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Abstract      

Business Process Outsourcing in India is 

organized in many segments. Back-office 

processing and customer interaction 

services are among the fastest and largest 

growing segments that contribute 

significantly to the Indian BPO 

market.Many researchers have talked 

about BPOs in their works, highlighted its 

capability as money making sector, 

showcased its doom of high employee 

turnover, sketched out its weaknesses and 

threats, and also chalked out its dynamics 

of HR.   This research paper mainly 

analysis the general reason for retention in 

the work place.  The study evaluates the 

retention factors by measuring the intrinsic 

and extrinsic motivational factors.  For the 

study the data collected through 

Questionnaire, the sample size is 100 

various statistical tools used for the 

analysis purpose. 

Key\words: BPO, Retention, Intrinsic 

Motivation, Extrinsic motivation 

Introduction 

India is the hottest destination for any 

company that wants to outsource its 

business processes. From a negligible size 

in early 2000 to a gigantic size today, the 

BPO sector has been growing at an 

unprecedented rate. In 2003, India 

accounted for 75 percent of the total BPO 

offshore delivery value that was expected 

to increase by 55 percent annually over the 

next five years (Neale, 2004). India’s 

revenue from BPO operations has grown 

from approximately $1 billion in 2002 to $ 

32 billion in 2013 and its share of supply 

from around 10 per cent to 57 percent of 

the offshore BPO market in the same 

period. According to National Association 

of Software and Services Companies 

(NASSCOM), the Indian IT-BPO industry 

(including domestic market) recorded an 

overall growth of 28 per cent (currency 

adjusted), clocking revenues of $ 108 

billion in 2012-13 up from $ 39.6 billion 

in 2006-07.  

The year 2008 was a year of revolution for 

the Indian IT – BPO sector, as it began to 

re-engineer challenges posed by 

macroeconomic environment, with the 

worldwide spending aggregate has reached 
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$ 1.6 trillion, a growth of 5.6 per cent over 

the previous year.  

The domestic market has grown higher 

than that of the foreign market in 2012-13 

compared to the previous year, while IT 

and ITES export has grown by around 10 

per cent in 2012-13 (NASSCOM, 2013). 

An Overview of Business Process 

Outsourcing Industry  

Outsourcing has now become an 

acknowledged, accepted and established 

business strategy. One of the most familiar 

forms of outsourcing is business process 

outsourcing, i.e., transferring the 

operational ownership of one or more of 

the firm’s business processes to an 

external supplier that, in turn, administers 

the processes according to some 

predefined metrics. BPO or Business 

Process Outsourcing thus refers to the 

rearrangement of entire business functions 

to some other service providers, primarily 

in low cost locations. The service provider 

may be either self-owned or a third party. 

This relocation or transferring of business 

processes to an external provider is 

essentially to accomplish increased 

shareholder value.
 

Some of the general services provided by 

the BPOs are Receivables and Payables, 

Inventory Management, Order Processing, 

Cash flow Analysis, Reconciliation, Data 

Entry, Payroll Processing, QuickBooks 

Accounting, Financial Statement 

Preparation and Accounting Services. 

Some of the web based services include 

live online sales and order entry, E-

commerce transaction support, Live online 

enquiry handling, Web Design 

/Development.  

Thus, BPO may comprise both IT 

management and business operations. 

Business operations include relocating or 

transferring functions such as payroll, 

accounting, billing or even real estate 

management to a third party. Invariably all 

these business processes depend on IT, but 

they are unlike hard-core IT operations 

such as data centre activities or network 

administration. An imperative facet of 

business process outsourcing is its capacity 

to free corporate executives from some of 

their day-to-day process management 

responsibilities and duties.  

BPO involves business process 

management and outsourcing. Business 

process management utilizes technology 

aimed at revamping the process, trimming 

down unnecessary steps, and eliminating 

redundancies. On the other hand, 

outsourcing uses proficiency and resources 

of dedicated external service providers to 

execute many of these fundamental yet 

non-core activities. BPO carries out both 

the functions at the same time, thereby 

speeding implementation and ascertaining 
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that the intended benefits really hit the 

bottom line. 

Some of the general services provided by 

the BPOs are Receivables and Payables, 

Inventory Management, Order Processing, 

Cash flow Analysis, Reconciliation, Data 

Entry, Payroll Processing, QuickBooks 

Accounting, Financial Statement 

Preparation and Accounting Services. 

Some of the web based services include 

live online sales and order entry, E-

commerce transaction support, Live online 

enquiry handling, Web 

Design/Development. Thus, BPO may 

comprise both IT management and 

business operations. Business operations 

include relocating or transferring functions 

such as payroll, accounting, billing or even 

real estate management to a third party.  

Invariably all these business processes 

depend on IT, but they are unlike hard-

core IT operations such as data centre 

activities or network administration. An 

imperative facet of business process 

outsourcing is its capacity to free corporate 

executives from some of their day-to-day 

process management responsibilities and 

duties. BPO involves business process 

management and outsourcing. Business 

process management utilizes technology 

aimed at revamping the process, trimming 

down unnecessary steps, and eliminating 

redundancies. On the other hand, 

outsourcing uses proficiency and resources 

of dedicated external service providers to 

execute many of these fundamental yet 

non-core activities. BPO carries out both 

the functions at the same time, thereby 

speeding implementation and ascertaining 

that the intended benefits really hit the 

bottom line. 

This paper deals with exploring the 

dimensions of retention of employees in a 

BPO. For this, a systematic approach is 

followed; wherein firstly dimensions of 

retention have been identified, secondly 

these dimensions have been compared 

across the personal characteristics of the 

respondents. 

Problem of the Study 

India has been one of the top most 

destinations as far as outsourcing of 

business activities is concerned. Many 

countries continue to outsource their 

business activities to India, through which 

the IT and ITES sector has been growing 

at a faster rate. Thus the need for this study 

can be clearly defined in two points. First, 

attrition is a burning problem for the 

promising industry of BPO, especially 

because it fails to tap the full utilization of 

the human resources and wastes much of 

its time, money and resources.  Employee 

retention must be managed in such a 

robust manner that it ensures long term 
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sustenance of employees in a BPO 

organization. 

Need for the Study 

The need for the study lies in the 

detonation of the BPO industry in the 

recent years. Where on one hand the sector 

is growing with leaps and bounds, on the 

other the employee turnover has been 

alarmingly high, thus costing a lot to the 

company. The middle level and low level 

employees are victims of dearth of 

motivation and employee satisfaction also 

seems to be brandishing. The study is an 

attempt to assess the patterns of retention 

in BPO and analyze the relationship 

among employee motivation. 

Objectives of the Study 

1. To examine the demographic 

characteristics of the sample 

employees in the BPOs with the help 

of primary data; 

2. To identify the factors influencing the 

level of motivation for retention among       

the sample employees in the BPOs; 

Hypothesis of the Study  

The following hypothesis is framed in this 

study:  

1. There is no significant difference in the 

factors influencing retention among the 

Sample respondents. 

Methodology of the Study 

The study involves an exhaustive study of 

the personal characteristics of the 

respondents; exploring the factors behind 

retention, and then comparing these factors 

across various personal characteristics. 

Besides gathering data through 

questionnaire, telephonic interviews have 

also been done with the respondents to 

improve the quality of the collected data.  

Tools of Analysis 

The collected data have been examined 

with the help of statistical tools like 

descriptive statistics, t-test, F-test, 

ANOVA, and Duncan’s Mean Test. 

Sample Design 

The objective was to explore the 

dimensions of retention in BPOs based on 

primary data collected from field survey. 

Keeping in mind this objective of the 

study, a dedicated questionnaire was 

developed and was used as an instrument 

to gauge the dimensions of the 

questionnaire was sent to 100 respondents, 

of which 93 responded, thus making the 

response rate to be 93 per cent. Of these 90 

completely filled questionnaires were 

verified and checked manually. 

Limitations of the Study 

Firstly, the study has considered only 

limited variables while assessing retention, 

and other perceived attitudes of the 

employees. Secondly, measuring attitudes 

of respondents is quite subjective. 

Although great care was taken for 

precision, yet there may be certain gaps 
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which need to be rectified the respondents 

for the present study have been selected 

from the BPO companies which are 

located only in Chennai city. However, 

those which are situated in other cities, the 

Tier-II cities could not be selected for want 

of time and money. Moreover, the 

opinions and information provided by the 

sample respondents are expected to be true 

and correct. 

Personal Profile of Respondents 

The first section of the instrument gathered 

information about the personal profile of 

the respondents which included age, 

gender, education, tenure and marital 

status. Gender, marital status and 

education were dichotomous variables. 

Age and tenure had three groups each. The 

characteristics are shown in Table – 1 

Table – 1  

Characteristic of Respondents  

Characteristics Number Percentage 

Gender  
Male 49 54.4 

Female 41 45.6 

Age 

Less than 25 24 26.8 

26-30 41 45.2 

More than 30 25 28.0 

Marital Status 
Unmarried 64 71.0 

Married 26 29.0 

Education 
Graduate 44 48.8 

Post-graduate 46 51.2 

Tenure 

Less than 1 year 36 40.0 

1 to 3 years 37 41.6 

More than 3 years 17 18.4 

Source: Primary data. 

Identification of Dimensions of Retention 

In order to identify and evaluate the factors for retention of employees based on primary data, 

the respondents have been asked to rate the factors that would make them sustain in the same 

organization. These factors have been identified after literature review and focused group 

interviews with the employees and were put on a 5 point liker scale ranging from 1 as least 

important to 5 as most important. 

 

 

 

 

 

 

 



Impact Factor.1.14                                                                                              UGC Jr. No. : 45308                                 

Emperor International Journal of Finance and Management Research [EIJFMR]  ISSN: 2395-5929 
 

@Mayas Publication UGC Approved Journal Page 42 

Table: 2  

Factors of Retention chosen for the study 

Factor Item Factor Name 

1 

Opportunity for personal growth and development in my job 

position 

Intrinsic 

Motivation 

Factors 

Opportunity in my job position to give help to other people 

Feeling of self-esteem a person gets from being at my position 

Authority connected with my position 

Feeling of self fulfilment a person gets from being in my job 

position (i.e. feeling of being able to use one’s own unique 

capabilities, realizing one’s potentialities) 

My role at the current job position 

Prestige of my job position inside the organization 

2 

Amenities like housing, conveyance, medical benefits provided 

Hygiene Factors 

Opportunity to develop close friendship in my job position 

Salary offered for my job position 

Facilities provided for effective working (lighting, air conditioning, 

seating etc) 

Security of my job position 

3 

Feeling of worthwhile accomplishment in my job position 

Life Interest and 

Work 

Compatibility 

Factors 

Opportunity one gets to move ahead in life and become fairly well 

known and well-off 

Consideration given by the government to this profession 

Prestige of my job position outside the organization (that is regard 

received from others not in the organization) 

4 

My overall involvement in the work 

Involvement 

Factors 

Sense of accountability for a person at my job position 

Opportunity in my job position for participation in the 

determination of methods and procedures 

Opportunity for independent thought and action 

Source: Computed from primary data. 

After extracting the factors, studying their means and standard deviations and the next task is 

to explore these dimensions more and compare them across the various personal 

characteristics. These personal characteristics include gender, age, marital status, education 

and tenure. T-test and Duncan’s mean tests have been done to see if there are significant  

Differences in the mean value. The comparisons are discussed as follows: 
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Table – 4 

 Comparison of Dimensions of Retention between Male and Female Respondents 

Dimensions of Retention 
Male Female  

t-value 
Mean SD Mean SD 

Extrinsic Hygiene Factors 2.99 0.95 3.53 1.16 5.88** 

Involvement Factors 3.13 0.77 3.54 0.89 5.45** 

Life Interest and Work 

Compatibility Factors 
3.42 0.80 3.77 0.89 4.63** 

Intrinsic Motivation Factors 3.14 1.08 3.27 1.15 1.33
NS

 

Note: ** Significant at 0.01 level NS – Not Significant. 

Source: Computed from primary data. 

It is noted that the t-value is highest in case of extrinsic hygiene factors and then followed by 

involvement factors and life interest and work compatibility factors. The mean value is higher 

in case of females as compared to males in all these three factors. This suggests that female 

employees can be made to retain if these factors are taken care of. If the hygiene conditions, 

basic amenities, job security and salary are enhanced then the companies can retain more of 

their female employees, as they respond to such factors in a much stronger way as compared 

to males.  

Gender 

Significant difference has been found in the mean values of all the dimensions of retention as 

perceived by the male and female respondents. These dimensions have significant difference 

in the mean values. Table – 2 shows the mean values and standard deviation of male and 

female respondents, and also highlights the factors which are significant. The values were 

significant at 0.01 levels. 

Marital Status 

The dimensions of retention are next compared between unmarried and married respondents 

and only one factor came out to be significantly different in their mean values and standard 

deviation.  

Significant difference is found in the mean values of involvement factors. Table – 3 shows 

the mean and standard deviation values of the dimensions between unmarried and married 

respondents. The values are significant at 0.01 levels. 

Table – 5 

Comparison of Dimensions of Retention between 

Unmarried and Married Respondents 

Dimensions of Retention 
Unmarried  Married 

t-value 
Mean SD Mean SD 

Involvement Factors 3.15 0.87 3.39 0.78 2.85** 

Intrinsic Motivation Factors 3.14 1.15 3.34 1.00 1.87
 NS

 

Life Interest and 

Work Compatibility Factors 
3.62 0.85 3.47 0.88 1.74

 NS
 

Extrinsic Hygiene Factors 3.23 1.15 3.24 0.92 0.16
NS

 

Note: ** Significant at 0.01 levels. NS – Not Significant. 
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Source: Computed from primary data. 

The mean value of involvement factor is higher in case of married employees as compared to 

unmarried ones. The standard deviation is also low. This indicates that the married employees 

can be retained in an organization if the level of involvement is increased. Involvement 

would include sense of accountability, opportunity for independent thought and action and 

freedom to incorporate one’s own decisions in the determination of methods and procedures 

in the organisation. Such activities enhance the degree of involvement of the employees, 

which is particularly true in the case of married respondents than among the unmarried 

respondents. However, in other cases like intrinsic motivation factors, life interest and work 

compatibility factors and extrinsic hygiene factors, there is much difference in the mean 

values between the unmarried and married respondents and thus, the t-value is not 

statistically significant.  

Education 

Significant difference is also found in the mean values of most of the dimensions of retention 

as perceived by the graduate and post graduate respondents.  

All the factors except for involvement factors have significant differences in mean and 

standard deviation values between graduate and post-graduate respondents. Table – 4 shows 

the values and also the significance at 0.01 levels.  

Table – 6 

Comparisons of Dimensions of Retention between 

Graduate and Post-Graduate Respondents 

Dimensions of Retention 
Graduate  Post-graduate 

t-value 
Mean SD Mean SD 

Life Interest and Work 

Compatibility Factors 
3.28 0.76 3.85 0.86 7.81** 

Intrinsic Motivation Factors 2.93 0.93 3.45 0.12 5.3** 

Extrinsic Hygiene Factors 3.11 0.96 3.35 1.18 2.56* 

Involvement Factors 3.26 0.85 3.37 0.84 1.53
NS

 

Note: * and ** Significant at 0.05 and 0.01 levels respectively. NS – Not Significant. 

Source: Computed from primary data. 

Factors like life interest and work compatibility, intrinsic motivation factors and extrinsic 

hygiene factors are highly significant. Life interest and work compatibility factors, intrinsic 

motivation factors and extrinsic hygiene factors are all ranked higher by post graduates as 

compared to graduates. Post graduates look out for more meaning in their work life; hence, 

these factors which encompass their intrinsic self fulfilment and work life compatibility lead 

to their willingness to continue in the same organization. The standard deviation is quite high 

in case of extrinsic hygiene factors. On the other hand, in the case of involvement factors, 

there is no statistically significant difference in the mean values between the graduate and 

post-graduate respondents, even though the value is quite high. This suggests that while the 

respondents have given higher rank for involvement factors, there is no significant difference 

in their rankings between the graduate and post-graduate respondents. 
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Age 

Duncan’s Mean Test is applied to compare the dimensions of retention among three age 

groups and Table – 5 shows all the values of mean and standard deviation of the dimensions 

of retention across the various age groups. 

Table – 7 

Comparisons of Dimensions of Retention among Three Age Groups Duncan’s Mean 

Test 

Dimensions of  

Retention 

Age 

Below 25 
Age 26-30 

Age 

Above 30 

A1 

v/s 

A2 

A1 

v/s 

A3 

A2 

v/s 

A3 

F-value 

Mean SD Mean SD Mean SD 

Extrinsic Hygiene Factors 3.34 1.16 3.07 0.97 3.38 1.15 *  * 4.27* 

Life Interest and Work 

Compatibility Factors 
3.42 0.96 3.61 0.74 3.67 0.92 * *  3.37* 

Intrinsic Motivation Factors 3.08 1.17 3.14 1.01 3.39 1.18  * * 3.13* 

Involvement Factors 3.32 0.95 3.36 0.74 3.24 0.92    0.83
NS

 

Note: * Significant at 0.05 levels. NS – Not Significant. 

Source: Computed from primary data. 

It is observed from the table that significant difference is found in the mean values of a 

couple of dimensions of retention as perceived by respondents of the various age categories. 

Extrinsic hygiene factors, life interest and work compatibility factors and intrinsic motivation 

factors showed highly significant differences in mean and standard deviation values. It is seen 

that F-value is highest in case of extrinsic hygiene factors. This factor along with life interest 

and work compatibility and intrinsic motivation factors is ranked higher by employees more 

than 30 years of age than other less aged employees. It makes sense as such employees may 

want to stay in the industry for long, and if these factors are met they can be easily retained. 

Tenure 

Duncan’s Mean Test is applied to compare the means of dimensions of retention across the 

three tenure groups and Table – 6 presents the test result.  

Table – 8 

Comparisons of Dimensions of Retention among Three Tenure groups Duncan’s Mean 

Test 

Dimensions of  

Retention 

Tenure  

Below 1 

year  

Tenure  

1-3 years 

Tenure  

Above 3 

years 

T1 

v/s 

T2 

T1 

v/s 

T3 

T2 

v/s 

T3 

F-

value 

Mean SD Mean SD Mean SD 

Intrinsic Motivation 

Factors 
3.19 0.79 3.57 0.91 3.59 1.00 * *  9.25** 

Involvement Factors 3.22 1.21 3.67 0.87 3.50 0.87 * *  9.04** 

Life Interest and Work 

Compatibility Factors 
2.42 1.11 2.82 0.98 2.88 1.01  * * 8.41** 

Extrinsic Hygiene Factors 3.64 0.70 3.57 0.63 3.66 0.77    0.90
NS

 

Note: * and ** Significant at 0.05 and 0.01 levels respectively. NS – Not Significant. 
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Source: Computed from primary data. 

The table indicates that the intrinsic 

motivation factors, involvement factors 

and life interest and work compatibility 

factors have significant difference among 

the three groups of tenure. Intrinsic 

motivation factors have the highest F-

value of 9.25 significant at 0.01 levels. 

This factor is ranked highest by the third 

category i.e. tenure of more than 3 years. It 

is quite clear that as employees who have 

spent 3 years in an organization get 

triggered if their intrinsic motivation needs 

are fulfilled and this also helps in 

enhancing their willingness to stay in the 

organization. This factor is ranked little 

lower by employees with 1-3 years of 

tenure and lower by the ones with less than 

1 year of tenure. Incidentally, employees 

with 1-3 years of experience show high 

involvement level and also ranked it as an 

important retention factor.  

Life interest and work compatibility factor 

is ranked highest by the employees with 

more than 3 years of experience which is a 

clear case. Compatibility issues come up 

when an employee spends a considerable 

time in his organization and looks out for a 

job that gels well with his life. Thus, this 

has been an important retention factor. 

Extrinsic hygiene factors have no 

significant difference among the different 

age groups of the respondents. 

Conclusion 

The identification of the dimensions of 

retention renders a mixed view of the 

traditional theories of Maslow, Herzberg, 

McClelland and Alderfer offering an 

assortment of factors like intrinsic 

motivation, extrinsic hygiene factors, 

involvement factors and life interest and 

work compatibility factors. The analysis of 

the dimensions across the various personal 

characteristics clearly shows that 

employees from different bands of age, 

marital status, gender or education can be 

retained utilizing different factors. Hence 

it is suggest that female employees retain 

if Extrinsic and involvement factors are 

taken care of married employees retained 

if the level of Involvement is increased.  

Life interest and work compatibility 

factors, extrinsic factors are all ranked 

higher by post graduates as compared to 

graduates.  The factor along with life 

Interest and work compatibility and 

intrinsic motivation is ranked higher by 

employees, the employees with 1-3 year of 

experience show high involvement level 

and also ranked it as an important retention 

factors.   
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