind, Peer Reviewed, Refereed Open Access Journal - Included in the International Indexing Directories 
 

 
 

Page 31 

and forty-five statements are identified for different values. It is tested with twenty-five 

employees for face validity and forty-five statements are formed to the appropriate. 

6.2 Sampling Procedure and Questionnaire Administration 

The sample unit consists of the front-line employees of BPO who come in contact (voice or 

email or chat) with the customers directly. They are generally referred to as a customer 

service representative, telephone sales or service representative, rep, associate, consultant, 

engineer, operator, technician, account executive, team member, customer service 

professional, staff member, attendant, specialist or in some firms as agent. The promotion to 

higher levels is considered from this level and approximately 85% of the employee strength 

in any BPO organization is from this level. For the purpose of research, employees with a 

minimum of two years of experience only are considered, since values are likely to be 

inculcated within that period. However, on that point there is no empirical evidence for this 

assumption. The BPO space is controlled by both Indian organizations and Multinational 

organizations catering to both Indian and International client base. Thus, both cases of 

organization are included in the survey. 

Table 1. Total variance explained for different components of value priorities 

 

7. DATA ANALYSIS AND RESULTS 

The value of t is conspicuous from the industry trends and the literature on outsourcing that 

states a significant portion of activities that are outsourced globally by different organizations 

across different industries in different countries, are horizontal business activities, e.g., 

customer care, payroll, recruitment, training and development, etc. These are basically 

supporting activities that are common across industries independent of the nature of the 
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business of an organization. However, the study brings out some striking revelations (Table 

1) about the outsourcing practices among banks in India. It is observed that both public and 

private sector banks have serious reservations in outsourcing their horizontal business 

activities. 75 percent of public sector banks and 70 percent of the private sector banks have 

preferred not to outsource their customer care and technical help desk activities. 

 

 

 

 

 

Table 1: Horizontal Business Activities Outsourced by th Bank 

 

A similar trend can be observed in the case of outsourcing of human resource recruitment, 

training and development, wherein 100 percent of public sector banks and 90 percent of 

private sector banks preferred not to outsource. Further, almost all banks preferred to retain 

recruitment, training and development of manpower inhouse, perhaps because banks already 

have their own well-established staff training colleges and time tested and standardized 

recruitment, selection and training processes in place. Further, in case of public sector banks, 

the recruitment policy is bound by certain government policies (quotas and reservations, etc.) 

which may not be amenable to outsourcing. 
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8. CONCLUSION 

Technology did provide higher living standards. However, employees of information 

technology enabled services experience one of the downsides technological oriented high-

performance environment. The values system of BPO employees appear to be fragmented 

with thirteen different values being expressed compared to that of ten values priorities that 

are documented. The change in the value system does not support the view that the 

employees are turning towards hedonistic ways of satisfying themselves as value priorities 

such as conformity and tradition, competence value, helpful value and aesthetic values are the 

focus of employees. These movements in value indicate that there is a need to nurture 

tradition and conformity, helpful value and competency value. The human resource 

interventions based on work life balance (Dossani, R.,2003).) suggested are, 

1. Honoring the traditional values of the employees and facilitating his or her custom and 

culture and build it in tune with organizational culture. The practices of parties and weird 

allowances such as dating allowance need to be given up as they are not in line with the 

tradition. 

2. Enable the employee to improve competence by means of registering for several classes 

that may not require full time work. 

3. Facilitate balance with emphasis of home and work and in the process measure 

consequences such as work satisfaction, life satisfaction, wellbeing and less tension. 

4. Ensuring least spill over of work to home and abode to mould and ensure better behaviour 

at work and family. 

5. Design objective indicators such as maximum number of hours including the commutation, 

free time and household uses. 

6. With the aid of these interventions the employee attrition may be brought down to a large 

extent. 
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