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ORIGINAL ARTICLE ABSTRACT

In India, Business Processing Outsourcing
(BPO) is the quickest developing portion of the
ITES (Data Innovation Empowered
4 Administrations) industry. Factors comprehensive
of monetary arrangement of scale, business
endeavor danger moder ation, esteem gain, usage
improvement and unrivaled ability have all
outcome in the increment of the Indian BPO
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this ability and keep up with the employability
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‘ industry. Hence an endeavor has been made by

\ the researchers to figure out the representative

retention procedures with unique reference to

Plagiarism Checker X - Report BPO’s in Hyderabad area. The organizations
Originality Assessment guarantee that their retention strategies are
PPN, A power ful and functioning effectively to counter the
i turnover issue, and subsequently givealegitimate
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retention. Various literary works had been
examined to analysethe e ementsthat are engaged
with inciting researcher’s expectation to leave a
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firm and afterward recognize the basic retention factors that could be useful to stop such impact.
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INTRODUCTION

Now that alot of things have done by an organizations to hold its employees, for what reason is
retention so significant?Isit just to decreasethe turnover costs? Indeed, the responseisan unequivocal no.
It’s not just the expense caused by an organization that stresses the need of holding employees yet additionally
theneed to hol d capableworkersfrom getting poached. The courseof worker retentionwill help an organization
intheaccompanyingways.

1. TheExpenseof Turnover: The expense of worker turnover adds a huge number of cash to an
organization’s costs. While it is hard to completely compute the expense of turnover (counting recruiting
costs, preparing expensesand efficiency misfortune), industry specialistsfrequently quote 25% of the
typical worker pay asamodest approximation.

2. Lossof Organization Information: Whenaworker leaves, hetakeswith him significant information
about the organization, clients, current undertakingsand previoushistory (in some casesto contenders).
Frequently much time and cash has been spent on theworker inassumption for afuturereturn. At the
point when the worker leaves, the speculation isn’t understood.

3. Interruption of Client assstance: Clientsand clientswork with an organization to somedegreedue
toindividuals. Connectionsarefostered that support proceeded with sponsorship of the business. At
the point when aemployeeleaves, the connectionsthat worker worked for the organi zation are cut off,
which could prompt potentia client misfortune.

4. Turnover PromptsmoreTurnovers. When an employeeleaves, theimpactisfelt al through the
organization. Organi zationsarefrequently expected to get amoveon. Theimplicit antagonism frequently
heightensfor theleftover staff.

5. Goodwill of the Organization: Thegenerosity of an organization iskept up with when theattrition
down ratesislow. Higher retention rates motivate potential employeestojoin the organization.

6. RegainingProductivity: Ontheoff chanceif an employeeleavesan organization, great measure of
timeislost in recruiting another worker and afterward preparing hinvher and thisgoesto thedeficiency
of the organi zation straightforwardly which numerous multipletimes dlipsthrough the cracks. And,
surprisingly, after this you can’t guarantee us of a similar effectiveness from the new worker.

Literature Review

Appropriate scheduling and working hourscanincreaseemployeeretention inthe I TESindustry (Zoeb-
Ur-Rahman, Syed ShadabAli, FarhanaHussain,2020). Most of the employeesin BPO sareretained dueto
thefollowing factors such as competitive compensati on, Encouragement and Recognition, well equipped and
safety environment, infrastructure, potentia talent and the prospectiveroles. If organizationisgoing to practice
thesefactors, theemployeeretentionispossible (S. Mohan, Dr. P. R. Muthuswamy, 2015). The quality of
work and thejob satisfaction arethe main factorswhich helpsan organization in retaining the employeesthere
within (K.R. SreeRekha, Dr.T.J. Kamdanabhan, 2013). Thedeclined patiencelevd of youngstersisthemgor
reason for attritionin BPO industry. Theattrition level in call centersis48% and anon-call center is26% -
28%. (Jain Vardhaman, 2018). Learning organization techniqueis one such method whichisnot used by any
company to retention empl oyees. Hence, the method advocatesthe organi zationsto usethisagaingt attrition.
Despitetheresult isunknown, thiswill beagood substitutefor the existing methods. (Dr. S. Yuvarg), S. Siva,
2018).
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Objectives of the Sudy
»  Toknow the factors leading to attrition in BPO’s.
»  Tofind out employee retention factors in BPO’s.
»  Tosuggest new ways of reducing employeeturnover.

Research Methodology

» Samplesize: 150.

»  Samplingmethod: Conveniencesampling.

» DataCollection M ethod: Questionnaire.

»  Toolsforandyss

1. Rank correletion.
2. Chi-squaretest.
Table1: Factorsto join aBPO sector
Factors Score (1000) | Rank
Career advancement 564 10
Interaction with various types of people 933 2
Personal achievements 745 9
Build communication skills 755 7
Client handling skills 853 4
Higher earnings 861 3
Better benefits 813 6
Great amenities 850 5
Work-life balance 750 8
Transport facility 935 1
(Source: Primary Data)
I ntepretation

Theabovetable 1 showsthat transportation facility isgiventhefirst preference by the respondentsto
decidetowork in BPO area, second justification for why respondentsliketo join BPO areaisthat it offersa
chancetoimpart moreindividua sat working environment, third motivationtojoin BPOishigh profit, fourth
positionisgivento client taking care of abilities, 5" rank isgiven to extraordinary conveniences. 6" rank is
givento better advantages, assemblerelational abilitiesisgiven seventh position, eighth positionisgivento
bal ance between seriousand fun activities, ninth positionisgiventoindividual accomplishmentsandthemost
un-rank isgivento great professiona success. Basically, thepresent ageliketojoin BPO areaisaresult of the
transportation officeinlack of weighty traffic to arriveat by open or own transportation.

Table2: Factors effecting for leaving BPO’s

Factors Score (1000) | Rank
Unsatisfied ambition 758 9
Rigid managerial practices 630 10
Workload mismatch 896 3
Quitside opportunities 934 1
Mission mismatch 895 4
Child care 897 2
Less than optimal work conditions 859 5
Lack of achallenge 762 8
Strict work environment 795 7
Odd working hours 802 6
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I ntepretation

The above table 2 showsthat the main reason why respondents|eave BPO sector isbecause of too
much hiring requirements from employersdesperateto fill job openings, 2™ reasonischild careat home,
work load mismatchisthe 3" reason, 4" rank iswork load mismatch, 5" reason islesser optimal working
conditions, odd working conditionsisgiven 6 rank, 7" rank isgiven to strict working conditions, 8" rank to
lack of challenge, 9th rank isto unsati sfied ambition and 10th rank isgivento rigid managerial practices. In
nutshell, the main reason to leave BPO sector istoo much of outside opportunitiesof jobs.

Table3: Response of respondentstowards providing opportunitiesfor career advancement

Satisfaction Level | Respondents(f) | Points(x) | F(x) Value | Value=fx/total number
No. of of respondents
Strongly Agree 65 4 260 1.733
Agree 36 3 108 0.720
Disagree 25 2 50 0.330
Strongly Disagree 24 1 24 0.160
Totd 150 2.940
Mean value 2.500

(Source: Primary Data)
I ntepretation
The abovetable 3 showsthat the respondents agree that they aremoreintrinsic to work if the career
opportunitiesare provided to them. It isclearly known that from thetable, that the calculated value 2.94 is
greater than norma meanvalue.
Table4: Respondents opinion towards Empowerment

Satisfaction Level | Respondents(f) | Points(x) | fx Value | Value= fx/total number
No. of of respondents

Strongly Agree 62 4 248 1.24

Agree 45 3 135 1.20

Disagree 25 2 50 0.33
Strongly Disagree 18 L 18 0.12
Total 150 2.89

Mean value 250

(Source: Primary Data)
I ntepretation
The abovetable 4 showsthat the respondents agree that they feel good when they are empowered at
work place. Itisclearly knownthat from thetabl e, that the cal culated value 2.89 isgreater than norma mean
vaue
Table5: Respondents opiniontowardsflexibleworking environment

Satisfaction Level | Respondents(f) | Points(x) | fx Value | Value=fx/total number
No. of of respondents
Strongly Agree 97 3 291 194
Agree a2 2 84 0.56
Disagree 11 1 11 0.07
Strongly Disagree 0 0 0 0
Tota 150 250
Mean value 2.50

(Source: Primary Data)
I ntepretation

The abovetable 5 showsthat the respondents agree that they feel good when they have aflexible
working environment. It isclearly known that from thetabl e, that the cal cul ated value 2.5 isequal to normal

meanvaue.
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Table 6: Reationship between age and satisfactionlevel Hypothesis
Hypothess: thereisno significant rel ationship between ageand satisfaction level

Age High | Medium | Low | Total
Below 25 64 38 17 119
25-30 8 12 6 26
30-34 1 2 1 4
Above 35 0 1 0 1
Total 73 53 24 150

(Source: Primary Data)
Chi-squaretesty2= > (EOE) 2/E
Degreesof Freedom: 6
Caculated Valuey2: 7.37
Table-value: 12.592

I ntepretation

Theabovetable6 indicatesthat calculated value (7.37) islesser than the table value (12.592) at 5%

leved of sgnificance. Thereforeframed null hypothesisisaccepted. Hencethereisno significant relationship
between theageand satisfactionlevd.

Table7: Relationship Between Monthly IncomeAnd Satisfaction Level

Hypothesis Thereisno significant relationship between the monthly incomeand satisfaction leve.

Monthly Income | High Medium Low | Total

10000-25000 2 4 12 18
25000-30000 15 23 4 42
30000-40000 13 28 17 58
40000-50000 11 13 8 32
Totd 41 68 41 150

(Source: Primary Data)
Chi-Square Test 2 =2 (O -E) 2/E
Degreesof Freedom: 6
Calculated Valuey 2: 22.32673
Table-value: 12.592

I ntepretation

Theabovetable7 indicatesthat calculated value (7.37) islesser than the table value (12.592) at 5%

leved of significance. Thereforeframed null hypothesisisaccepted. Hencethereisno significant relationship
between the monthly incomeand satisfaction leve.

Findings

>  12% of therespondents earns between Rs.10000-25000 every month.

»  Majority of today’s generation prefer to join BPO sector is because of the transport facility which is
easy to reach to work placesfrom remote areas and a so dueto trafficin road transportations.

»  Mgority of therespondents say, the main reason to leave BPO sector isdueto more opportunities
outs dethe organi zation.

»  Magority of the respondents agree that there were no recognition of achievements.

» Maority of therespondents agree that thereisan opportunity for morejobsoutside.

»  Mgority of therespondents agreethat there shoul bean empowerment inthejob which makesfed job

Security.
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»  Mgority of therespondents agreethat aflexibleworking condition motivatesthem.

» Itisfoundthat thereisno significant rel ationship between the gender and satisfactionleve.

»  Itisfoundthat thereisno significant rel ationship between theageand satisfaction level.

»  Thereisasgnificant relationship between the educationa qualification and satisfactionlevel.

»  Thereisasignificant relationship between monthly incomeand satisfactionlevel.
Suggestions

Therearevariousstrategiesfor retaining employeesinthe organization, which will increesemordeand

reduce agent churn. Theseinclude:

1.

Boost Faithfulness: You needto pay individuasenoughto taketheissue of cash off thetable. Inthis
way, aswell asrefreshing your general remuneration bundle, consider offering employeesone-time
rewards, assisting them with settling their understudy |oans, and furnishing them with telecommute
payments. An additiona advantageof re-evening out pay isthat it offersyou achanceto distinguishand
addresspay imbaancesfor ethnic minoritiesand ladies, induding momsof smal kids. Weareadditiondly
seeing a few organizations offering “boomerangs,” which are bringing back individuals who have as of
latewithdrawn by proposing to quickly vest theminlong haul pay plans.

GivePotential Chancesto Develop: Imagineyour best individua sjust submitted their acquiescence
takes note. How might you alter their perspectives? Ask them, “In the event that you could shape a
truly amazing job here what might it be?” Then, at that point, search for ways of getting it going. Ground
breaking organi zationshave been doing retention interviewsfor aslong asmonths asking every worker
what it would takefor themto remain.

A hugeindicator of whether employeesarelocked inisthe means by which excitedly they answer the
inquiry, “Takes care of my business take full advantage of my abilities?”” so, show current workers that
you esteem them consi derably morethan possiblefresh recruitsby giving them new chancesto develop
and progress. Laborersare ravenousfor thisdemonstration of approval.

Lift your Motivation: Design is the ageless explanation that your association exists. It’s the explanation
individual sjoin and decideto remain. Examination showsthat infiercetimesafaithinthething an
organization isattempting to accomplish issignificantly more significant than in calmer periods.
Demonstrate to workers that there’s something else to your association besides the reality. Furthermore,
don’t simply talk reason; use it to shape what you do and how you make it happen.

Focus on Culture and Association: Set your work to the side and make time to organize and
construct organization with and among your kin. Not exclusvey will thishardentheir rel ationship with
your association, yet my examination during the Coronavirus pandemic showsthat socia association
likewise decidedly affects efficiency. My Coronavirus period overview information show that both
blue-and middle class laborers all over the planet put a higher need on having a “great connection with
colleagues” than on numerous other work credits.

Put Resour cesinto Dealingwith your Workersand their Families: Give psychol ogical wellness
assets, recognizetheindividua penances everybody has made during the pandemic, assist guardians
withlittleyoungstersby giving or financing day care, and givemoretook care of time. Without adoubt,
afew representativeswill require morethan others. So? Do whatever isexpected to deal with them.

EmbraceAdaptability: Theeventud fate of work will be giving adaptable workplaces concerning
place, time, expected set of respong bilities, and vocation ways. Embraceit. Even better, haveemployees
structure groupsto maketheir fate of work. Assuming individual sassist with building their fantasy
home, they’ll need to reside in it.

Furthermore, discussing adaptability: relax on “capabilities.” Consider employing competitors who
don’t exactly accommodate your profile; in the event that they have 75% of what you’re searching for,
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snatch them. With theright mentdity and backing, individua swho missthemark on paper canredize
where’s going wrong.

We don’t need to surrender to the unfilled seats and a proceeding with tide of renunciations. Definitive
activity’s required, and it’s required at this point.

CONCLUSION

Hyderabad isthe T center point of our country. Investigating attrirtion, the city needsto set up its
essentid framework and proposition, better availability to draw in additiond players. However today retention
has become key device for progress yet retention in BPO areain Hyderabad has turned into adifficult
situation for theareaaswhittling downison the ascent because of different reasons bossought to concern
individuas. Retention hasturned into avita test for the BPO businessand how it must be overseeninsaving
adtaticlabor forcein theorganization for amoredrawn out rendition of the game. With retention onthecard
the organi zation can save specul ation on enrol Iment and can turn it as cost viability. Asthe val uable open
doorsarewidefor theemployeesof BPO, thewhittling downrateisextremely high; except if theorganization
does whatever it may take to hold the workers the pace of steady loss can’t be limited. So it is in the
possession of the organi zation to shield theimportant workers. Research saysthat alarge portion of the
empl oyees pass on an association due to move office because of the traffic on the streetsaswell asthe
vocation vauableopen doorsoutside.

At times|ow compensation, absence of devel opment possi bilitiesand inspiration propel aworker to
search for achange. The administration should attempt itslevel best to hold those workerswho aretruly
sgnificant for theframework and areknownto be successful supporters. Itistheobligation of thelinesupervisors
aswell asthe administration to guarantee that theworkers are happy with their jobs and obligationsand the
occupation isoffering them another test and learning cons stently. In the current Situation, recogni zabl e proof
of employeeretention hasturnedinto acritica component. Inthisstudy it isseenthat asalarge portion of the
employeesin BPO sare held because of the accompanying elements, for example, cutthroat remuneration
and advantages, consol ation and acknowl edgment, exceptiond and wellbeing dimatefor working, conveniences,
and transport office. On the off chance that association will rehearse these variables, the representative
mai ntenanceisconceivable.
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