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countries, and particularly in the outsourced sector where
labour conditions are harsher, the figure is much higher.
Irish outsourced call centres turnover rates are 35 per cent
per year; United States at 36 per cent. In India official
figures are 30-40 per cent, but other estimates are closer to
75 per cent [9].

Abstract—The aim of this research is to investigate the
nature and extent of job related factors on job satisfaction for
customer service representatives (CSR’s) in five Australian
call centres. Using quantitative methods, the study found that,
CSR’s perception of fairness, equity and relevance of
monitoring practices, together with a participative work
environment and flexible work practices are the most
important contributors to job satisfaction. The findings also
suggest that satisfaction levels for inbound CSR’s is
significantly higher than outbound sales, and blended
approaches.

II LITERATURE REVIEW
The literature suggests that work roles that are designed
to suit principles of ‗economic rationalism‘ (the
maximisation of profit by minimising costs) can lead to
negative effects on employee job satisfaction. The impact
on the worker role has implications for employee well being
and the financial viability of the call centre.
Empirically based job satisfaction research within the call
centre environment has been limited to only a few studies.
Lower perceived levels of job satisfaction has been
associated with low job commitment [7], lower job
performance and higher absence frequency [6], higher
turnover intent [10] and higher rates of turnover [11].
Perceived fairness of payment system, the adequacy of
training and usefulness of performance appraisal system has
been positively associated to job satisfaction [12],
promotional opportunities, control over skill use,
distributive justice, supervisory support, social interaction,
autonomy and training [13]. To date there has been some
limited empirical investigation of determinants or prediction
of what constitutes (job satisfaction) however there has been
little consistency about measures and models [14].
Reference [13] made a comparative analysis of
Australian and Indian Call centres and identified a
predominance of transactional based, low discretion call
operations There has also been considerable debate over the
links between HR policy and organisational performance,
which has been based on the distinction between two
particular approaches, ‗best fit‘ and ‗best practice‘
perspectives [2]. Reference [12] argue that performance is
maximised when the HR practices are consistent with the
business strategy. Noting the absence of other more
comprehensive models in the literature, the author adapted a
version of an existing model in this study to predict factors
related to job satisfaction [15].

Index Terms—Blending, outbound, inbound, outsourced,
Structural Equation Modelling.

I

INTRODUCTION

Reference [1] defines call centres as ―a dedicated
operation in which computers utilising employees receive
inbound or make outbound telephone calls‖. It is expected
that the definition of call centres will change as technology
and organisational structures advance [2]. The
characteristics of call centre work have been identified by
researchers as often including intense monitoring, repetition
and a focus on quantitative output at the expense of quality
customer service and employee well-being. The extant
research suggests that call centres are not all managed the
same and diversity exists amongst managerial control
mechanisms and so too employee responses to these control
mechanisms. Research related to call centres‘ preoccupation
with panoptic extrapolations and suggestions of
stereotyping of all call centres using ‗sacrificial HR‘
strategies as the norm has been refuted to a large extent [3][4].
Australia has experienced exponential growth of call
centre operations, with similar trends reflected overseas. It
is estimated that there are some 4,000 call centres that
employ around 250,000 employees [5]. This equates to 1.4
per cent of the Australian workforce and represents the
second largest percentage of a country‘s workforce in call
centre employment, [6]. It is estimated the industry
contributed over $15 billion in value a year with $9.1 billion
of this in wages and other HR expenses [5]-[7]. According
to a recent global study, [8] call centres tend to lose a fifth
of their employees on average every year, but in some
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RESEARCH PROBLEM

The main purpose of this research is to investigate the
nature and extent of job related factors on job satisfaction of
CSRs. The primary research question arising from the
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national and international, in-house, outsourced. Five call
centres agreed to participate in the survey. The
questionnaires for this study were distributed using random
and snowball sampling techniques .The final sample
included respondents from metropolitan Melbourne call
centres within the state of Victoria. Questionnaires were
completed and were returned by mail to a specific post
office box address in a self-addressed reply paid envelope to
ensure anonymity and confidentiality. Of the 246
questionnaires distributed for this study, 210 were returned
and 5 incomplete questionnaires were discarded giving a
response rate of 83%.

research, the literature review is: What are the factors that
contribute towards CSR‘s perception of job satisfaction?
The secondary research questions arising from the
literature review are:
1) How does electronic performance monitoring affect job
satisfaction
2) How does work environment affect job satisfaction
3) How does flexibility affect job satisfaction
4) How does Performance Management System & HR
affect job satisfaction
5) How do job benefits affect job satisfaction
Based on the above research questions the following
hypotheses have been developed:
H1 Job Benefits are positively associated with Job
Satisfaction
H2 Performance Management is positively associated to
Job Satisfaction
H3 Employees‘ Control of Environment is directly and
positively associated with Job Satisfaction
H4 Monitoring is directly and positively associated to Job
Satisfaction
H5 Flexibility is directly and positively associated to Job
Satisfaction

IV

V

RESULTS

Exploratory factor analysis was initially utilized to
investigate the underlying structure of the relatively large
set of variables (39 variables) contained within the study.
After an oblimin rotation nine factors emerged explaining
67% of the variation. Four of these factors corresponding to
job satisfaction (9 items), Monitoring (5 items),
Environment (6 items) and Flexibility (5 items) were the
main ones that the remaining five factors were poorly
represented with only one item having a loading above 0.40
in each case. Fig. 1 shows, after removing these items and
items with low loadings, the four factors were tested for
validity
using
Confirmatory
Factor
Analysis.

METHOD

After approaching some twenty call centre companies of
different sizes, industries including private, public, local,

Job Satisfaction (chi-square = .85, df = 2, p = .652, RMSEA = 0, GFI = .998)
Fig.1. Confirmatory factor analysis

Based on the findings from Pattern and Structure Matrix
the 13 items are presented together with Cronbach Alpha‘s
for factors. The relatively high Cronbach alpha coefficients
indicate satisfactory internal consistency and reliability the
four factors.
Job Satisfaction Items: Overall I am satisfied with my job;
This organization encourages creative & innovative thought
This organization provides more than adequate work
conditions; This organization provides more than adequate
benefits; Cronbach Alpha 0.893.
Monitoring items: Performance monitored by calls
waiting & times; Performance monitored by the number of
call drop offs Performance monitored by rigid quotas per
shift. Cronbach Alpha 0.888.
774

Environment items: I feel I am permitted to be involved
in decisions that affect my work; Management & team
leaders deal with any problems as they arise; I am kept fully
informed of management & other changes related to my
work; Cronbach Alpha., 0.936.
Flexibility items: I‘m given the flexibility to chose
starting/finishing times, shifts & time-in-lieu; My employer
allows me the flexibility to chose full-time, part-time, casual
or contract basis; I‘m given the flexibility to chose the type
of work/variety, different projects & duties. Cronbach
Alpha, 0.821.
A second Exploratory Factor Analysis of the remaining
13 items was conducted, which explained 65% of the total
variance.
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TABLE I: FACTOR CORRELATION MATRIX FOR EFA

H4 Monitoring is directly and positively associated to Job
Satisfaction
H5 Flexibility is directly and positively associated to Job
Satisfaction
The results of the SEM in this study indicate that
employer monitoring had a negative relationship to job
satisfaction. This is consistent with the findings of an
empirical study of job satisfaction in U.K. call centres [15].
Unlike the other factors explored and their relationships the
higher the perception of CSR‘s to the intensity of employer
monitoring the more negative the relationship to overall job
satisfaction. The results of the SEM conducted in this study
indicate that the environment factor had a direct positive
relationship to job satisfaction.

Correlations
satisfaction

flexibility

enviro

monitor

Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N
Pearson Correlation
Sig. (2-tailed)
N

satisfaction
1

flexibility
.631**
.000
205
205
.631**
1
.000
205
205
.648**
.613**
.000
.000
205
205
-.495**
-.417**
.000
.000
205
205

enviro
monitor
.648**
-.495**
.000
.000
205
205
.613**
-.417**
.000
.000
205
205
1
-.516**
.000
205
205
-.516**
1
.000
205
205

**. Correlation is significant at the 0.01 level (2-tailed).

B. Descriptive Analysis for Demographic Variables
The MANOVA results for the four factors (satisfaction,
monitoring, environment and flexibility) based on
comparison of groups.

The confirmatory factor analysis models (measurement
models) were arranged sequentially as per the conceptual
model in Fig. 2. Chi-square = 91.149, df = 60, p 0.06,
CMIN/DF = 1.519, GFI = .936, RMSEA = .050, CFI =.985.
A good fit, this model explains 66% of the variation in job
satisfaction.

TABLE II: MANOVA ANALYSIS FOR DEMOGRAPHIC VARIABLES

TABLE III: COMPARISON OF MEANS FOR AREA OF WORK

Fig. 2. Simple SEM regression model

A. Testing of Hypotheses
The initial 5 hypotheses were reduced to 3. The two
hypotheses which were eliminated (and hence rejected)
during the first exploratory factor analysis, were:

H1 Job Benefits are positively associated with Job
Satisfaction
H2 Performance Management is positively associated to
Job Satisfaction
Hypotheses Testing using the Simple SEM regression
model:
H3 Employees‘ Control of Environment is directly and
positively associated with Job Satisfaction

Table III above illustrates that satisfaction is highest for
customer service inbound. This is associated with higher
flexibility, a better environment and less monitoring than is
the case for direct sales outbound. The satisfaction and
monitoring effect sizes are moderate, while the flexibility
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environments. Ignoring these factors eventually lead to
further problems such as sacrificial customer service
strategies.

and environment effect sizes are slightly smaller. Where
blending is part of the CSR role (inbound & outbound)
satisfaction levels are also lower. Direct sales outbound and
blended operators are monitored on quantitative and
qualitative criteria, there is pressure to sell and higher levels
of customer abuse and rejections which could relate to
lower job satisfaction rates. An important finding from the
invariance testing is that monitoring does not have a
significant negative impact on job satisfaction, in the case of
business services (p=.230) but it does have a negative
impact on job satisfaction in the case of services/retail
(p=.003). This could be attributed to the lower levels of
monitoring experienced in the business services sector.
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