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ABSTRACT

The transition of work from ‘Industrial age’ to ‘Information age’ can be well seen by the growth
of the fast-paced Business Process Outsourcing (BPO) industry across the world. 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
display lack of commitment towards their organization and are more likely to quit than the
employees at the higher level of hierarchical ladder. Thus, the present study has amalgamated the
concept of Organizational commitment (OC) and Turnover Intentions (TOI) of employees in the
BPO sector. It is aimed at discovering the relationship and impact of Organizational commitment
on turnover intentions of BPO employees’ gender-wise and on overall sample. The results
indicated that turnover intentions of BPO employees have a moderately high negative correlation
to the Organizationalcommitment for males, the moderate negative correlation for females and
moderate negative correlation for the overall sample and Organizational commitment is a

significant negative predictor of turnover intentions of the employees.

Page | 4713 Copyright © 2019Authors



THINK INDIA (Quarterly Journal)

ISSN:0971-1260

Vol-22-1ssue-4-October-December-2019

KEYWORDS: Organizational Commitment, Turnover Intentions, Business Process Outsourcing,

BPO employees.

1. Background

India has become a major resource for outsourcing talent to organisations around the world over
the past few decades. The BPO / ITES field has grown at a fast paceand the reasons being low
cost, language skills, technical expertise and support from the government of India. However, the
exponential increase has resulted in a number of HR problems.Retention of employees has
become a major concern for organizations worldwide, but India's BPO / ITES sector is
predominantly impacted by its low retention and high turnover(Sulakshnaet al, 2013). The BPO
industry reduces discretion by adopting more standardized and routine workflow adoption (Batt,
2002; Batt & Moynihan, 2002). As a result, this scenario lowers the commitment of employees
and increases the corresponding level of job attrition in this industry (Taylor & Bain, 2005;
Sulakshnaet al, 2013). While it may seem like a very favorable environment for setting up a BPO
operator, turnover has become major challenges facing the fast-paced industry, turnover has
become a major problem faced by rapidly changing industry (Budhwaret al 2006).Global
research shows that call centers in India experience a 40 percent turnover rate in comparison to
the world average of 20 percent, withnearly 60 percent of employees having worked for not more
than a year in their organisation (Holman et al., 2007). For this purpose, this study has taken

Organisational commitment a major antecedent of turnover intentions.

1.1 Organisational Commitment (OC)

Organisational commitment is viewed as an attitude toward an organisation that is based on
exchange. The commitment of an organisationis reflected in the perception of the exchange
relationship that exists between individuals and organisations. (Knippenberg &Sleebos, 2006).
Commitment is usuallydefined as an attachment or identification with the organisation (Mathieu
and Zajac, 1990)towards Organisational goals and values, emotional response to the organisation

(Cook and Wall, 1980). It is a force that is stable or obligatory and leads to behavioral directions,
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such as binding individuals into specific action or sequence of actions (Meyer &Herscovitch,
2001; Flint, 2013). The conceptualisation of Organisational commitment focuses primarily on a
single dimension of the construct, with commitment either being defined as the evaluation of the
costs associated with quitting (Becker, 1960) or an emotional attachment to the organisation
(Mowday et al., 1979; Flint, 2013). Being commitedto the values and goals of the company
diminishes the thought of quitting the organisation(Mowday, Porter, & Steers, 1982). Employees
displaya great deal of Organisationalcommitment that usually declines slowly in the coming
years. It has been observed that the when an organisation shares its expectationswith the
employees, employees feel a sense of belongingness and hence, their commitment towards the
organisationincreases (Hartmann and Bambacas 2000).

1.2 Turnover Intentions (TOI)

Turnover has often been a topic of extensive study among Organisational scholars for a long
time and is related to employees act of withdrawal from the organisation(Hinshaw & Atwood,
1984). Turnover is expensive (Hinkin& Tracey, 2000), and despite the downfall of economy
andshortage of labor, major industries around the world have highlighted the significance of
retaining the key employees for its success (Holtomet al., 2008). Turnover is defined as both an
Organisational and individual phenomenon (Hinshaw & Atwood, 1984). Turnover intention has
been identified as the forerunner for turnover behavior (Mobley et al., 1978; Tett& Meyer,
1993).1t is basically an intentions or thoughts about leaving a job (Simonat al, 2010).Intentions
to leave an organisationcan be a result of an emotional responses to specific Organisational
conditions. It is considered to be the final step in the decision-making process, where employee
quits and look for alternate greener pasture (Tett& Meyer, 1993). Employees’ intention of
leaving the job involves a complete thought of quitting from the job. An effective strategy to
combat the problem of turn over lies in the identification of causes related to employee quitting a
job. The important contributors of turnover are various job stressors, dissatisfaction with
job(Moore, 2002), absence of commitment to the organisation (Greenhaus and Beutell, 1985;
Kahn et al., 1964; Leong et al., 1996; Peters et al., 1981). It has been observed that with increase
in voluntary turnover the firm performance greatly declines resulting in unfruitful Organisational
outcomes (Glebbeek and Bax, 2004).
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2. Operationalizing OrganisationalCommitment& Turn Over Intentions

Various researchers conceptually linkOrganisational commitment to turnover and absenteeism
(Mobley et al.,, 1979; Steers & Rhodes, 1978). It has been empirically justified that
Organisational commitment is an important predictor of turnover (Blau& Boal, 1987).Being
identified as a predictor of turnover, Organisational commitment has accounted for as much as
34 percent of the variance (Hom, Katerberg, & Hulin, 1979) and as little as 3 percent (Michaels
& Spector, 1982). The inconsistency in the results from previous studies may be due to three
possible reasons: (a) the way Organisational commitment has been conceptualized and
operationalized (Steers & Porter, 1983), (b) the way turnover has been conceptualized and
operationalized (Price, 1977), or (c) the sampling and measurement errors or a restriction of
range (Hunter, Schmidt, & Jackson, 1982;Blau& Bola,1987). Committed employees generally
do not wish to leave their workplace(Workman and Bommer, 2004). As long as the organisation
meets employee expectations and builds their career, the employee will continue to respond by

showing greater commitment and less turnover intention (Chen et al., 2004).

3. Need for the study

On the basis of literature review, it has been identified that most research in the area is
descriptive in nature (Budhwar et al., 2006; Taylor & Bain 2005) or based on surveys involving
top level management executives (Batt et al, 2005). Very few researches have been identified in
BPO sector have been studied (Sulakhshna et al, 2013).

No study has tried to identify the relationship between Organizational commitment and turnover
intentions in relation to gender or the type of BPO’s. Because of the fast growth of the Indian
BPO sector and the resultant influence on the global economy, it is important to highlight the

impact of Organizational commitment on turnover intentions of employees.

4. Objectives
1. To find out the significant relationship between ‘Organizational Commitment’ and

“Turnover Intentions’ among males, females and overall BPO employees.
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2. To assess ‘Organizational Commitment’ as significant predictor of “Turnover Intentions’
for males, females and overall BPO employees.
5. Hypotheses

Hol- There is no significant relationship between Organizational Commitment and Turnover
Intentions among male BPO employees.

Ho2- There is no significant relationship between Organizational Commitment and Turnover
Intentions among female BPO employees.

Ho3- There is no significant relationship between Organizational Commitment and Turnover

Intentions among overall BPO employees.

Ho4- Organizational commitment is not a significant predictor of Turnover Intentions for

male BPO employees.

Ho5- Organizational commitment is not a significant predictor of Turnover Intentions for

female -BPO employees.

Ho6- Organizational commitment is not a significant predictor of Turnover Intentions for

overall BPO employees.

6. Methodology

6.1.Participants and procedure

The study sample consisted of BPO employees from top 10 BPO’s (listed by NASSCOM). Out
of 500 questionnaires distributed, 281 completely filled questionnaires were finally used for
analysis. The response rate for the questionnaire was relatively good: 56.2 percent (N=281). Out
of the 281 employees, 64.4 percent were male and 35.6 percent female. Respondents were
restricted only to low- and middle-level employees, where the attrition is highest. The types of
BPO comprised of seven types defined by market line. Table.1 shows the profile of the
respondents.

Table 1: Profile of the Respondents (N = 281)
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Frequency Percentage Cumulative
Percentage

GENDER
Male 181 64.4 64.4
Female 100 35.6 100
Total 281 100
TYPES OF BPO
CRM BPO 53 18.9 18.9
Finance & Accounting BPO 39 13.9 32.7
HR Outsourcing BPO 40 14.2 47.0
KPO 39 13.9 60.9
Procurement BPO 46 16.4 77.2
Vertical Specific 42 14.9 92.2
(BFSI & Healthcare)
Others 22 7.8 100.0
Total 281 100.0

6.2.Measures
A five-point scale was used for all constructs to measure respondents’ levels of agreement with
each statement (1 representing strongly disagree to 5 representing strongly agree).The
questionnaire comprised of two sections. The first section was concerned with the demographic
profile of the respondents while the second section comprised of items relating to Organizational
commitment and turnover intentions.
(1)  Organizational Commitment Questionnaire: The questionnaire was adapted from
Organization commitment scale developed by Mowdayet al (1979). The adapted scale had 7
items and the reliability/ Cronbach alpha of the scale was 0.895.
(i)  Turnover Intentions Questionnaire: The questionnaire was adapted from Turnover
intention scale developed by Mobleyet.al. (1978). The adapted scale had 3 items and the
reliability/ Cronbach alpha of the scale was 0.808.
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6.3.Statistical Analysis
To arrive at the pertinent analysis, the collected data was put to statistical analysis using SPSS
package. The tools employed to test the drafted hypothesis for analysis included correlation and

regression analysis.

7. Results analysis and interpretation

Table 2: Correlation between OC and TOI among male Employees

) Organisational Turnover

Variables _ _
Commitment Intentions
Organisational -
) 1 -.613
Commitment
Turnover -
. -.613 1

Intentions

p<.05", p<.01”, p<.001”" One-Tailed.

The Organisational Commitment is negatively related (r =-.613, p< .01) with turnover intentions
among male BPO employees. Therefore, the null hypothesis Hol stands rejected, depictinga

moderately high negative correlation between the tested variables for male employees.

Table 3: Correlation between OC and TOI among female Employees

) Organisational Turnover
Variables . )
Commitment Intentions
Organisational -
) 1 -.476
Commitment
Turnover .
Intentions

p<.05,p<.01", p<.001" One-Tailed.
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The Organisational Commitment is negatively related (r = -.476, p< .01) with turnover intentions

among female BPO employees. Therefore, null hypothesis Hy2 also stands rejected indicating a
moderate negative correlation among the tested variables.

Table 4: Correlation between OC and TOI among overall Employees

) Organisational Turnover

Variables . .
Commitment Intentions
Organisational -
. -.567
Commitment
Turnover .
) -.567 1

Intentions

p<.05,p<.01", p<.001" One-Tailed.

The Organisational Commitment is negatively related (r = -.567, p< .01) with turnover intentions
among overall BPO employees. Therefore, null hypothesis Ho3 is not supported pointing a
moderate negative correlation among the Organisational commitment and turnover intentions of

overall sample.

Table 5: Organisational commitment as the predictor of turnover intentions for males.

Predictor R R B B F df P

Organisational
] (Model Y= a+pX)
Commitment

Hk

613° 375 -310 -613 107514 (1,179) .000"

Constant (a) 17.416

Note.*p < .05, **p < .01, ***p < .001

Predictors: (Constant), OrganisationalCommitment,
Dependent Variable: Turnover Intentionsy
Regression Coefficient (5)

Organizational commitment was considered as predictor and Turnover Intentions as a criterion to

develop a regression model for male BPO employees. Organizational commitment fulfilled the
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criteria and a significant amount of variance in Turnover Intentions was noted, R*= .375, F
(1,179) = 107.514, p < 0.001. It can be inferred that Organizational commitment explained 37
percent of the variance in Turnover intentions of male employees. Hy4- Organizational
commitment is not a significant predictor of Turnover Intentions for male BPO employees is
rejected. It can be concluded that Organizational commitment is a significant negative predictor

of Turnover Intentions for male BPO employees.

Table 6: Organisational commitment as the predictor of turnover intentions for females.

Predictor R R B B F df P

Organisational
] (Model Y= a+pX)
Commitment

Hk

A476° 226 -.269 -476 28681  (1,98) .000

Constant (a) 16.779

Note.*p < .05, **p < .01, ***p < .001

Predictors: (Constant), OrganisationalCommitment,

Dependent Variable: Turnover Intentions,

Regression Coefficient (5)

Organisational commitment was considered as predictor and Turnover Intentions as the criterion
to develop a regression model. Organisational commitment passed the criteria and a significant
amount of variance in Turnover Intentions was noted, R*= .226, F (1, 98) = 28.681, p < 0.001. It
can be inferred that Organisational commitment explained 22 percent of the variance in Turnover
intentions of female employees. Ho5- Organisational commitment is not a significant predictor of
Turnover Intentions for female BPO employees is rejected. It can be concluded that
Organisational commitment is a significant negative predictor of Turnover Intentions for female

BPO employees.

Table 7: Organisational commitment as the predictor of turnover intentions for overall sample.

Predictor R R’ B B F df P

Organisational
] (Model Y= a+pX)
Commitment
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FkKk

567° 322 -.297 -.026 132.430 (1,279) .000

Constant (a) 17.228

Note.*p < .05, **p < .01, ***p < .001

Predictors: (Constant), OrganisationalCommitment,
Dependent Variable: Turnover Intentionsy
Regression Coefficient (5)

Organisational commitment was considered as predictor and Turnover Intentions as criterion to
develop a regression model. Organisational commitment passed the criteria and a significant
amount of variance in Turnover Intentions was noted, R*= .322, F (1,279) = 132.430, p < 0.001.
It can be inferred that Organisational commitment explained 32 percent of the variance in
Turnover intentions of overall employees. Ho6- Organisational commitment is not a significant
predictor of Turnover Intentions for overall BPO employees is rejected. It can be concluded that
Organisational commitment is a significant negative predictor of Turnover Intentions for overall

BPO employees.

8. Discussion

The purpose of the present investigation was to analyze the relationship between Organisational
Commitment and Turnover Intentions among male, female and overall BPO employees and also
to analyze Organizational commitment as a significant predictor of Turnover Intentions for BPO
employees’ gender wise and in total. The first objective was fulfilled and results indicated that
turnover intentions of BPO employees have moderately high negative correlation to the
Organizational commitment for males, moderate negative correlation for females and moderate
negative correlation for overall sample. The second objective tested the Organizational
commitment as the predictor of turnover intentions. On the basis of the results it can be stated
that Organizational commitment is a significant negative predictor of turnover intentions of the
employees. A 37 percent, 22 percent and 32 percent of variance in turnover intensions can be
explained by Organizational commitment in males, females and overall sample respectively,
while the rest of variance in turnover intentions are due to unexplained factors not known in the
present study. On the basis of this study it can be clearly elucidated that, when the Organizational
commitment in BPO employees is high, then the turnover intentions will be low and vice-versa.
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