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ABSTARCT 

The Business Process Outsourcing (BPO) sector is one of the fast growing sectors in the global scenario after 

the liberalization, privatization, and globalization to increase job opportunities day by day.In India over the 

past few years, the ITES/BPO sector has been growing in leaps and bounds. This has also posed certain Human 

Resource challenges to the practitioners and the biggest challenge of them happens to be the retention of the 

ambitious and the transitory workforce in these sectors. Occupational stress has been recognized world-wide as 

a major challenge to workers' health and the effectiveness of their organization. Poor ergonomics, irregular 

sleeping/working hours, time pressure, high call volume and low job security were the main stressors found 

among call centre employees. In this Research work, an attempt has been made to studywhether efficiency and 

alertness are affectedduring the day working continuously with high call volumes and also to study effect on the 

efficiency of employees and organization due to stress. 

 

I. INTRODUCTION 

 

India became familiar with 'Business Process Outsourcing' only in the early and mid 1990's, but now the entire 

country seems to be quivering with the 'BPO fever'."The different kinds of services offered by BPOs included 

Customer Support, Technical Support, Telemarketing, Insurance Processing, Data Processing, Internet Online, 

Web Research and so on."HansSelye (one of the founding fathers of stress research) first introduced the concept 

of stress into the life science in 1936. He defined stress as "The force, pressure or strain exerted upon a material, 

object or person which resist these forces and attempt to maintain its original state." Job stress was one kind of 

"Daily Hassle" also called Minor Events where an employee is faced by daily work pressures, opportunities or 

demand. Job stress has been defined differently by various researchers. IreneD.Houtman (2007) defined as "Job 

Stress was a pattern of reactions that occurred when workers were presented with work demands that were not 

matched to their knowledge, skills or abilities to cope".  

While employment in the BPO sector meant that young adults were reaching their career milestones and 

financial goals much earlier than before, surveys and anecdotal evidence proved that workers in the BPO sector 

experience high levels of stress as a result of working in closely monitored environments with pressure to meet 

ambitious performance targets. Strict deadlines and ambitious targets had also resulted in employee "burnout" 

Repetitive task, such as responding to telephone calls more than 100 times a shift had resulted in absenteeism 

and attrition among many young employees. 
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II. OBJECTIVES 

 

1. To study whether efficiency and alertness of the BPOemployees  effected during the day working 

continuously with high call volumes. 

2. To study effect on the efficiency of employees and organization due to stress. 

 

III. RESEARCH METHODOLOGY 

 

Research Design:    Exploratory andDescriptive research 

Tools of data collection:   Data has been obtained with the help of structured questionnaire.  

Methods of Data Collection: Primary and Secondary Primary Data has been used for the study. At appropriate 

places, secondary data has also been used.  

Sampling: Convenient sampling method has been adopted and data was collected from 300 employees working 

with BPO.  

Sampling unit: 

Category Senior Customer Care Executives, Technical 

Support Officers, Team Leaders, Managers 

No. of respondents 300 

1. Organizational Climate, Occupational Stress, and Employee Mental Health: Mediating Effects of 

OrganizationalEfficiencyArnetz, Bengt B.; Lucas, Arnetz, Judith ,Journal of Occupational & 

Environmental Medicine:January 2011 - Volume 53 - Issue 1 - p 34–42 

The Objective of the study was to determine whether the relationship between organizational climate and 

employee mental health is consistent (ie, invariant) or differs across four large hospitals, and whether 

organizational efficiency mediates this relationship. 

Focusssed on improving both the psychosocial work environment and organizational efficiency might contribute 

to decreased employee stress, improved mental well-being, and organizational performance. 

2. Job Stress of Call Centre Employees, Meera Sharma, RavindraSharma,R. L. Raina 

International Conference on Technology and Business Management March 28-30, 2011 

The main aim of this study was to highlight the hidden stressors among the employees working in the call 

centre. The study concluded that the work situation has the prospective where talents are rewarded, societal 

associations are formed, and significant professional ambitions are met. It is significant that the organization 

should develop tool the check stress among their employees and recognize the way by which they reduced stress 

in employee up to the minimal level. Because it is also a hard core fact that profession like call center where 

employees need to communicate with their clients telephonically and provide solution to their queries and 

problem in a real time bases, in such a situation arising stress is a natural phenomena. In order to reduce the 

impact of stress on production, this study recommends strategies to reduce stress at organizational level. 

3. A study on occupational stress experienced by private and public banks employees in Quetta City 

Nadeem MalikAfrican Journal of Business Management Vol.5 (8), pp. 3063-3070, 18 April 2011 

The productivity of the work force is the most decisive factor as far as the success of an organisation is 

concerned.The productivity in turn is dependant on the psychosocial well being of the employees. In an age of 
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highly dynamic and competitive world, man is exposed to all kinds of stressors that can affect him on all realms 

of life. The growing importance of interventional strategies is felt more at organizational level. This particular 

research was intended to study the impact of occupational stress on public and private Bank employees. 

Although, certain limitations were met with the study, every effort has been made to make it much 

comprehensive. The author expects to draw attention from policy makers and men of eminence in the related 

fields to resume further research 

 

4. Living the Call Centre –Global, Local, Work, Life, Interfaces.Doctoral  thesis, Durham 

University., 02 Jun 2011 

This thesis explores ideas about the changing nature of work and general social change. It does this by 

examining the global call centre industry.  

The call centre industry serves as a case study within which ideas about globalization and the lived experience 

of it can be explored.  

The thesis explored the work and non work lives of those involved with the industry in the North East of 

England and the Indian subcontinent. The research made extensive use of qualitative interviews 

5. To Pool or Not to Pool in Call Centers :Erik van der Sluis, Nico M. van DijkVolume: 17 Issue: 3 

Pps: 296-305 ( 2008) 

This paper examines whether service capacities (such as agent groups in call centers) be pooled or not? This 

paper show that there is no single answer. For the simple but generic situation of two (strictly pooled or 

unpooled) server groups, it will provide (l) insights and approximate formulae, (2) numerical support, and (3) 

general conclusions for the waiting-time effect of pooling. For a single call type, this effect is clearly positive, as 

represented by a pooling factor. With multiple job types, however, the effect is determined by both a pooling 

and a mix factor. Due to the mix factor, this effect might even be negative. In this case, it is also numerically 

illustrated that an improvement of both the unpooled and the strictly pooled scenario can be achieved by simple 

overflow or threshold scenarios. The results are of both practical and theoretical interest: practical for awareness 

of this negative effect, the numerical orders, and practical scenarios in call centers, and theoretical for further 

research in more complex situations. 

6. All call centres are not electronic sweatshops: The Journal of E-working, Pages 116-136, Vol 1, 

Dec. 2007 

Call centres have received increased attention during the past decades. The growth of this sector in the economy 

has led to research on its work conditions. Call centres are often described as "sweatshops" with inferior 

psychosocial work conditions in this research. There are different kinds of call centres, however. This study 

focuses on the psychosocial work conditions in Swedish in-house call centres compared with the same 

conditions in Nordic (Swedish, Norwegian, Danish and Finnish) organisation in general. 

7. Direct and Indirect Benefits of Business Process Outsourcing on Indian Economy 

Meenakshi Rajeev B.P. Vani,  Centre for Economic Studies and Policy India,Journal of Information 

Technology Impact  Vol. 7, No. 2, pp. 159-180, 2007 

This paper examines the direct and indirect benefits of the industry on Indian economy together with the major 

concerns. In particular it discusses how computer knowledge can be spread to the hitherto computer illiterate 
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regions through commercial endeavors relating to the outsourcing industry. India being a prominent player in 

this segment Indian experience is expected to provide important insights to the other similarly placed nations. 

8. India calling to the far away towns, Peter Bain Phil Taylor Vol. 19, No. 2, 261-282 (2005) 

This article challenges the widely-held assumption that offshoring voice services is a seamless undertaking, 

principally through an investigation of the Indian call centrelabour process. A critical review of literature on call 

centre work organization provides a conceptual framework, through which Indian developments are analysed. 

Data comes from field work conducted in India and a complete audit of the Scottish industry, through which UK 

trends can be evaluated. We conclude that the Indian industry reproduces in exaggerated and culturally-

distinctive forms, a labour process that has proved problematical for employers and employees alike in the UK 

and elsewhere. 

9. Issues and concerns of health among call center employees, Sudhashree VP, Rohith K, Shrinivas 

K. Issues and concerns of health among call center employees. Indian J Occup Environ Med 2005; 9:129-32 

This study was undertaken to identify the health problems of the employees, assessment of the risks perceived.. 

Suggest measures to reduce the risks identified, and to review the health status of the employees. 

10. Psychosocial risk factors in call centres: An evaluation of work design and well-being  ,Christine 

A. Sprigg, Phoebe R. Smith, Paul. R. Jackson ,By the University of Sheffield, Health and Safety 

Laboratory and UMIST for the Health and Safety Executive 2003 

The research had an occupational health psychology focus and was funded by HSE’s LAU. Holman’s paper is 

important to this research. The paper reports comparative findings for some of the well-being measures that 

have been used in this research. 

11. An assembly line in the head : work and employee relations in the call centre 

Taylor, Phil, Bain, and Peter Soruce : Industrial relations Journal, Volume 30, Number 2, June 1999, pp. 

101-117(17) Publisher: Blackwell Publishing. 

To date, academic studies of the call centre sector remain limited in scope. In this paper, the authors attempt to 

remedy that omission by analyzing the recent and spectacular growth of call centresin  UK, drawing on a wide 

variety of sources, including two extensive surveys of developments in Scotland during 1997. 

12. Employee Stress : The True cost ,David Lee. The John Liner Review ,Volume 11(3), Pages 33-

38(1997) 

Most organizations have no idea just how much employee stress costs them each year. A 1990 study by 

Princeton, NJ, firm of Foster Higgins & Co. indicated that corporate health benefits cost the average company 

45 percent of its after-tax profits. With research implicating stress in 60 percent to 90 percent of medical 

problems companies cannot afford to ignore the huge health-care expense employee stress creates.Although the 

relationship between stress and health care costs has received considerable attention, the true price tag is far 

greater than health care costs alone. The depth and breadth to which employee productivity and well-being is 

compromised by stress has been explored. 

13. Psychobiological Studies of Stress andCoping : An Introduction ,Megan R. Gunnar, Child 

Development ,Vol. 58, No. 6 (Dec., 1987), pp. 1403-1407 

This symposium section provided a forum for presenting a representative sample of contemporary 

psychobiological studies of stress and coping in children and the young of other species. 
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14. Occupational Stress and Organizational Effectiveness ,Riley, Anne W.; Zaccaro, Stephen J., eds. 

,Publisher : Praeger, New York, 1987 

This book is among the best on stress and its organizational consequences. It is based on papers presented at the 

Seventh Annual Applied Behavioral Science Symposium. The editors and most of the contributors are academic 

specialists on stress. The major theme of the book is that stress has negative, and sometimes positive, personal 

and organizational consequences. 

15. Job Stress, Employee health, and Organisational Effectiveness: A facet analysis, model, and 

literature review. ,Terry A. Beehr John E. Newman ,Illinois State University State Farm Mutual 

Automobile Insurance Company Volume 31 Issue 4, Pages 663-1013 (December 1978). 

Empirical research that has been done is reviewed within the context of six facets (i.e., environmental, personal, 

process, human consequences, organizational consequence, and time) of a seven facet conceptualization of the 

job stress-employee health research domain. (The seventh facet, adaptive reposes, is reviewed in the 

forthcoming second article of this series. A general and a sequential model are proposed for tying the facets 

together. 

 

IV. ANALYSIS AND INTERPRETATION 

 

The high call volume built continuously enormous pressure among the study participants. The analyzed results 

were tested by using Chi-square and Z-test on following hypothesis. 

H0 : Concentration efficiency and alertness are not affected working continuously 

with high call volumes. 

H1 : Concentration efficiency and alertness are affected working continuously with 

high call volumes. 

 

Time slot First two 

hours 

Next two 

hours before 

break 

First two 

hours after 

break 

Next two 

hours after 

break 

Total 

Monday 4 6 6 14 30 

Tuesday 4 7 7 13 31 

Wednesday 5 8 7 16 36 

Thursday 7 12 8 27 54 

Friday 7 13 7 30 57 

Saturday 4 8 8 25 45 

Sunday 5 8 8 26 47 

Total 36 62 51 151 300 
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4.1 Using Chi-square Test 

First Two hours 

Observed Value (O) Expected Value (e) (O-e)
2
 x

2
=(O-e)

2
/e 

4 5.14 1.30 0.2529 

4 5.14 1.30 0.2529 

5 5.14 0.02 0.0040 

7 5.14 3.46 0.6732 

7 5.14 3.46 0.6732 

4 5.14 1.30 0.2529 

5 5.14 0.02 0.0040 

  = 2.1131 

Table value = 12.592 

 

4.2 Next two hours before lunch 

Observed Value (O) Expected Value (e) (O-e)
2
 x

2
=(O-e)

2
/e 

6 8.86 8.18 0.9233 

7 8.86 3.46 0.3905 

8 8.86 0.74 0.0835 

12 8.86 9.86 1.1129 

13 8.86 17.14 1.9345 

8 8.86 0.74 0.0835 

8 8.86 0.74 0.0835 

  = 4.6162 

 

4.3 First two hours after lunch 

Observed Value (O) Expected Value (e) (O-e)
2
 x

2
=(O-e)

2
/e 

6 7.29 1.6641 0.2283 

7 7.29 0.0841 0.0115 

7 7.29 0.0841 0.0115 

8 7.29 0.5044 0.06914 

7 7.29 0.0841 0.0115 

8 7.29 0.5044 0.06914 

8 7.29 0.5044 0.06914 

  = 0.47022 
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4.4 Next two hours after lunch 

 

Observed Value (O) Expected Value (e) (O-e)
2
 x

2
=(O-e)

2
/e 

14 21.57 57.3049 2.6567 

13 21.57 72.25 3.3496 

16 21.57 31.0249 1.4383 

27 21.57 29.4849 1.3670 

30 21.57 71.0649 3.2946 

25 21.57 11.7649 0.5454 

26 21.57 19.6249 0.9098 

  = 13.5614 

In the last time slot, that is, next two hours after lunch, the calculated value is 13.5614 and critical table value is 

12.592 at 5% level of significance and for 6 degree of freedom. As calculated value is more than critical value, 

H1 is accepted at 95% confidence level. As hypothesis H1 is accepted, it means that efficiency and alertness are 

effected working continuously with high call volumes. 

Stress related accident claims are, on average, two times more costly than non-stress-related cases, reports the 

Harvard Business Review. When people are under stress, they become preoccupied with the issues troubling 

them .Stress also causes attention to narrow, creating a sort of "tunnel vision". This makes the stressed-out 

employee more susceptible to missing environmental cues and information required to make both effective and 

safe decisions. 

5.3.8 Unhealthy organizations could not get the best from their employees and affects their performance. 

The analyzed results were tested by using Chi-square and Z-test on following hypothesis. 

H0 : There is no effect on the efficiency of employees and organization due to stress. 

H1 : There is effect on the efficiency of employees and organization due 

tooccupationalstress. 

Gender Yes No Total 

Female 
100 21 121 

82.64% 17.36% 100% 

Male 
162 17 179 

90.51% 9.49% 100% 

Total 262 38 300 
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Using Chi-square Test 

Gender Yes Expected 

Value 

No Expected 

Value 

Total 

Female 100 105.67 21 15.33 121 

Male 162 156.33 17 22.67 179 

Total 262 262 38 38 300 

 

Observed Value (O) Expected Value (e) (O-e)
2
 (O-e)

2
/e 

100 105.67 32.15 0.304249 

162 156.33 32.15 0.2056547 

21 15.33 32.15 2.097195 

17 22.67 32.15 1.4181737 

  = 4.0252724 

Here, calculated value is 4.0252724 and critical table value is 3.84 at 5% level of significance and for 1 degree 

of freedom. As calculated value is more than critical value, H1 is accepted at 95% confidence level. As 

hypothesis H1 is accepted, it means that there is effect on the efficiency of employees and organization due to 

psychobiological stress. 

Using Z-test 

Z = 
nPq

nPX 
= 

05.095.0300

95.0300262




 

 = 
77.3

23
      

25.14

285262 



 

   – 6.1007957 

Here, calculated value is -6.1007957 and critical value is ±1.96 at 95% level of confidence. As calculated value 

is beyond the acceptance area value, H1 is accepted. It can be said that there is effect on the efficiency of 

employees and organization due to stress. 

 

V. CONCLUSION 

 

Increasing hours on the job, the quickening pace of the workplace due to technological advances, and the lack of 

perceived control over work situations contribute to the mounting stress for the employees. According to a study 

by a web site devoted to human resources issues, stress costs businesses more than $300 billion annually. That 

number has doubled in a little over 10 years. Stress not only accounts for 40 percent of employee turnover; half 

of the 550 million working days lost each year from absenteeism are stress related. In a 2004 American 

Psychological Association poll, one in four people said they have taken a “mental health day” due to work-

related stress. From this study it could be concluded that concentration and alertness gets affected during the day 

due to enormous work pressure with high call volumes and there is effect on the efficiency of employees and 

organization due occupational stress. 



 

243 | P a g e  

REFRENCES 

[1]. Selye H., Stress Without Distress (Pathway), New York (1987) 

[2]. Addae H.M., Parbooteah K.P. and Velinor N., Role stressors and organizational commitment: Public 

sector employment in St. Lucia, International Journal ofManpower, 26(6), 567-582 (2008) 

[3]. Certo S.C., Supervision: Concepts and skill building, New York, NY: McGraw Hill (2003) 

[4]. Le Fevre M., Matheny J. and Kolt G., Eustress, distress, and interpretation in occupational stress, Journal 

ofManagerial Psychology, 18(7), 726-744 (2003) 

[5]. Selye H., Stress without distress. New York: Lippincott (1974) 

[6]. Robbins S., Judge T. and Sanghi S., Organization and stress management. New Delhi, India: Dorling 

Kindersley (2009) 

[7]. Dollard Maureen F. and Jacques C. Metzer, Psychological research, practice, and production: The 

occupational stress problem, International Journal of Stress Management,6(4), 241-253 (1999) 

[8]. Palmer, Stephen, Cary Cooper and Kate Thomas, A model of work stress, Counseling at Work Journal, 

Winter, 5P (2004) 

[9]. Kahn R.L., Wolfe D.M., Quinn R.P., Snoek J.D. and Rosenthal R.A., Occupational stress: Studies in role 

conflict and ambiguity, New York: Wiley (1964) 

[10]. Sdrolias L., Terzidis K. and Vounatsou M., Significance, defining factors and consequences of mental 

alienation of enterprises’ personnel from their work environment, in organizational culture, corporate 

governance and competitiveness. First International Conference on Business, Management and 

Economics, 27-41, Izmir, Turkey (2005) 

[11]. Jonge J.D. and Dormann C., Stressors, resources, and strain at work: A longitudinal test of the triple ¬ 

match principle, Journal of Applied Psychology, 91(5), 1359- 1374 (2006) 

[12]. Kolt G., Eustress, distress, and interpretation in occupational stress, Journal of Managerial 

Psychology,18(7), 726-744 (2003) 

[13]. Seller R.M. and Damas A.J., One role or two? The function of psychological separation in role conflict, 

Journal of Applied Psychology, 87(3), 574-582 (2002) 

[14]. White E., Opportunity knocks and it pays a lot better, The Wall Street Journal, November 13 (2006) 

[15]. Scott W.E., Jr., Activation theory and task design, Organizational Behaviour and Human Performance, 1, 

3- 30 (1966) 

[16]. Dar L., Akmal A., Naseem A.M. and Khan K.U., Impact of stress on employee job performance in 

business sector of Pakistan, Global Journal of Management and Business 

[17]. Research, 11(6), 1-4 (2011) 

[18]. Ahmed R.R., Parmar V. And Meenai Y.A., Comparison of Key Economic Indicators of Pakistani 

Economy: Democratic Governments (FY89-FY99) with Military Regime (FY00-FY05), Research 

Journal of RecentSciences, 3(6), 46-49 (2014) 

[19]. Seena Abraham, Quality of life Among Adolescents with Physical Disability Undergoing Integrated 

Education, Research Journal of Recent Sciences, 2(5), 1-5 (2013) 

[20]. Ahmed R.R., Ahmad N., Khoso I., Arif K. and PalwashahR.I., Competitive Intelligence and Marketing 

Effectiveness of Organizations: An Investigation from Pakistan, European Scientific Journal, 10(13), 

342-353 (2014) 


