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Abstract 

Call Centres represent one of the fastest growmg industries today. In a competitive 

business environment the service delivered by Call Centre operators needs to be quantified 

and this is achieved through Electronic Performance Monitoring (EPM). This study 

considered the effects of EPM, and related factors such as job control, task complexity, 

performance, goal-setting and feedback, on the job satisfaction, organisational commitment 

and work stress, of Call Centre operators. The impact of these factors on staff turnover, 

which media reports suggest is very high for many Call Centres, was also considered. A 

total of 388 participants (265 females, 123 males) completed a voluntary self-report 

questionnaire. All participants were Call Centre operators who were working in one of 27 

call centres across Australia in a variety of industries, including Banking & Finance, IT, 

Employment, Insurance and Telecommunications. All operators were working in an 

electronically monitored environment. Regression and path analyses revealed age, that is 

younger employees, and job dissatisfaction to be the only variables that predicted staff 

turnover. A positive perception of EPM was predicted by a positive perception of both 

goal-setting and feedback. It was concluded that while staff turnover was high in the 

current sample, it was not associated with perceptions of EPM, and other factors appeared 

to be more important. 
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Chapter 1 Introduction 

1.1 Overview 

Call Centres are one of the fastest growing industries today. This growth stems from the 

fact that the way businesses are operating is changing. Faster, more streamlined, 

procedures are becoming the norm. The growth of the Call Centre and the move away 

from more traditional business communication has been a worldwide movement. For many 

organisations the Call Centre is becoming the main point of contact between the customer 

and the organisation; an operator communicates with the customer by telephone in a 

structured way, specified by the organisation, and often preceded by a recorded message 

and a queuing process that guides the caller to the source of the required information. Call 

Centres represent a dramatic change from the face-to-face, over the counter, service that 

has been typical of most organisations up to this time. 

The Call Centre has grown out of an economic need to provide customer service in a fast 

and cost-effective way. It is intended that these services be provided in a customer-friendly 

manner; however, this is made more difficult by communication processes that are tightly 

scripted and timed and often monitored by a supervisor. These business operations have 

also been affected by the deregulation and globalisation of commerce, which has meant that 

organisations have been accessing an ever-widening market. Improved technology has also 

meant much greater flexibility in where the larger Call Centres can be located. The cost of 

the business location and the labour force in that particular region have become added 



factors for the organisation to consider (Department of State Development, Tasmania, 

1999; New South Wales Government Department of State & Regional Development, 

1997). 

A reported problem associated with Call Centres is the difficulty in retaining staff. An 

Australian media report stated that almost 2 out of 5 Call Centre operators would leave 

their employment within the first year ("Counter Unproductive," 1999). Rallis, Call Centre 

Recruitment Specialists, reported turnover to be at the rate of 29.5% in their 1999/2000 

survey and the latest in their series of annual surveys reported staff turnover to be at 33% 

(Rallis Call Centre Recruiting Specialists, 2000/2001). This research supports the view that 

staff turnover is an issue within the Call Centre environment. 

High staff turnover appears to be a worldwide problem for Call Centres. Turnover rates in 

British Call Centres have been reported to average 22%, and range as high as 50%, and 

staff replacement costs have been high ("Staff Turnover is Costly," 2000). Ireland has also 

experienced high levels of staff turnover in Call Centres, averaging 30% and it is reported 

that many young people regard the work as only temporary ("Ireland, Europe's Call Centre 

Capital," 2001). 

While staff turnover is an issue that affects most organisations, reports suggest that the 

figure across other industries is in the vicinity of 10%. The CPA Small Business Survey 

reported that staff turnover was 10% per annum for 75% of the businesses surveyed 

("Small Business," 1999). A report by Recruitment Solutions stated that staff turnover for 

business support staff in companies averaged 11 % for the two year period ending 1998 

(Recruitment Solutions, 2000). Recent New Zealand research reported in Computerworld 
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and conducted by the University of Auckland (Greenwood, 2001) is in line with these 

figures, reporting general staff turnover of 10%. These figures are markedly lower than the 

rates reported for Call Centres. 

Work pressure was identified as a key issue in a survey of 658 Call Centres conducted by 

the Australian Services Union (ASU). Analysis of the survey results by Monash 

University's Key Centre for Industrial Relations found that 50.7% of staff who responded to 

the survey described themselves as "very stressed". As well, 87.5% of the respondents 

stated that stress was a workplace issue. In her official report on the survey, the Australian 

Council of Trade Unions President, Sharan Burrow, referred to the "extraordinary pressure" 

placed on staff. She commented that "Instead of focusing on the needs of staff and 

customers, Call Centre employers have a 'Big Brother' obsession with call volumes, 

monitoring and statistics" ("Wake-up Call for Call Centre Managers," 2000). 

Call Centres carry the responsibility of delivering the complete customer service in an 

environment where technology can record the information they are providing and how long 

a call is taking, allowing for total monitoring of an operator's performance. Electronic 

Performance Monitoring (EPM) is the "computerised collection, storage, analysis and 

reporting of information about employees' productive activities" (Carayon, 1994, p. 177-

178). This information generally focuses on the efficiency of the operator, as measured by 

call resolution, operator talktime, not ready time, hold time and sales conversations. EPM 

has become a critical part of worker performance assessment in Call Centres. This is 

because outcomes in Call Centres are generally measured by number of calls and length of 

calls and EPM yields this type of quantitative data. EPM provides team leaders and 

supervisors in Call Centres with detailed statistical information regarding an operator's 
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productivity; specifically, information on the number of customers serviced by each 

operator in the Centre and the length of time taken to service each customer. 

Meeting organisational deadlines or targets in a Call Centre environment can result in 

conflicting pressures; for example, trying to keep call times at" a minimum while at the same 

time providing a high standard of customer service. Meeting both pressures can be 

particularly challenging when the operator is faced with a difficult customer. Increased 

pressures in the marketplace to be efficient and productive, and the need to meet tighter 

deadlines, impact negatively on workers in Call Centres. Moreover, workers' knowledge 

that the monitoring process reveals to supervisors when they are not meeting standards can 

result in increased stress and pressure. Those operators who find monitoring stressful also 

appear to be those who feel they are not meeting their individual performance standard set 

by their supervisor (DiTecco, Cwitco, Arsenault, & Andre, 1992). 

Call Centres are an increasingly common working environment and one that is of interest to 

organisational psychologists. Call Centres pose particular challenges to workers due to the 

highly structured and closely monitored working arrangements, and there is reportedly high 

staff turnover. This thesis considers this particular organisational setting and the factors 

affecting staff turnover in Call Centres. 

4 



1.2 Call Centre Industry 

1.2.1 Call Centres 

Call Centre operators are part 0£ a revolution in the organisation 0£ work. They differ 

dramatically from the traditional switchboard operator in that they are the source 0£ 

information, rather than a channel 0£ communication to the relevant experts in a particular 

business (Tasmanian Development & Resources, 1997). A Call Centre can range in size 

from a few operators to hundreds, depending on the size and nature 0£ the business. As the 

Call Centre industry has developed, there have been many variations from one Call Centre 

to the next, but generally Call Centres have been facilities where both inbound and 

outbound calls are made. Inbound calls are those received by the Call Centre operator 

requesting information. An example 0£ this is a telecommunications company where the 

customer may ring to get the number 0£ a friend who has just moved house. An outbound 

call is when the operator calls the customer to provide information about a commercial 

product. Outbound Call Centres have been described as the modem equivalent to the 

"door-to-door salesman". It is important to make the distinction between inbound and 

outbound Call Centres, as they pose different challenges to operators, with the outbound 

Call Centre having a particular focus on sales (Horsburgh, 1998). 

1.2.2 Call Centres in Australia 

Australia has become one 0£ the most popular countries for companies deciding to set up 

Call Centres. This is due mainly to the fact that the telecommunications industry has, in 

recent years, experienced enormous change with the emergence 0£ deregulation (New 
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South Wales Government Department of State & Regional Development, 1997). Cheap 

labour costs, in relation to other areas of the developed world, and moderate land prices are 

other advantages that have made Australia one of the prime locations for Call Centres 

("Proven Way to Gain the Edge," 1999). Other factors that make Australia an attractive 

proposition are our skilled workforce and our multilingual capabilities (New South Wales 

Government Department of State & Regional Development, 1997). As well, overseas 

companies setting up Call Centres in Australia are attracted by their ability to then tap into 

the Asia-Pacific region and have a whole world market open to them, rather than only the 

US and Europe (Department of State Development, 1999; New South Wales Government 

Department of State & Regional Development, 1997). 

One State in particular that has encouraged, studied and almost anticipated the growth of 

Call Centres is Victoria. Victoria is constantly promoting the State as the place for a 

company to establish a Call Centre. The Victorian government has gone so far as to 

provide incentives, such as tax rebates, for people to set up Call Centres. This obvious 

push has been welcomed and accepted. Another show of support by the Victorian 

Government has been their provision of funding towards relevant Call Centre courses. One 

of these, the Morgan and Banks Training Centre, provides a Certificate 3 course for Call 

Centre operators ("Victoria Leads Push," 1999). It is typical of training programs that have 

been developed to cater for the expanding Call Centre industry (New South Wales 

Government Department of State & Regional Development, 1997). In some T AFEs, 

accredited courses are now being offered, showing Australia to be proactive in addressing 

the needs of this growing industry (Department of State Development, 1999; Tasmanian 

Development & Resources, 1997). 
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With over 4,000 Call Centres in Australia ("Wake-up Call for Call Centre Managers," 

2000), there has been a trend towards establishing these Call Centres in rural centres such 

as Bendigo. The growth of the Call Centre has been a boon to Australian industry and has 

the potential to revitalise regional and rural centres. Call Centres in rural areas have been 

reported to provide a less stressful environment and lower operating costs than those in 

urban areas (Johnston, 1999). Councils also seek to make the country Call Centre attractive 

to both employers and staff by offering money for feasibility studies by employers and 

"start-up" money for the establishment of Centres ("Proven Way to Gain the Edge," 1999). 

However, while Australia has a growing Call Centre industry, press reports indicate that 

employers are continuing to seek the cheapest option in the establishment of Call Centres. 

There is an increasing trend towards locating Call Centres overseas in third world countries, 

such as India, where labour costs are cheaper. A Department of Foreign Affairs and Trade 

(DF AT) study concluded that India could offer Australian firms substantial savings if they 

moved Call Centres, software development and back room administration to India. It was 

argued that economies achieved by outsourcing some aspects of their work would make 

Australia's products more competitive internationally (Henry, 2001). 

1.2.3 Work Environment within a Call Centre 

With the rapid growth of Call Centres and a move away from the old style counter service, 

there has been a need to introduce specific measures to support this unique working 

environment. Qantas has given this high priority, with a large amount of money being 

spent on the Qantas Call Centre in Brisbane. Ergonomic furniture, privacy, acoustics and 

colour were all seen a:s being integral to providing a Centre that is attractive and 
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comfortable for the operators. The planning of this Centre was extensive; for example, the 

developers looked at 20 different chairs before settling on the one most useful and 

comfortable for operators ("It's Counter Unproductive," 1999). With over 4,000 Call 

Centres around Australia ("Wake-up Call for Call Centre Managers," 2000), employing 

thousands of staff, improving the work environment to increase the job satisfaction of the 

operator is given great importance by companies like Qantas. 

A related report by Price Waterhouse Coopers ("Good Conditions are Key to Keeping 

Staff," 2000) on Call Centres in Ireland noted the quality of the working environment is an 

important factor in reducing staff turnover. One company, Compaq at Clonskeagh, has 

installed a gym and sauna and provides a personal trainer for exercise classes. The site also 

has a cyber cafe with coffees, pastries and access to e-mail terminals for relaxation away 

from the pressures of their workstations. Ergonomic chairs have also been selected to 

increase comfort and minimise potential back problems. 

The pressures inherent in the Call Centre environment, and their critical importance in the 

communication process are highlighted by an incident in July / August 1998, during a six

week period when Sydney residents were advised to boil all their water due to 

cryptosporidium contamination. For Call Centre operators in Sydney Water's Call Centre, 

one day in particular stands out for them during this six weeks. It was the day that the 

Department of Health advised Sydney residents that there were 85 postcode areas where 

water was now clean, and that if they wanted to find out these areas to ring an 1800 

number, which was redirected to the Call Centre. This day is remembered as "Black 

Friday" by the Call Centre staff as calls were coming in at the rate of 3 per second; in a 24-

hour period the Call Centre received some 65,000 calls (McGhee, 1998, p. 28). 
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Australian Council of Trade Unions (ACTU) spokesman George Wright, in commenting on 

the proposed launch of a Call Centre Code of Practice in November 2000, stated that the 

stress profile of a Call Centre operator exceeded that of an underground miner. He 

commented that the Code would provide standards, covering areas such as leave 

entitlements, levels of monitoring and frequency of staff breaks. Particular concern was 

expressed at staffs lack of control over their working arrangements due to rapid changes 

within the industry and insufficient time being provided for operators to perform their work 

to the desired standard (Bjorksten, 2000). 

1.2.4 Customer Relations in Call Centres 

Call Centres put business in touch with thousands of customers every day. Call Centre 

managers are discovering that there is a risk of losing many of these customers if they do 

not provide quality service. Quality service can be difficult to deliver in a process 

concerned with maximising work output. While ec·onomic considerations mean that the 

organisation needs to measure the time taken to solve a problem, it is important to get 

feedback from customers on their satisfaction with the operator's attitude and the response 

provided. It is becoming evident that operators need to relate to customers as individuals 

and be able to tailor the service offered to suit the customer's needs. 

The problem for the sales-oriented outbound Call Centre is that focussing just on financial 

aspects can result in high operator stress and staff turnover, and may leave the customer 

dissatisfied. Data on call length, and number of calls taken in a certain time frame, doesn't 

necessarily give Call Centre managers and supervisors the business outcomes of the calls. 

In the end, supervisors need to go back to the customers and ask what they thought of the 
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Call Centre operator who served them. The quantitative data becomes most valuable if Call 

Centre managers and supervisors can relate customer satisfaction ratings (qualitative data) 

to call volume and come up with some idea of optimum performance. Call Centre 

managers need to be able to determine the point at which increased call volume per 

operator is likely to result in a degradation of customer satisfaction (Chirgwin, 1998). 

The following case study highlights the difficulty of maintaining a high level of customer 

service in a high volume industry. Stephen Frenkel and Leigh Donoghue of the Australian 

Graduate School of Management looked at telebanking in an American financial institution, 

considering the "degree of fit" between the business strategy (service excellence) and the 

actual structures and practices applied in the Call Centre (Frenkel & Donoghue, 1996). The 

Call Centre model was used to service strategic retail banking acquisitions through a major 

expansion of its small retail function. The strategic issues considered in this case involved 

giving priority to either customer service or cost reduction. Having decided to give 

emphasis to excellence in customer service, as a way of achieving competitive advantage, 

the organisation found it difficult to reconcile the needs for productivity, quality customer 

service and effective selling, and customer service was sacrificed for productivity. "The 

end product was a heavily layered supervisory structure, tightly structured work routines 

and an increasing emphasis on achieving numbers. The reported outcome was increased 

employee dissatisfaction with pay and the nature of their jobs" (Frenkel & Donoghue, 1996, 

p. 13). Of particular note, a high level of electronic performance monitoring contributed 

considerably to these concerns. 



1.3 Staff Turnover 

1.3.1 The Nature and Costs of Staff Turnover 

Research conducted by the Australian Bureau of Statistics on "Labour Mobility" found that 

34% of the Australian working population have been in their current ~ob for less than 2 

years (Australian Bureau of Statistics, 1998). These findings indicate that high worker 

mobility is being experienced within Australian industry. Staff turnover in Australian Call 

Centres needs to be considered in the context of this general trend reported in the 

Australian workplace. 

Staff turnover is experienced by most organisations, for a variety of reasons and may affect 

them in a number of different ways. Research into the nature and consequences of staff 

turnover has included work by Price (1976) who expressed it in terms of a voluntary / 

involuntary dichotomy. Voluntary turnover is that turnover generally initiated by the staff 

member for reasons that may relate to their personal circumstances or factors within the 

work situation or a combination of the two. Involuntary turnover may also occur for 

personal or organisational reasons with organisational restructuring and outsourcing of 

functions being typical of current organisational factors. 

Abelson (1987) provided a classification of organisational turnover, which considered the 

extent to which turnover might be subject to control or choice. His turnover model, shown 

at Figure 1, thus extends the earlier model of Price (1977). The Avoidable / Voluntary 

classification is of particular interest to researchers focusing on those situations where 

organisations may be able to influence staff in their decision-making. 
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Organisational Control 

Avoidable Unavoidable 

Voluntary Voluntary 

eg. better pay/conditions elsewhere eg. need to stay at home ( children) 

Avoidable Unavoidable 

Involuntary Involuntary 

eg. dismissals eg. severe medical problems 

Figure 1. Types of organisational turnover (Abelson, 1987). 

Turnover has also been considered in terms of its impact on the organisation's health and 

operational capabilities. Dalton, Todor, and Krackhardt (1982) referred to turnover as 

either functional or dysfunctional. Functional turnover is the degree of turnover that is 

healthy and desirable in organisations. It provides for the injection of fresh ideas and 

perspectives and the removal of those staff who, through loss of organisational commitment 

or poor job skills, are not contributing to the organisation (Werbel & Bedeian, 1989). 

However, turnover might be termed dysfunctional when it leads to loss of "corporate 

memory"; fewer people with the experience and knowledge to contribute effectively to the 

management and operations of the organisation, which in tum affects productivity (Dalton 

et al., 1982; Muchinsky & Morrow, 1980). There are also expenses associated with the 

payment of employee entitlements when they leave. A major concern is the time and 

expense involved in the recruitment and training of staff to replace those leaving. Staff 

recruitment costs can be substantial (Dalton et al.). 
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Recruitment costs usually include advertising, screemng applications and interviewing. 

Selection procedures often involve a range of aptitude tests and job specific exercises 

addressing areas such as effectiveness in customer contact and ability to contribute to team 

efforts. These assessments are very time consuming and must be conducted by people 

knowledgeable about the selection techniques used and others familiar with the company's 

requirements of its staff and any special features of the particular work environment ("My 

Workplace," 2000). 

1.3.2 Causes of Staff Turnover in Organisations 

Muchinsky and Tuttle (1979) critically reviewed the last 50 years of turnover research. 

Common predictor variables were shown to be attitudinal measures, such as job satisfaction 

and organisational commitment; work-related variables, such as job autonomy and 

responsibility, task repetitiveness, and feedback; and personal variables related to age, 

tenure, family size, and family responsibility. Their analysis of 150 studies showed that 

attitudinal measures provided consistent results, indicating a moderately strong relationship 

between turnover and job dissatisfaction. 

Commitment has been negatively linked with turnover (Jaros, Jeremiah, Koehler, & 

Sincich, 1993). Factors such as the way that the job has been perceived and the 

unemployment rate at the time (Hulin, Roznowski, & Hachiya, 1985) also affect 

withdrawal intentions. Cultural factors are potential influences on staff intentions, with 

some cultures valuing loyalty to the organisation more than others (Randall, 1993). These 

studies emphasise the importance of further research into the factors moderating the 

processes involved in turnover decisions. 
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Greenwood (2001) reported a University of Auckland study, which identified a link 

between staff turnover and age, with younger people generally leaving earlier to gain 

overseas experience. The University of Auckland described this study as "the first major 

piece of research on staff turnover in 20 years" (Greenwood, 2001, p. l ). Other research has 

reported age being a moderator in the relationship between performance and intention to 

quit (Werbel & Bedeian, 1989). Specifically, for older employees who were high 

performers, turnover was unlikely, while for low performing older employees, turnover was 

likely. Yet work performance appeared to have little impact on younger employees' 

intentions to leave an organisation. Research by Hallis (2000/2001) into Call Centre staff 

turnover is consistent with these studies, finding that age is related to staff turnover. The 

survey found Call Centre workers aged 45 and over stayed twice as long as colleagues in 

the 25-34 age group. The report notes that this raises questions about the tendency for 

employers to seek younger staff for this work, with half the staff in this survey aged under 

30. 

1.3.3 Models of Turnover 

The most comprehensive and influential models of turnover are those developed by Mobley 

and his colleagues. In his early models, Mobley (1977) noted the relationship between job 

satisfaction and turnover, and sought to identify factors that may mediate this relationship. 

Mobley's (1977) original model of the mediating steps in the turnover process is presented 

at Figure 2. The model,puts the view that, firstly, workers need to evaluate their job. Then 

there needs to be appraisal of feelings of satisfaction or dissatisfaction after the job 

evaluation. If feelings of dissatisfaction have surfaced they can lead to thoughts of quitting. 
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Possible risks and benefits associated with quitting are considered and may result in ideas 

of searching for a new job. Actual searching, and evaluation of searching, can then be 

conducted. A comparison between results of job search and the current job is then made 

and intention to quit may be initiated, concluding with the person leaving the job. Mobley 

recognised that not everyone would complete all the steps and that the order may differ 

from person to person. For example, if someone impulsively quit their job, they would not 

go through all the steps. 

A 

B 

C 

D 

E 

F 

G 

H 

I 

J 

xperienced Job Satisfaction - Dissatisfactio 

valuation of Expected Utility of Search and Cost of Quittin 

,__ ___ ,.._ntention to Search for Alternatives 

1-------{Search for Alternatives 

Evaluation of Alternatives 

Alternatives vs. Present Job 

Quit I Stay 

Figure 2. Model of the employee turnover decision process (Mobley, 1977). 
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In a subsequent model, Mobley, Homer, and Hollingsworth (1978) further elaborated the 

influence of mediating steps in the relationship between job satisfaction and turnover. They 

found that even if a worker is dissatisfied, this does not directly cause turnover. A worker 

may initially just consider turnover issues, such as the availability of other work if they 

were to quit their job, which in some cases may cause them to stay working at their current 

job, even if they are not satisfied. 

Research was conducted with hospital employees, usmg a questionnaire, which 

incorporated items measuring job satisfaction, thoughts of quitting, quitting intentions, 

analysis of other job alternatives and biographical information. Forty-seven weeks after the 

questionnaire was administered, turnover data were obtained from the hospital. Turnover 

intentions were shown to be the main predictor of turnover behaviour, and it was found that 

job satisfaction had no direct effect on turnover behaviour but was mediated through the 

steps in the model (Mobley, et al., 1978). This model is presented in Figure 3. Findings 

such as this have lead some researchers to evaluate closely the thinking - intention 

component of quitting and its effect on actual turnover. Evidence has suggested that 

feelings of job dissatisfaction can lead to thoughts of quitting and that it is these thoughts 

and the subsequent formation of an intention to quit that then leads to actual withdrawal 

behaviour. 
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_... Job Satisfaction 

+ 
Thinking 0£ -

quitting 

V ~, 
Intention to 

I Age /Tenure search 
.0. V ~, 

Intention to 
quit I stay 

,ii. 

,, 
Probability 0£ finding an Quit I stay 

~ .... acceptable job alternative 

Figure 3. A simplified representation 0£ intermediate linkages in the employee withdrawal 

decision process (Mobley, Homer, & Hollingsworth, 1978). 

I 

A more detailed model concerned primarily with individual differences in turnover 

behaviour was developed by Mobley, Griffeth, Hand, and Meglino in 1979 and is presented 

here in Figure 4. This model focused on the individual differences in employees' thinking, 

motivation, expectations and beliefs. While it included the factors presented in other 

turnover models, such as job satisfaction measures, age, tenure, and turnover intentions, the 

model also considered issues such as commitment to the organisation, expectations, 

nonwork values, nonwork consequences and economic factors, such as the availability 0£ 

acceptable job alternatives. 
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Individual 

Organisational 
Goal-Values 
Policies 
Practices 
Rewards 

Occupational 
Hierarchical Level 
Skill Level 

Personal 
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Status 
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Job control 
Supervision 
Work Group 
Conditions 
Climate 
Size 

JOB-RELATED 
PERCEPTIONS 

EXPECTATIONS RE: 
PRESENT JOBS: 
I. Expectations re: 

future job outcomes; 
2. Expectancy re: 

keeping job 

Centrality of non-work 
values; Beliefs re: non-work 
consequences of quitting: 
Contractual constraints 

Alternative forms of 
withdrawal behaviour 

Personality 
Socio-Economic 
Family Responsibility 
Aptitude 

INDIVIDUAL VALUES 

ATTRACTION
EXPECTED 
UTILITY: 
PRESENT JOB 

RACTIO 
ECTED 
LITY: 
ERNATI 

INTENTIONS TO SEARCH: 
INTENTIONS TO QUIT 

TURNOVER 
BEHAVIOUR 

... .... 

Economic-Labour Market 
Unemployment 
Vacancy Rates 
Advertising Levels 
Recruiting Levels 
Word of Mouth 

Communication 

LABOUR MARKET 
PERCEPTIONS 

EXPECTATIONS RE: 
ALTERNATIVE JOBS: 
I. Expectations re: 

future job outcomes 
2. Expectancy re: 

attaining alternative 

Immediate vs. delayed 
gratification 

Impulsivity behaviour; 
Specificity & time between 
measures 

Figure 4. A schematic representation of the primary variables and.process of employee 

turnover (Mobley, Griffeth, Hand, & Meglino, 1979). 

Muchinsky and Morrow (1980) subsequently proposed the turnover model presented in 

Figure 5, which considered individual, work-related, and economic factors as determinants 

of turnover. In a further development of prior theoretical approaches, the model identified 

four consequences of turnover; namely, individual, organisational (both social and 
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economic) and societal consequences. The model recognises that these consequences of 

turnover can be both negative and positive for the organisation and the individual. For 

example, the economic consequences for the organisation can be loss of corporate 

knowledge important for ongoing efficiency and productivity and can also bring increased 

recruitment and training costs. On the positive side, turnover provides an opportunity to 

replace inefficient staff with people better suited to the organisation's requirements. For the 

individual, loss of a job may create some personal hardship, but may also provide the 

opportunity to re-evaluate career plans and improve long term prospects. 

Individual 
factors 

Work-related 
factors 

Economic 
opportunity 
factors 

Turnover 

Individual 
consequences 

Organisational 
consequences - social 

Organisational 
consequences - economic 

Societal 
consequences 

Figure 5. A model of turnover showing its determinants and consequences (Source: 

Muchinsky and Morrow, 1980). 

In a departure from the process models developed by Mobley and colleagues, Lee and 

Mitchell (1994) put forward a multiple decision paths approach, referred to as the unfolding 

model. They argued that the decision-making process may be more complex at each stage 
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and less predictable, the path being followed depending on the influence of affect, other 

options or 'shocks of the system'. These shocks appear to be idiosyncratic, that is unique to 

different individuals' lives, and hard to classify other than broadly as personal life events 

which jolt the individual into a decision about their employment. Shocks are difficult to 

measure other than 'after the fact' as life events. This unfolding model is an example of the 

way turnover research is developing, illustrating the complexity of the turnover process. 

1.3.3.1 Summary of Turnover Models 

Developments in turnover research highlight both the complexity of the subject and the 

important work that still remains to be done. It is noted that voluntary turnover, which has 

been the subject of most studies, could be for a variety of reasons, with management's role 

varying from case to case. In addition, the consequences for the organisation can be 

negative or positive. In the case of effective staff members who occupy a key role, the cost 

will be keenly felt and organisations may try and change the staff member's turnover 

intentions. However, the departure of underperforming staff provides the organisation with 

an opportunity to get an infusion of new ideas and a person better suited to the particular 

role in the organisation. 

The basic elements of the Mobley et al. (1978) model have been examined and supported 

by other researchers (Miller, Katerberg, & Hulin, 1979) and are therefore considered to 

represent a good basis for further research. The early emphasis on job satisfaction remains 

relevant, and the significance of mediating steps between job satisfaction and turnover, 

especially turnover intentions has been highlighted (Mobley, 1977). A further and logical 

progression has been the focus on turnover intentions and the consideration of availability 
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of acceptable work alternatives (Mobley et al., 1978). As the model has been further 

examined, the influence of individual differences in turnover behaviour has been identified 

(Mobley et al., 1979). In this context, commitment to the organisation has been identified 

as a moderator of the job satisfaction experienced by staff. Where there is strong 

organisational commitment, people may tolerate low levels of job satisfaction. The 

multiple decision paths model proposed by Lee and Mitchell (1994) reflects further 

directions in research, as the complexities and options at each step in the turnover process 

are explored. 

1.3.4 Staff Turnover in Call Centres 

The Annual Rallis Call Centre Recruitment Specialists Survey (1999/2000) made the 

observation that the growth in the size of Call Centres, and the regular entry of new Call 

Centres, created an increasing problem in finding suitable staff to meet this demand (p.11 ). 

This reported trend underlines the importance of both selecting the right staff and ensuring 

that measures are taken to optimise the chances of retaining them. The survey found, in its 

study of 78 companies, that the average turnover of staff from companies experiencing staff 

turnover during the period was 29.5%, and in its most recent survey (Rallis Call Centre 

Recruitment Specialists, 2000/ 2001) of 130 companies found staff turnover to be 33%. 

Ireland has proved to be a popular location for the establishment of Call Centres. Its 12,000 

Call Centre operators, drawn from many parts of Europe, serve the Pan-European markets. 

This young labour force is described as highly educated and Information Technology (IT) 

literate. However recent research has shown high staff turnover, averaging 30%, for seven 

out of ten Call Centres. This high staff turnover is seen as due partly to the nature of the 
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workforce, comprising many people drawn to Ireland by the demand for their IT and 

language skills but viewing the work as only short to medium term ("Ireland, Europe's Call 

Centre Capital," 2001). A survey of Call Centres in the Republic of Ireland by Price 

Waterhouse Coopers reported staff turnover rates in the industry ranging from 20% to 40%. 

The survey commented that recommendations to improve the quality of the work 

environment assumed particular importance in an industry suffering from such high staff 

turnover ("Good Conditions are Key to Keeping Staff," 2000). 

The high turnover rate reported in Australian Call Centres has been attributed in part to the 

failure of organisations to give staff sufficient responsibility, as well as lack of training and 

poor job design. Another reported factor is the rapid increase in Call Centre numbers, 

which is putting good Call Centre operators in high demand and giving them a range of 

employment options. The Call Centre operator's view of the job may be affected more by 

the attitude of the company than by the difficulty of the work. Where companies adopt 

good work practices the staff turnover rates will be lower ("Monitoring Changes in Call 

Centre Culture," 2001). 

High turnover has not always meant staff shortages, particularly in rural areas where 

alternative employment is limited. For example, in a Bendigo outbound Call Centre, it was 

reported that "despite one-third of the starting workforce quitting after only a fortnight, 

disgruntled with the grind of cold-calling, new staff were simply plucked from a waiting 

list to replace them, happy to be constantly timed and monitored for performance by 

surveillance ... " (Johnston, 1999, p. 11). However, even where replacement staff are 

readily available, turnover is expensive in terms of recruitment and training costs and 

questions are raised about the appropriateness of the work practices. 
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1.3.5 Relationship Between Job Satisfaction, Organisational Commitment and 

Turnover Intentions 

The attitude measures of job satisfaction and organisational commitment have been heavily 

researched and repeatedly found to be related to turnover (Muchinsky & Tuttle, 1979). 

Generally, workers leaving an organisation have lower levels of both organisational 

commitment and job satisfaction, compared with those who stay (Porter, Steers, Mowday, 

& Boulian, 1974). Job satisfaction and organisational commitment are usually considered 

together, as they are related job attitudes. However, some research supports the view that 

they are indeed separate constructs (Brooke, Russell, & Price, 1988; Mathieu & Farr, 1991) 

and contribute differently to turnover intentions. 

A longitudinal study of a group of workers in a psychiatric hospital (an area of typically 

high turnover) was conducted using a questionnaire addressing the issues of organisational 

commitment and job satisfaction (Porter et al., 1974). Organisational commitment and job 

satisfaction measures were obtained on four different occasions from staff at the hospital. 

Results indicated that these attitudinal measures had the strongest relationship with 

turnover in the last two sessions of data collection, indicating that the relationship is most 

evident when actual turnover behaviours are proximal. When considering the attitude 

measures of organisational commitment and job satisfaction in relation to turnover 

separately, organisational commitment was found to differentiate more accurately between 

those employees who stayed and those who left the organisation. There was less than 35% 

of shared variance for the two constructs, indicating that they do measure distinctive 

qualities of an employee's relationship with an organisation. 
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Organisational commitment appears to have greater impact for employees making the 

decision to leave an organisation, compared with job satisfaction. This may be because job 

satisfaction is more transitory in nature than organisational commitment. Job satisfaction 

can fluctuate due to environmental situations, while organisational commitment appears to 

be more stable due to the time it takes to develop and establish commitment, through 

organisational loyalty, identification and involvement. In general terms, if an employee has 

strong organisational commitment, but presently has low job satisfaction, they may remain 

working at the organisation due to their strong commitment to that organisation (Porter et 

al., 1974). 

Consistent with this research were the findings of a study of 577 employees of a Medical 

Centre who responded to questions addressing the issues of job satisfaction and 

organisational commitment (Brooke et al., 1988). Researchers concluded that workers have 

the ability to perceive the difference between feeling attached and loyal to one's job 

(organisational commitment) compared to feelings of like for their job (job satisfaction). 

The attitude measures were defined as separate constructs and confirmatory factor analysis 

showed a moderate intercorrelation. 

1.3.6 Relationship Between Work-Related Stress and Turnover 

The Rallis Call Centre Recruitment Specialists (2000/ 2001) Contract Centre Staff 

Turnover Survey found that only 5% of 600 Call Centre staff surveyed stated that stress 

was the main reason for leaving their previous Call Centre position. However, managers 

had a different view, with 17% stating that stress was the primary reason for staff leaving. 

From the staff point of view, dissatisfaction with money and management, and limited 
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promotion prospects were given as the main reasons for leaving. In the Rallis (2000/2001) 

survey, increased training was reported to reduce this turnover, while the study also noted 

that staff: over 40 had a much higher retention rate than those under 30. 

Levels of: organisational stress have been linked with specific types of: stressors. 

Specifically, stressors have been classified as challenge-related stress or hindrance-related 

stress (Cavanaugh, Boswell, Roehling, & Boudreau, 2000). Challenge-related stressors are 

those stressors, like challenging work demands, which result in positive outcomes and are 

negatively related to job search and positively related to job satisfaction. On the other 

hand, hindrance-related stressors are stressors, like high work demands, that may cause 

distress and are positively related to job search and turnover and negatively related to job 

satisfaction (Cavanaugh et al.). 

High workload demand is often cited as a major stressor. Research on organisational stress 

suggests that stress results from increased work pressures and high work output demands, 

and also that stress results from a lack of: individuality and autonomy in the job design 

(Payne & Fletcher, 1983). A study where nursing and hospital employees completed a 

questionnaire on perception of: job control and job socialisation, showed that after 

controlling for demographic factors, such as age and sex, results revealed that job 

dissatisfaction, psychosomatic complaints and depression were higher in jobs where there 

was high job demand (high workload) and a very low sense of: control (Landsbergis, 1988). 

Other research provided evidence suggesting that stress due to high workload demands was 

lessened when worker job control was high (Perrewe & Ganster, 1989). 
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Other factors such as role ambiguity and role conflict have been identified in the literature 

as affecting the stress of individuals working in organisations (Bedeian & Armenakis, 

1981; Rizzo, House, & Lirtzman, 1970). Role ambiguity reflects an individual's 

understanding of their role in an organisation. Specifically, it considers a worker's 

knowledge of appropriate procedures, organisational duties and job requirements. Role 

ambiguity is low when there is the "Existence or clarity of behavioural requirements, often 

in terms of inputs from the environment, which would serve to guide behaviour and provide 

knowledge that the behaviour is appropriate" (Rizzo et al., 1970, p. 23). Role conflict 

reflects varying degrees of compatibility-incompatibility in the various duties of a person's 

position in an organisation (Rizzo et al.). 

Within Call Centres, stress is apparent in many ways. Call Centre operators have high role 

clarity, in they know exactly what they are supposed to do, but have role conflict with time 

through output pressure conflicting with customer relations and satisfaction. The stressgrs 

are largely hindrance-related because of lack of autonomy, due to tightly scripted and timed 

customer interactions and the overriding influence of constant supervisor monitoring 

through EPM. 

1.4 Electronic Performance Monitoring 

1.4.1 EPM 

An aspect of Call Centres that strongly affects the work environment 1s Electronic 

Performance Monitoring (EPM). Performance evaluation is the core element of the EPM 
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system, for it provides an assessment of a worker's productivity. EPM has become a 

regular practice within the Call Centre industry. Some of the aspects of work that are now 

able to be monitored have never been assessed before and organisations using EPM can 

now account for virtually every minute of each worker's day (Amick & Smith, 1992). 

Monitoring is less common in non-computerised industries because much of the day-to-day 

work that people undertake, .especially that involving face-to-face communication, is 

difficult to quantify in terms of output and overall productivity. 

Monitoring an operator within a Call Centre environment can be conducted in many ways. 

One possible data gathering process is silent monitoring by the supervisor. This is when a 

supervisor will listen in on an operator's calls without the operator being aware. This is a 

risky practice, especially if Call Centre morale is low (Chirgwin, 1998). Supervisor focus 

in this situation is usually on the customer effectiveness competencies and the 'whole call'. 

Another way to monitor is "double-jacking", which is listening to an operator's call with the 

operator's knowledge and consent. The focus here is usually on judging the balance 

between efficiency and effectiveness. Efficiency of the operator is measured by call 

resolution, in terms of operator talk-time, not ready-time, hold time and sales conversations. 

Effectiveness of the operator is measured in terms of attitudinal skills, that is ability to 

understand customer psychology and be able to modify an operator's behaviour to match 

the circumstances and the customer. This monitoring needs to take account of problems, 

which may exist in the technology, as well as in the operator's behaviours (Chirgwin, 

1998). 

Using EPM, and the consequent ability to determine a worker's productivity and consider it 

comparatively against other workers, can result in pay issues. Job security concerns may 
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also come into play if workers are not meeting performance standards set by the 

organisation and this may lead to increased stress. As a result, workers may sacrifice 

certain parts of the job to try and increase productivity only in the areas that are monitored, 

and this can be to the detriment of quality and customer service (Amick & Smith, 1992). 

However, some research has found that groups of workers who knew they were being 

monitored actually increased their productivity in terms of average keystrokes per minute, 

and this did not appear to be to the detriment of satisfaction with their work, the quality of 

the work they produced, or lead to increased stress (Nebeker & Tatum, 1993). 

1.4.2 Social Facilitation Effects 

The increased performance of monitored workers in the Nebeker and Tatum (1993) study 

can be understood within a social facilitation framework (Zajonc, 1965). This framework 

maintains that behaviour is affected by the presence of others. Specific behaviours increase 

or decrease in frequency, depending on the presence of other people. The reaction to 

increase or decrease performance depends on how the individual perceives the situation 

(Guerin, 1993). Zajonc (1965) showed that the presence of another person (an audience) 

resulted in a poorer performance on a difficult task and improved performance on an easy 

task. Most research on social facilitation has studied the effects of the physical presence of 

another person; however, it is evident that an electronic presence, such as through EPM, 

has similar effects on a person (Aiello & Svec, 1993). 

When a person is working on a difficult task, monitoring either electronically (via the 

computer) or by a physically present supervisor, can cause performance to decrease, 

compared to working on a difficult task unobserved (Aiello & Svec, 1993). Research on 72 
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university students considered this effect. Students were divided into one of three 

monitoring conditions: 1) no monitoring; 2) electronic monitoring; and 3) monitoring with 

a physically present observer. Results indicated that for a difficult task, those who had 

been monitored electronically or had an observer physically present, experienced a decrease 

in performance compared to those working unmonitored. The monitoring effect was 

similar for the physical and electronic monitoring conditions. 

It is, however, possible to reduce the detrimental effect of monitoring on people 

undertaking difficult tasks. This can be achieved through monitoring performance at the 

group level (that is looking at the group's performance as a whole rather than looking at 

each individual's performance) and giving people a say in the way their work is organised 

(Aiello & Svec, 1993). 

1.4.3 Effects of Level of Experience (Skill) on EPM 

Monitoring effects can be moderated by the skill level of the workers, in that workers who 

are highly skilled display better work performance (in terms of speed) when monitored than 

when unmonitored (Aiello & Kolb, 1995). Results of this particular research suggest that 

the effects of social facilitation are evident, with monitored participants who are high in 

skill level working at a faster rate than participants high in skill level but who were not 

monitored. Those low in skill level experienced a performance decrement when monitored, 

compared to those low in skill and not monitored. "Monitoring actually appears to 

intensify performance in accordance with pre-existing ability levels" (Aiello & Kolb, 1995, 

p. 348). These findings are particularly important because many workers are carrying out 

the same kinds of tasks on a daily basis, but have very different levels of experience. 
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The performance o£males and females on computers was researched by Robinson-Staveley 

and Cooper (1990) using the social facilitation framework. Participants, both male and 

female, who had extensive computer experience, showed no significant difference between 

the two conditions o£a stranger being present or being alone. However, female participants 

with little computer experience, and when working on the computer task with a stranger 

present, did experience a deterioration in their performance level. In contrast, male 

participants with little computer experience, showed an increase in performance when a 

stranger was present. It is important to note that when both male and female participants 

worked on the task in the alone condition, there was no difference in performance, 

indicating that there appear to be sex differences in the social facilitation effect. 

Social facilitation effects were also evident in participants' attitude to the computer 

(Robinson-Staveley & Cooper, 1990). Attitude information was obtained through a 

questionnaire that participants filled out after completing the task. The attitude toward the 

computer for females in the low computer experience condition with a stranger present was 

negative, while for the males in this same condition the attitude was positive. This reaction 

to computers is interesting, with females having a decrease in performance when an 

observer is present and feeling negative about the computer while males increased 

performance and had a positive approach to the computer (Robinson-Staveley & Cooper). 

These findings are especially significant considering that the number 0£ women in Call 

Centres significantly outweigh the number o£men (Workplace Express, 2000). 

Application to the real world indicates that i£ an organisation has highly skilled staffi 

confident in their areas 0£ expertise and skills, monitoring can be very effective. However, 

i£the organisation is training or introducing new information to staffi monitoring may work 
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against effectiveness (Aiello & Kolb, 1995). In all cases, it is very important to enable both 

employees and supervisors to express their views regarding the design and set-up of; these 

monitoring systems. 

1.4.4 Job Satisfaction, Organisational Commitment and EPM 

Workers' perception ot monitoring can have a profound effect on their overall job 

satisfaction and, therefore, on their intention to leave (Chalykoff & Kochan, 1989). 

Researchers conducted 91 interviews with supervisors, employees and managers to 

determine views and issues arising in regard to EPM. The study was concerned primarily 

with whether computer monitoring effects on worker job satisfaction could lead to intention 

to leave (turnover). Based on the interviews, a questionnaire was developed and the 

researchers received 740 questionnaire responses. Results indicated that satisfaction ot 

workers with the monitoring process had a weak direct effect on overall job satisfaction 

(r=.23). Overall, job satisfaction also had a direct effect on a worker's intention to leave, in 

that the least satisfied workers were most likely to intend to leave. It was concluded that 

workers' perceptions regarding the monitoring system have an indirect effect on turnover 

through job satisfaction (partial r=.18). However, in this study only a small proportion ot 

workers actually reported that the monitoring was a bad tool. 

1.4.5 Work-Related Stress and EPM 

Call-time pressure is one ot the most commonly reported reasons for feelings ot increased 

stress by staff.in Call Centres ("Wake-up Call for Call Centre Managers," 2000) and similar 

environments. A survey questionnaire completed by 700 telephone operators was used to 
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obtain information regarding issues such as management practices, perceptions of the 

monitoring system, feedback arrangements in place, and perceptions of stress (DiTecco et 

al., 1992). Operators reported that it was the dilemma of trying to provide customers with 

high level customer service, while at the same time keeping call time down to a minimum 

so as to meet set performance standards, that caused their stress. 

EPM is used to enforce call-time pressure and is one of the major aspects causing feelings 

of stress in relation to a Call Centre worker's job. A study of monitored workers showed 

that they constantly perceived their jobs to be more stressful and had greater feelings of 

psychological and physiological stress, compared to those who were not monitored (Smith, 

Carayon, Sanders, Lim, & LeGrande, 1992). 

Specifically, monitored staff reported higher levels of perceived negativity, such as feeling 

stressed, tired and bored, compared to those who were not monitored (Smith et al., 1992). 

Measures of performance assessment included supervisory factors (which considered 

relationships with supervisors), type and timing of monitoring, and the consistency of 

supervision feedback. How respondents perceived the monitoring and a number of job 

stressors were also measured. Job stressors incorporated issues such as feelings in relation 

to the workload. In this study, directory assistance staff had the highest perceived stress, 

compared to clerks and service representatives. The directory assistance staff were all 

monitored, so no comparisons could be made between staff in this work context who were 

and who were not monitored. However, for the service representatives and clerks, the 

study was able to compare those who were monitored with those who were not, concluding 

that those who were monitored experienced higher levels of stress than those who were not 

monitored. These findings indicate that the effect of monitoring may be stronger for some 
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job types, but is experienced across job types. Findings also indicated that changes in job 

design due to monitoring have effects on worker stress. 

Aspects ofi the EPM system that appeared to cause concern for workers were the 

comparisons that were made on worker productivity, using information from the 

monitoring (Carayon, 1994). Negative worker reactions were also related to monitoring 

systems that did not seem to be providing an accurate account to management about what 

was happening in reality, and monitoring by listening in on calls and collecting information 

regarding length ofibreaks and length ofi call. Monitored subjects reported higher levels ofi 

psychological and physiological stress and also felt more negative about job design and 

expressed more concern with changes, compared to those who were not monitored 

(Carayon, 1994). 

Job content and workload are areas ofiparticular significance in relation to the introduction 

ofiEPM systems (Schleifer & Shell, 1992). Job content can be a strong motivational factor 

and affect stress and job satisfaction. Ifi workers have their jobs streamlined to increase 

effectiveness, a job can quickly become very repetitive. Workers can feel that their skills 

are not being utilised and this can increase worker stress and feelings ofi dissatisfaction with 

work (Schleifer & Shell). Research has shown that the effect ofi EPM on stress is mediated 

through job design (Carayon, 1993, 1994). EPM has also been shown to have some 

positive effects on job design. Specifically, it can encourage a stronger 

supervisor/employee relationship and therefore cause the employee to feel that they have 

some control over the workload. Ifi used well, it can encourage the feedback process 

between supervisor and employee (Schleifer & Shell, 1992). 
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1.4.6 Social Support 

Workers use a variety of coping strategies to deal with job stress. Control, escape, and 

symptom management are three types of coping strategies that researchers have identified 

specifically in the workplace (Latack, 1986). Individuals who report less job dissatisfaction 

are those adopting a control strategy, while those who adopt an escape or symptom 

management strategy tend to experience stress complaints (Latack). 

Social support 1s an especially important copmg strategy m many diverse contexts. 

Fenlason and Beehr (1994) considered the effects different kinds of social support have on 

occupational stress. Social support, through the support of a supervisor, can act as a buffer 

to feelings of organisational stress from high job demands and conflicting roles. 

Furthermore, social support has a positive effect on workers, irrespective of their levels of 

organisational stress, so has both a direct and buffering effect on worker well being (Terry, 

Nielson, & Perchard, 1993). This is consistent with the social support literature generally, 

which reports that high social support has a direct effect on well-being, as well as a 

buffering effect in times of stress ( e.g., Pierce, Sarason, & Sarason, 1996). 

Job socialisation, which includes social support, has been shown to be negatively associated 

with job dissatisfaction and strain, further indicating that social support affects a worker's 

organisational stress (Landsbergis, 1988). Payne and Fletcher (1983) report that 

organisational stress results from a combination of high work demands and job constraints, 

and that social support may help to alleviate this stress. 
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Group cohesiveness is a particularly important moderator oD role strain in work settings. 

Evidence suggests that in close knit cohesive groups, people will discuss their role concerns 

and adopt a 'blame the role' approach, while those in less cohesive groups may have a 

tendency to blame themselves or others for their role ambiguity (Beehr, 1976). Those in 

noncohesive groups reportedly experience lower selfi-esteem and more depressed mood 

states than those in the cohesive groups. Work group cohesiveness is an important 

component OD social support within the workplace. 

1.4. 7 Goal-setting and Feedback 

EPM allows a supervisor to provide detailed feedback to a worker regarding their 

productivity. However, feedback often concentrates primarily on workers' weaknesses and 

the areas where improvement is necessary. Moreover, the goals that a worker may have 

already attained, or may be meeting consistently, are not usually considered in the feedback 

process (Amick & Smith, 1992). Goal-setting and feedback are important factors in 

performance and staffi retention. 

1.4.7.1 Goal-setting 

A goal is defined as a conscious decision to perform a behaviour or action (Locke, 1968). 

Within organisational settings, goals are designed to motivate, encourage, and involve 

employees and ultimately increase performance (Latham & Yukl, 1975). People naturally 

set goals by observing others, thereby defining standards and comparing performance 

(Rakestraw & Weiss, 1981). Within a work environment, the induction oDnew employees 

requires adequate training and appropriate role models. Appropriate role models are 
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important because people will set goals and base work standards on those they are 

observing, and evaluate their performance against those standards. Task familiarity has 

been found, in a laboratory study, to determine the effects of role models (Rakestraw & 

· Weiss, 1981). Workers who were unfamiliar with a task, matched their goals and 

performance to either a poorly performing or highly performing role model, depending on 

which type of model was available to them. This effect was not as evident when the task 

was familiar. Thus, in the absence of other knowledge, co-workers may be used as role 

models by which to set goal standards. 

Goal-setting theory (Locke, 1968) maintains that goals that are specific, hard and accepted 

will improve performance. Goals mediate the effects of the work environment. "Goal

setting is most likely to improve task performance when the goals are specific and 

sufficiently challenging, the subjects have sufficient ability (and ability differences are 

controlled), feedback is provided to show progress in relation to the goal, rewards such as 

money are given for goal attainment, the experimenter or manager is supportive, and 

assigned goals are accepted by the individual" (Locke, Shaw, Saari, & Latham, 1981, p. 

125). 

While Locke's (1968) conclusions were based primarily on laboratory studies, a review of 

27 field research studies confirms many of his findings (Latham & Yukl, 1975). Field 

research found strong support for specific goals increasing performance. Strong support 

was also found for difficult goals increasing performance over easy goals, although, goal 

acceptance was also a key factor in performance increase (Latham & Yukl, 1975). 
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Specific goals have been shown to increase performance (Latham & Yukl, 1975; Steers & 

Porter, 1974), as they provide an individual with focus and motivation (Locke et al., 1981). 

Furthermore, specific goals have been linked to increases in organisational commitment 

and job satisfaction when combined with appropriate feedback (Tziner & Latham, 1989). 

Goals that are specific and challenging result in improved performance compared to 'no 

goals' or 'do the best you can' goals (Latham & Steele, 1983; Locke et al., 1981; Steers & 

Porter, 1974). 

The acceptance aspect ofi goal-setting is important in relation to performance enhancement, 

specifically when the goal is a difficult goal (Steers & Porter, 1974). Goal commitment 

appears to moderate the relationship between goal-setting and performance (Klein, Wesson, 

Hollenbeck, & Alge, 1999). In order to increase performance on a difficult goal, goal 

commitment is essential. 

Performance satisfaction is also related to goal-setting. People who are satisfied with their 

performance exert energy and set goals to maintain that performance. Those dissatisfied 

with their performance exert their energy and set goals to improve that performance. Such 

research shows that emotional responses to performance also influence goal-setting (Locke, 

Cartledge, & Knerr, 1970). 

1.4.7.2 Feedback 

Other research has identified the combination ofi goal-setting and appropriate feedback as 

leading to increases in performance (Locke et al., 1981 ), job satisfaction and organisational 

commitment (Tziner & Latham, 1989). Goal-setting combined with appropriate feedback 
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can mcrease performance dramatically (Locke et al.). Feedback is the prov1s10n ofi 

information regarding behaviour, ~pecifically in this context 'performance'. 

The Feedback Intervention Theory (FIT) was developed to account for the inconsistent 

findings from feedback intervention studies and shows that feedback intervention can affect 

performance both positively and negatively (Kluger & DeNisi, 1996). The FIT has 

developed five basic arguments. The first puts the view that a worker's 

behaviour/motivation will be regulated after comparing feedback on performance with set 

goals, principles or standards already set by the organisation. The next argument is that a 

worker will organise these particular goals or standards in a hierarchical fashion. FIT 

recognises that due to a human's attention. limitations, feedback-standard gaps (that is, when 

a worker is not meeting set goals or standards) will receive particular attention when 

behaviour regulation is in motion. The theory also states that we automatically pay 

attention to an average level ofi behaviour in our hierarchy ofi goals and standards. 

Importantly, the FIT states that feedback interventions will have an effect on our behaviour 

by changing or focusing our attention on other areas ofi our behaviour. 

Performance feedback has varying impacts on workers' performance depending on who 

provides the feedback (Becker & Klimoski, 1989). Feedback was found to be related to job 

performance when coming from a supervisor or management. In the field studies Latham 

& Yukl (1975) reviewed, it was noted that support from supervisors and managers was 

often lacking in goal-setting programs and that was a reason for the failure ofi some ofi these 

programs. However, it was not related to job performance when coming from peers or selfi 

Further analysis indicated that positive feedback regarding job change (e.g., providing a 

worker with increased responsibility) was related to increased performance, and that 
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negative feedback on performance ( e.g., supervisor indicating unhappiness with 

performance) resulted in a decrease in performance (Becker & Klimoski, 1989). 

When considering the impact of negative feedback, a distinction needs to be made between 

constructive criticism and destructive criticism. Constructive criticism usually identifies 

specific areas of improvement for the worker and is provided in a considerate, non

attacking manner. Destructive criticism usually internalises the criticism by focusing on 

the worker and is typically general rather than specific. Destructive criticism leads to 

avoidance tactics by workers who receive the criticism, and results in the worker feeling 

negative and opting not to discuss feedback (Baron, 1988). 

1.5 Present Study: The Impact of Electronic Performance Monitoring on Staff 

Turnover in a Call Centre Environment 

As a new and growing form of work organisation, Call Centres are a subject of current 

interest. However, Call Centres have been the subject of very limited research, despite 

their rapidly increasing numbers. For the worker they involve a move to a less personalised 

and more structured way of dealing with clients under the constant demands of EPM. High 

staff turnover has been reported in Call Centres and this turnover has been attributed largely 

to the working arrangements and EPM. 

The use of carefully scripted responses to client requirements, and the close monitoring of 

the operator's performance in that context, presents a challenge to Call Centre staff as they 

seek to provide quality customer service while striving to achieve business targets. With 

the deregulation and globalisation of business and the continuing efforts of organisations to 
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make their operators more streamlined and cost-effective, Call Centres represent a growing 

form of business operation that requires study by organisational psychologists. 

Against this background and these developments, the present study is exploratory, drawing 

on the work of Mobley and colleagues (1977, 1978, 1979). All participating organisations 

employed EPM in their Call Centres and had goal-setting and feedback arrangements 

related to that system. Researchers such as Porter & Steers (1973) have found that the 

pressures of this work situation are less where companies adopt good work practices, such 

as goal-setting and feedback. These are areas where a participative approach has the 

potential to reduce stress and increase the job satisfaction and organisational commitment 

of staff. The monitoring arrangements were seen as likely to impact on attitude measures 

such as job satisfaction and organisational commitment. Personal factors such as age and 

gender were also considered. 

1.5.1 Hypotheses 

The model presented in Figure 6 shows the general conceptual framework and hypotheses 

to be tested. Specifically, the following hypotheses were considered: 

1 ). Staff turnover would be high and predicted by the conceptual model presented in 

Figure 6. 

2). Staff turnover would be directly predicted by the outcome variables of job 

satisfaction, organisational commitment and work-related stress, as well as the 

demographic variables of gender and age. Specifically, high staff turnover would be 
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associated with low job satisfaction, low organisational commitment, high work-related 

stress, being female and younger age. 

3). The outcome variables of job satisfaction, organisational commitment and work

related stress would be predicted by perception of monitoring and the work-related 

variables of job control, task complexity, work performance, goal-setting and feedback. 

Specifically, positive outcome variables (high job satisfaction, high organisational 

commitment and low work-related stress) would be related to a positive perception of 

monitoring, high job control and task complexity, and a positive perception of work 

performance, goal-setting and feedback. 

4). Perception of monitoring would be predicted by the work-related variables of job 

control, task complexity, work performance, goal-setting and feedback and mediate some 

of their effect on the outcome variables of job satisfaction, organisational commitment and 

work-related stress. Specifically, a positive perception of monitoring would be related to 

high job control and task complexity, and a positive perception of work performance, goal

setting and feedback. 
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Figure 6. General conceptual framework of the current study's predictive model of staff 

turnover. 
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Chapter 2 Methodology 

2.1 Participants 

Participants were 388 Inbound Call Centre operators, from 26 Call Centres around 

Australia. The size 0£ the Call Centres ranged from 10 operators to 250 operators. The 

Call Centres represented 5 different Call Centre industries - Banking & Finance, 

Government Services, Insurance, IT, and Telecommunications. One o£the main criteria for 

selecting organisations to participate in the study was that they used formal EPM processes 

with their Call Centre operators to determine the work performance 0£ their stafiD and the 

efficiency o£their systems. 

Participation 0£ both organisations and Call Centre operators in the study was on a 

voluntary basis and met all ethical requirements. Informed consent was obtained from all 

participants. Approval for the research was obtained from the Committee for Ethics in 

Human Research at the University 0£ Canberra. 

The population 0£ interest was all Australian Call Centres. A sampling frame was derived 

by identif!Ying the major industries where Call Centres were used (Telecommunications, 

Banking & Finance, Information Technology, Insurance & Government Services) and 

beginning with well known organisations in these industries. A snowball technique 

(Whitley, 1996) was then used to gather other organisations where Call Centres were 

present. In total, 5 organisations were sent questionnaires. 
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A total of 3,078 questionnaires were sent out, with 428 being returned, yielding a return 

rate of 13.91 %. However, it was difficult to determine an exact return rate. Due to some 

organisations using internal mail to deliver the questionnaires across Australia, no 

monitoring of how the questionnaire package was given to operators can be determined. 

This became evident when no questionnaires were received from some Call Centres within 

which over 250 staff were working. When individual organisations were contacted 

regarding unused material, it became apparent that some Call Centres simply left the 

questionnaires in a box and informed operators that they were there if anyone wished to fill 

them out, rather than actually handing out the questionnaire package to all operators as 

requested. 

Forty questionnaires were returned without an informed consent form. While it would be 

reasonable to assume consent, due to the fact that the operator would have been the one to 

return the questionnaire, this approach was not adopted due to the interest in turnover, for 

which it was important to have the name of each operator. As the turnover data could not 

be obtained for these respondents, they were not included. Analysis showed that these 

questionnaires did not differ significantly on any of the main measures of interest from the 

useable data. Therefore a total of 388 questionnaires were used for analysis. 

Of the 388 participating Call Centre operators, 265 were female and 123 were male. The 

average age of the Call Centre operators was 35 years (M= 35.49, SD= 10.32), and ages 

ranged from 18 to 62 years. The average time spent working in the Call Centre was 31 

months (M = 31.23, SD = 32.66); this ranged from those who had been there 1 month to 

those with up to 288 months service. Of the participating operators, 19% had worked in 

another Call Centre prior to their current Call Centre job. Computer experience, prior to 
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current Call Centre job, averaged 72 months (6 years) and ranged from Oto 300 months (25 

years) experience. 

2.2 Design 

The study used a cross-sectional self-report survey design. A pilot study was conducted 

using Call Centre managers and team leaders to make sure that the survey questions were 

understandable and that questions were relevant across the different industries. A group of 

20 Call Centre operators from the telecommunications industry were then given a trial 

questionnaire. The results established that the questions were clear and unambiguous, and 

that the number of questions did not present problems, such as fatigue or frustration on the 

part of the participant. 

2.3 Procedure 

To obtain the participation of organisations with Call Centres, a contact person was 

nominated within each of the organisations and a number of meetings were attended. The 

research proposal was provided, and discussions were held, outlining reasons for the 

research and perceived benefits for the organisation. Agreement on participation was then 

reached on the proviso that all documentation being sent to the operators would be first 

cleared by the organisation before final printing and dispatch of the questionnaire and 

related documents. Organisations signed a confidentiality agreement (Appendix A) with 

the chief investigator. This agreement outlined all confidentiality safeguards for the 

organisation and stated that use of the data would only be in relation to the current thesis 

and any documentation related to the thesis. 
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The chief investigator delivered the questionnaire package to all participating organisations 

in the Australian Capital Territory. For all other States and Territories, participating 

organisations used internal mail to get the questionnaire package to the Call Centres around 

Australia. Organisations were asked to hand the confidential questionnaire package to all 

Call Centre operators in each of their Call Centres. 

The questionnaire package sent to Call Centre operators, after clearance by all 

organisations (no changes were necessary) included: 

• a letter, informing participants about the research, outlining the benefits, strict 

confidentiality safeguards and issues of voluntary participation. The letter was signed 

by an appropriate contact person within each of the organisations prior to printing 

(Appendix B); 

• an informed consent form, which outlined all participating operators' rights, 

confidentiality safeguards and availability of research results. This form was to be 

signed if the operator was participating and returned along with the questionnaire. The 

form also had contact details for the chief investigator and supervisor for any questions. 

(Appendix C); 

• the questionnaire (Appendix D); and 

• a self-addressed, reply-paid envelope. 

Operators were given 3 months in which to complete the questionnaire and return it by mail 

to the researcher. Just before the 3 month stage, reminder calls were made by the chief 

investigator to contact officers from each of the organisations, to remind operators about 

the questionnaire and check on progress of questionnaire completion. 
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Participating organisations were contacted 6 months after completion of the questionnaires, 

and then again 12 months after that, to determine staff turnover rates. Arrangements were 

made to collect turnover information in telephone and face-to-face discussions. This was 

conducted in a confidential manner, utilising an officer from the personnel section and the 

chief research investigator. The names of those Call Centre staff who had participated in 

the study and subsequently left the Call Centre were obtained. This process was repeated in 

the same way twelve months later. 

2.4 Measures 

2.4.1 Staff Turnover 

Staff turnover data were obtained by contacting participating organisations and identifying 

those participants who had left the organisation since administration of the questionnaire, 

after 6 months, and those who had left after a further 12 months. Turnover data were 

scored on a 1 / 0 scale, with 1 identifying those operators who left the organisation and 0 

identifying those operators who stayed with the organisation. 

2.4.2 Questionnaire Measures 

The questionnaire comprised the following measures and is attached at Appendix D. 
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2.4.2.1 Job Satisfaction 

Job satisfaction was measured by a scale from the Job Diagnostic Survey, developed by 

Hackman and Oldman (1975) and widely used since then. The scale uses 14 items to 

measure five types of: satisfaction: specifically, satisfaction with co-workers (3 items); 

satisfaction with supervisor (3 items); satisfaction with job growth (4 items); satisfaction 

with job security (2 items); and satisfaction with pay (2 items). Participants respond to 

statements such as, "I receive a lot of: support and guidance from my supervisor", and 

"There are opportunities for personal growth and development in my job", on a 7-point 

Likert-type scale from "(1) No, I strongly disagree" to "(7) Yes, I strongly agree". 

Sub-scale scores for each of: the 5 types of: job satisfaction were obtained by averaging the 

scores of: the appropriate questions, and ranged between 1 and 7, with a higher score 

indicating greater job satisfaction in that domain. A total job satisfaction score was derived 

by averaging all 14 items. This also ranged from 1-7. 

In the current study, each sub-scale had moderate or high internal consistency as indicated 

by Cronbach's alpha coefficient (Cronbach, 1990): satisfaction with co-workers .57; 

satisfaction with supervisor .87; satisfaction with job growth .80; satisfaction with job 

security .89; and satisfaction with pay .89. The total job satisfaction scale attained high 

inter-item reliability with a Cronbach alpha coefficient of: .90. Hackman & Oldman's 

(1975) scale had been reported in other studies as having high reliability, such as .86 (Blau 

& Lunz, 1998). Research conducted on bus drivers and engineers using the Hackman and 

Oldman Scale reported .88 (Mathieu & Farr, 1991). 
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2.4.2.2 Organisational Commitment 

To measure Organisational Commitment, Cook and Walls' Organisational Commitment 

Questionnaire (1980, in Cook, Hepworth, Wall & Warr, 1989) was used, which was based 

on Mowday, Steers, and Porters' Organisational Commitment Questionnaire (1979). The 

scale includes 9 items and measures three domains of organisational commitment: loyalty 

(3 items), identification (3 items), and involvement (3 items). Participants respond to 

statements such as, "I feel myself to be part of the organisation", and "To know that my 

own work had made a contribution to the good of the organisation would please me", on a 

7-point Likert-type scale from "(1) No, I strongly disagree" to "(7) Yes, I strongly agree". 

Sub-scale scores for each of the three domains of organisational commitment were obtained 

by averaging the scores of the appropriate questions, and ranged between 1 and 7, with a 

higher score indicating greater organisational commitment in that domain. A total 

organisational commitment score was derived by averaging all 9 items. This also ranged 

from 1-7. 

In the current study, each sub-s_cale had adequate to good internal consistency: loyalty to 

the organisation .66, identification with the organisation . 73, and involvement in the 

organisation .65. Similarly, the total organisational commitment scale attained high inter

item reliability with a Cronbach alpha coefficient of .83. 

The measure has good validity as it is based on the Mowday et al. (1979) scale, which was 

"based on a series of studies among 2563 employees in nine divergent organisations, 

satisfactory test-retest reliabilities and internal consistency reliabilities were found. In 
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addition, cross-validated evidence of acceptable levels of predictive, convergent, and 

discriminant validity emerged for the instrument" and was reported at .90 (Mowday et al., 

1979, p. 224). The advantages of the Cook and Walls (1980) measure over the original 

Mowday et al. measure are that it is short and easily completed by non-professional 

respondents (Meyer & Allen, 1991). 

2.4.2.3 Work-Related Stress 

To measure perceived work-related stress, a scale developed by Caplan, Cobb, French, 

Harrison, and Pinneau (1975) measuring quantitative work overload was used, along with a 

role-ambiguity scale developed by Rizzo et al. (1970). Combining the quantitative work 

overload scale (9 items: the original scale has 11 items, however two of the items have been 

disregarded, due to the high number of participants having difficulty understanding the 

particular item) and the role-ambiguity scale (6 items), yielded a total of 15 items. 

Participants respond to statements such as, "I know exactly what is expected of me", and 

"My job leaves me with very little time to get things done", on a 7-point Likert-type scale 

from "(l) No, I strongly disagree" to "(7) Yes, I strongly agree". 

Sub-scale scores for role ambiguity and work overload were obtained by averaging the 

scores of the appropriate questions, which yielded scale scores ranging from 1 to 7, with 

higher scores indicating greater role-ambiguity and greater perceived work overload. A 

total work-related stress scale score was derived from averaging all 15 items. This also 

ranged from 1-7. 
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In the current study, role-ambiguity attained a Cronbach alpha coefficient of.86, work 

overload was .85. Total work-related stress scale was .82. 

Several studies have used the Rizzo et al. scale and report good reliability; for example it 

was measured at . 79 in a study conducted in a medical centre (Bedeian & Armenakis, 

1981), and .75 in a study of clerical and administrative staff from a government department 

(Terry et al., 1993). The Caplan et al. (1975) scale has also reported high reliability at .91 

(Terry et al., 1993). 

2.4.2.4 Perception of Monitoring 

No measure of operator perception of monitoring in Call Centres was available in the 

research literature. Through detailed discussions with Call Centre managers, team leaders 

and operators, as well as an in-depth review of the literature, monitoring questions were 

prepared and a scale was developed. The resulting Perception of Monitoring Scale 

considered whether a Call Centre operator had a positive or negative view of monitoring. 

The scale comprised 10 items, including "I find that monitoring the number of calls I have 

taken motivates me". Participants were asked to indicate their feelings on a 7-point Likert

type scale from "(1) No, I strongly disagree" to "(7) Yes, I strongly agree". A total scale 

score was obtained by averaging the scores of the questions, yielding a scale score ranging 

from 1 to 7, with a higher score indicating a more positive view of monitoring. In the 

current study, the scale attained high inter-item reliability with a Cronbach alpha coefficient 

of .89. 
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2.4.2.5 Job Control 

It was necessary to develop a scale to assess Call Centre operators' perceptions of the 

control they have regarding their job. This measure was based on research on job control 

(Landsbergis, 1988; Perrewe & Ganster, 1989) and refined through pilot testing. The Job 

Control Scale considered whether an operator perceived that they had control regarding 

their job. 

The measure included 3 items related to job control, such as "I have little influence on how 

the work is organised". Participants were asked to indicate their feelings on a 7-point 

Likert-type scale from "(1) No, I strongly disagree" to 11(7) Yes, I strongly agree". A total 

scale score was obtained by averaging the scores of the questions to yield a scale score 

ranging from 1 to 7, with a higher score indicating a more positive perception of job 

control. In the current study, the scale attained adequate inter-item reliability with a 

Cronbach alpha coefficient of .59. 

2.4.2.6 Task Complexity 

It was also necessary to develop a scale to assess Call Centre operators' perception of task 

complexity regarding their job. This measure was based on Social Facilitation research 

(Zajonc, 1965). The Task Complexity Scale considered whether an operator perceived that 

the task they were performing in their job was complex. 

The measure included 3 items related to task complexity, such as "The job I do is quite 

complex". Participants were asked to indicate their feelings on a 7-point Likert-type scale 
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from "(1) No, I strongly disagree" to "(7) Yes, I strongly agree". A total scale score was 

obtained by averaging the scores 0£ the questions, which yielded a scale score ranging from 

1 to 7, with a higher score indicating that an operator perceived the task as more complex. 

In the current study, the scale attained high inter-item reliability with a Cronbach alpha 

coefficient 0£ .76. 

2.4.2.7 Work Performance 

A measure 0£ perception 0£ work performance within the Call Centre environment also had 

to be developed for the study. This was based on the Aiello and Kolb (1995) research on 

perception 0£ work performance. The Work Performance Scale considered whether an 

operator perceived that they were performing consistently and meeting work objectives. 

The measure included 3 items related to personal work performance, including "My work 

performance is reasonably consistent". Participants were asked to indicate their feelings on 

a 7-point Likert-type scale from "(1) No, I strongly disagree" to "(7) Yes, I strongly agree". 

A total scale score was obtained by averaging the scores 0£ the questions, yielding a scale 

score ranging from 1 to 7, with a higher score indicating a more positive perception 0£ work 

performance. In the current study, the scale attained adequate inter-item reliability with a 

Cronbach alpha coefficient 0£ .64. 

2.4.2.8 Goal-setting 

A goal-setting scale was developed based on Locke and Latham's (1990) Goal-setting 

Theory and research on task-goal attributes in employee performance (Steers & Porter, 
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1974). The Goal-Setting Scale considered whether a Call Centre operator had a positive 

view 0£ goal-setting. 

The scale included 5 items, such as "Work goals are realistic". Participants were asked to 

indicate their feelings on a 7-point Likert-type scale from " (1) No, I strongly disagree" to 

"(7) Yes, I strongly agree". A total scale score was obtained by averaging the scores o£the 

questions, which yielded a scale score ranging from 1 to 7, with a higher score indicating a 

more positive perception 0£ goal-setting. In the current study, the scale attained high inter

item reliability with a Cronbach alpha coefficient 0£ .82. 

2.4.2.9 Feedback 

A feedback scale was developed, based on Feedback Intervention Theory (Kluger & 

DeNisi, 1996). The Feedback scale considered whether a Call Centre operator had a 

positive or negative view 0£ feedback. The measure included 5 items, such as "The 

feedback I receive is constructive". Participants were asked to indicate their feelings on a 7-

point Likert-type scale from "(1) No, I strongly disagree" to "(7) Yes, I strongly agree". A 

total scale score was obtained, by averaging the scores 0£ the questions, which yielded a 

scale score ranging from 1 to 7, with a higher score indicating a more positive perception 0£ 

feedback. In the current study, the scale attained high inter-item reliability with a Cronbach 

alpha coefficient 0£ .86. 
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2.4.2.10 Demographic Information 

Gender and age (in years) o:Mhe participants were obtained. Gender was scored as either I 

or 2, with I representing males and 2 representing females. 

2.4.2.11 Other Call Centre Information 

The names o:D the organisation and the city or town where the Call Centre was located were 

also obtained (however this information will not be formally reported for confidentiality 

reasons). Length o:D time, in months, working at the particular Call Centre was also o:D 

interest. Information was obtained on whether participants had worked previously at a Call 

Centre and length o:D time in months that they had been using a computer ( computer 

experience). Space was also provided on the questionnaire for any comments Call Centre 

operators may wish to make. 
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Chapter 3 Results 

3.1 Quality of Data 

Data were analysed using the statistical package SPSS*lO. To begin with, data were 

screened for missing data. There were very little missing data and no participants were 

removed because of this. Missing data appeared to be due to questions being randomly 

missed here and there throughout the questionnaire, and the highest level for any item was 

2%. Missing data were dealt with at the individual item level by using the Expectation 

Maximization Estimation method (Arbunkel, 1996). Through Monte Carlo studies, 

Arbunkel has demonstrated that this is the best way of imputing missing data to represent 

the original data. With such a low level of missing data, this substitution was not expected 

to influence the original data in any way. Subsequently, all analyses were performed on a 

full data set. 

3.2 Call Centre Industries and Locations 

The sample considered Call Centres from a number of different industries, namely 

Government Services, Information Technology, Insurance, Finance & Banking, and 

Telecommunications. The Government Services industry provided the largest sample size, 

with 320 Call Centre operators returning the questionnaire. This was 82.5% of the final 

sample. From the Telecommunications industry 31 operators completed and returned the 

questionnaire, comprising 8.0% of the total sample. There were 29 operators from the 
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Insurance industry who responded, comprising 7 .5% of the sample, and 6 operators from 

Banking & Finance industry that responded, comprising 1.5% of the total sample. 

Information Technology had the smallest sample with only 2 operators providing a 

response to the questionnaire and only comprising 0.5% of the total sample. Figure 7 

presents a pie chart indicating industry proportions. The Government Services industry 

was overwhelmingly the majority industry, and the results therefore largely reflect the 

responses of this industry sector. 

0.5% 

82.5% 

□ Government Services 

□ Telecommunications 

Iii Insurance 

■Banking & Finance 

□Information Technology 

Figure 7. Percentage of industry representation from call centre operators who responded to 

the questionnaire. 

It is possible to compare the number of responses with the number of questionnaires sent to 

each industry sector. These proportions are presented in Figure 8, which shows the 

response rates for each industry sector, revealing that Call Centre operators in the Insurance 

industry were most likely to respond, followed by Banking & Finance, then 
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Telecommunications, Government Services, and the Information Technology industry, 

which had the lowest response rate. 

8% 
liiil Insurance 

■ Banking & Finance 

□ Telecommunications 

□ Government Services 

□ Information Technology 
23% 

Figure 8. Percentage on questionnaire response rate by industry. 

The sample came from Call Centres located across Australia, covering all States and 

Territories. Figure 9 represents the percentage o:6 the sample that came from different 

States and Territories. This reveals that the largest sample was provided from Victoria, 

with 77 (20%) Call Centre Operators responding to the questionnaire. Queensland had 68 

(17.5%) operators respond, Australian Capital Territory had 62 (16%) operators respond, 

and Tasmania provided responses from 56 (14.5%) operators. New South Wales and South 

Australia both had 45 (12%) operators respond, 29 (7.5%) from Western Australia, and the 

Northern Territory provided the smallest sample with only 2 (.5%) operators responding to 

the questionnaire. 
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Figure 10. Percentage response rate by State and Territory. 

The percentage response rate from each State and Territory is presented in Figure 10. This 

reports the number of responses over the number of questionnaires sent to the particular 

State or Territory. This shows that Call Centre operators in Tasmania had the best response 

rate. The lowest response rate was obtained from New South Wales. 
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3.3 Staff Turnover 

After 6 months, 55 (14%) Call Centre operators out of 388 who responded to the 

questionnaire had left the organisation they were working for. After a further 12 months 

( therefore 18 months after the questionnaire was received from all operators participating in 

the research), a further 81 (21 %) Call Centre operators had left the organisation they were 

working for. Overall, 136 Call Centres operators had left their Call Centre jobs after 18 

months; that is, a 35% staff turnover rate (Figure 11). 
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Figure 11. Percentage of call centre staff turnover, up to 18 months (n = 388). 

3.4 Descriptive Statistics for Predictive Measures 

Table 1 presents descriptive statistics for all the measured predictors. As noted earlier, all 

measures exhibited adequate internal consistency. All scales ranged from 1 to 7, with a 
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midpoint of 4, so above this midpoint indicated a more positive response to a particular 

measure and below the midpoint indicated a more negative response to a particular 

measure. Table 1 also indicates whether there was a difference on the measure according to 

staff turnover. 

For the work-related variables, the mean score for job control was below the midpoint, 

indicating a generally poor perception of job control and this measure was normally 

distributed. Task complexity was generally perceived as high, and this measure was 

somewhat negatively skewed. Operators' perception of their work performance was very 

high and again was negatively skewed. Goal-setting was above the midpoint, indicating a 

more positive perception of goal-setting, and the measure was normally distributed. There 

was generally a positive perception of feedback and the measure was negatively skewed. 

Overall, with the exception of job control, there was a generally positive impression of 

work-related factors. 

For perception of monitoring, mean scores were at midpoint and normally distributed. 

For the total job satisfaction scale and the job satisfaction sub-scales, all mean scores were 

above the midpoint, indicating positive job satisfaction. The highest mean was for 

satisfaction with co-workers, while the lowest was for satisfaction with job growth. All 

distributions were negatively skewed, further indicating that most respondents reported 

high job satisfaction. 

For total organisational commitment and the organisational commitment sub-scales, all 

mean scores were above the mean, indicating generally high organisational commitment. 
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The highest mean was for organisational involvement, while the lowest was for loyalty to 

the organisation. These measures were also somewhat negatively skewed, and this was 

particularly evident for organisational involvement. So, like job satisfaction, organisational 

commitment was also high in the sample. 

Loyalty to the organisation (a sub-scale OD organisational commitment) was the only 

variable where there was a significant difference according to turnover status. A one way 

analysis oD variance showed that there was a difference between those who did not leave, 

those who left within 6 months, and those who left after 6 months/up to 18 months in terms 

o:Dloyalty (F=5.09, df= ,p<.01). Tukey's tests showed that those who left within 6 months 

(M = 3.59) had significantly (p<.05) lower loyalty to the organisation than those who left 

after 6 months (M = 4.22) and those who stayed (M = 4.28). However, there was no 

difference in loyalty to the organisation between those who left after 6 months and those 

who stayed. 

For the total work-related stress measure, the mean score was at the midpoint and normally 

distributed. However, for the sub-scales, role-ambiguity was well below the midpoint and 

work overload was well above it. Role-ambiguity was positively skewed, while work 

overload was normally distributed. This shows that, overall, the participants reported low 

role-ambiguity and high work overload. 
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Table 1 

Means, Standard Deviation, and Reliability Scores for the Predictive Measures 

Measure Actual Range M SD ex. Skewness SE 

Job Control 1 - 7 3.22 1.32 .59 .27 .12 

Task Complexity 1 - 7 5.11 1.40 .76 -.85 .12 

Work Performance 1 - 7 5.93 .68 .64 -.56 .12 

Goal-setting 1 - 7 4.65 1.18 .82 -.34 .12 

Feedback 1 - 7 5.14 1.24 .86 -.74 .12 

Perception 0£ Monitoring 1 - 7 3.99 1.36 .89 -.22 .12 

Job Satisfaction 1 - 7 5.00 1.08 .90 -.52 .12 

Co-workers 1 - 7 5.46 1.04 .57 -.80 .12 

Supervisor 1 - 7 4.88 1.58 .87 -.82 .12 

Growth 1 - 7 4.62 1.39 .80 -.56 .12 

Security 1 - 7 4.93 1.65 .89 -.91 .12 

Pay 1 - 7 5.33 1.47 .89 -1.12 .12 

Organisational Commitment 1 - 7 4.82 1.10 .83 -.47 .12 

Loyalty* 1 - 7 4.17 1.48 .66 -.25 .12 

Identification 1 - 7 4.69 1.43 .73 -.57 .12 

Involvement 1 - 7 5.61 1.01 .65 -1.10 .12 

Work-Related Stress 1 - 7 3.93 .80 .82 .13 .12 

Role-ambiguity 1 - 7 2.73 1.05 .85 .92 .12 

Work Overload 1 - 7 4.73 1.07 .86 -.11 .12 

* Note. Indicates significant difference according to turnover status with a Bonferroni 

adjustment (p<.002). 

3.5 Intercorrelations Among all the Measures 

Table 2 presents intercorrelations among the predictors and turnover. In this Table, only 

the total scale scores for job satisfaction, organisational commitment and work-related 
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stress are presented in order to consider the general patterns among the main measures 

(Note that Table 3 considers interrelationships among the sub-scales for these measures). 

For correlations involving staff turnover, Kendall's tau is reported, as staff turnover is a 

dichotomous variable and the scale measures are all continuous variables. For all other 

intercorrelations among the predictor measures, Pearson's product moment correlation 

coefficient is reported. 

Only age, job satisfaction, and organisational commitment were weakly correlated with 

staff turnover. Staff turnover was related to younger age, lower job satisfaction and lower 

organisational commitment. Contrary to predictions, staff turnover was not significantly 

associated with perception of monitoring, work-related stress, the work-related variables of 

job control, task complexity, work performance, goal-setting and feedback, or gender. 

Previous research has suggested that age moderates the relationship between work 

performance and staff turnover (Werbel & Bedeian, 1989). This was investigated by 

computing the correlation between work performance and staff turnover for younger(< 35 

years) and older(~ 35 years) workers. For both these groups, the association between work 

performance and staff turnover was non-significant (younger age group, r = .02,p =.70, n = 

194; older age group, r = .Ol,p = .84, n = 194), showing no moderating effect of age. 

Many of the predictors were significantly associated. Work-related stress was moderately 

associated with lower organisational commitment, lower job satisfaction, and more 

negative perceptions of monitoring, feedback, and goal-setting. Greater work-related stress 

was also weakly associated with a greater perception of task complexity and a poorer 
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perception of job control. Work-related stress was not significantly associated with 

perception of personal work performance, age or gender. 

A strong association was evident between greater organisational commitment and both job 

satisfaction and a more positive perception of feedback. Moderate associations were 

evident between organisational commitment and a more positive perception of both 

monitoring and goal-setting, and greater job control. There were weak associations 

between organisational commitment and more positive perceptions of personal work 

performance and task complexity. 

For job satisfaction, a strong association was evident with a more positive perception of 

both feedback and goal-setting. A moderate association was also evident between job 

satisfaction and a more positive perception of monitoring as well as greater job control. 

Weak associations were evident between greater job satisfaction and more positive 

perceptions of task complexity and personal work performance. 

A more positive perception of monitoring was strongly related to more positive perceptions 

of feedback and goal-setting and somewhat less strongly with job control. A more positive 

perception of monitoring was weakly associated with a more positive perception of 

personal work performance, but was not significantly associated with task complexity. 

For work-related variables, a more positive perception of feedback was strongly associated 

with a more positive perception of goal-setting and moderately associated with greater job 

control. It was weakly related to a more positive perception of personal work performance 

and greater perceived task complexity. A more positive perception of goal-setting was 
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moderately related to greater job control, and weakly related to a more positive perception 

of personal work performance; however goal-setting was not significantly associated with 

task complexity. A more positive perception of personal work performance was not 

significantly associated with job control or task complexity. Job control was not 

significantly associated with task complexity. 

Gender was only weakly associated with perception of monitoring and job satisfaction; 

females reported a more positive perception of monitoring and greater job satisfaction. 

Older age was weakly associated with a more negative perception of feedback, a more 

positive perception of personal work performance, lower perceived task complexity, and 

less job control. However, age was not significantly associated with goal-setting, 

perception of monitoring, job satisfaction, organisational commitment, or work-related 

stress. As noted earlier, younger age was weakly associated with higher staff turnover. 
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Table 2 

Intercorrelation:s Among Predictors and Turnover 

Measure 3 4 5 6 7 8 9 10 11 12 

1. Gender (Female) .06 .09 -.02 .03 .04 .11 * .11 * .05 -.07 -.05 

2.Age -. 15** -.16** .22** .01 -.12* -.09 -.04 .04 .04 -.15** 

3. Job Control -.06 .07 .41 ** .33** .33** .36** .35** -.23** -.04 

4. Task Complexity .04 .02 .12* .01 .25** .18** .26** -.07 

5. Work Performance .24** .29** .18** .13* .16** -.09 .02 

6. Goal-setting .68** .68** .61 ** .56** -.43** -.05 

7.Feedback .71 ** .69** .61 ** -.44** -.05 

8. Perception of Monitoring .55** .57** -.41 ** -.03 

9. Job Satisfaction .74** -.48** -.12** 

10. Organisational Commitment -.40** -.11 * 

11. Work-related Stress .07 

12. Staff Turnover 

*p < .05. **p < .01. ***p < .001. 

Table 3 presents intercorrelations among the sub-scales of: job satisfaction, organisational 

commitment and work-related stress. 

As would be expected, all the job satisfaction sub-scales are strongly associated with the 

total measure of:job satisfaction, with job growth having the strongest association. As well, 

all the job satisfaction sub-scales are moderately to strongly intercorrelated. The strongest 

correlations are between satisfaction with co-workers and satisfaction with supervisors and 

job growth. Somewhat weaker associations are evident between security and pay and the 

other satisfaction variables. 
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In relation to organisational commitment, all the sub-scales were very strongly associated 

with the total measure of: organisational commitment. The sub-scales are moderately to 

strongly intercorrelated, with identification being strongly correlated with both loyalty and 

involvement, which are less strongly correlated with each other. 

While the total work-related stress scale was strongly associated with both its sub-scales, 

role-ambiguity and work overload did not significantly correlate, suggesting that they 

should not be combined into a total scale score. 

In relation to intercorrelation between the sub-scales, the job satisfaction measures all 

correlated moderately to strongly with the organisational commitment sub-scales, with 

satisfaction with job growth and identification with the organisation having the strongest 

association. The job satisfaction sub-scales all correlate moderately to strongly with role

ambiguity but only weakly or not at all with work overload. 

Similarly, the organisational commitment sub-scale measures also correlate moderately 

with role-ambiguity but weakly or not at all with work overload. 
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Table 3 

Intercorrelations Among the Sub-scales of Job Satisfaction, Organisational Commitment 

and Work-related Stress 

Measure la lb le Id le 2 2a 2b 2c 3 3a 

I. Job Satisfaction .81 ** .82** .86** .64** .64** .74** .60** .72** .53** -.48** -.62** 

I a. Co-workers .63,** .68** .38** .40** .60** .46** .61 ** .44** -.38** -.50** 

I b. Supervisor .59** .37** .41** .57** .45** .58** .39** -.45** -.60** 

le. Growth .41 ** .40** .71 ** .58** .68** .51 ** -.33** -.49** 

Id. Security .41** .45** .38** .43** .31 ** -.26** -.33** 

le. Pay .43** .37** .38** .30** -.41** -.41** 

2. Organisational Commitment .85** .90** .77** -.40** -.55** 

2a. Loyalty .61 ** .44** -.35** -.41 ** 

2b. Identification .62** -.40** -.55** 

2c. Involvement -.26** -.43** 

3. Work-related Stress .60** 

3a. Role-ambiguity 

3b. Work Overload 

*p < .05. **p < .01. ***p < .001. 

Table 4 presents intercorrelations among the sub-scales of: job satisfaction, organisational 

commitment, work-related stress and the other hypothesised predictors of: turnover. Being 

female was weakly associated with greater satisfaction with supervisor, while weak 

associations were also evident between older age and both an increase in loyalty to the 

organisation and dissatisfaction with job security. 
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For the work-related variables, job control was, moderately to weakly associated with all the 

job satisfaction, organisational commitment and work-related stress sub-scales, with the 

exception of:satisfaction with pay, which was not significantly associated with job control. 

Task complexity was moderately related to both an increase in perception of: work overload 

and greater satisfaction with job growth. Weak associations were evident between task 

complexity and all other sub-scales, with the exception of: satisfaction with job security, 

which was not significant. A positive perception of: personal work performance was 

moderately associated with less role-ambiguity, and only weakly associated with greater 

satisfaction with co-workers, supervisor, job security, identification and involvement with 

the organisation and greater perceived work overload. Both goal-setting and feedback were 

moderately to strongly related to all job satisfaction and organisational commitment sub

scales and less role-ambiguity, but only weakly related to less perceived work overload. 

Note the strongest intercorrelations were between a more positive perception of: feedback 

and both greater satisfaction with supervisor and less perceived role-ambiguity. 

A more positive perception of: monitoring was moderately to weakly associated with all 

sub-scales of: job satisfaction, organisational commitment and work-related stress. 

Specifically, within the job satisfaction sub-scales, a more positive perception of: 

monitoring was moderately related to greater satisfaction with co-workers, supervisor, job 

growth and pay, and weakly associated with job security. With the organisational 

commitment sub-scales, a more positive perception of: monitoring was moderately related 

to increased loyalty, identification and involvement with the organisation. Within the 

work-related sub-scales, a more positive perception of monitoring was moderately related 

to less role-ambiguity and weakly related to less perceived work overload. Staf:f: turnover 
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was weakly associated with most of the job satisfaction and organisational commitment 

subscales, but not significantly related to the work-related stress subscales. 

Table 4 

Intercorrelations Among the Sub-scales of Job Satisfaction, Organisational Commitment 

and Work-related Stress and Other Predictors 

Gender Age Job Task Work Goal- Feedb Percep. Staff 

(female) Control Complex Perform. setting ack Monitor Turnover 

Job satisfaction 

Co-workers .10 -.09 .33** .19** .14** .49** .56** .47** -.08 

Supervisor .16** -.05 .24** .14** .12* .50** .69** .47** -.10* 

Growth .04 .02 .42** .36** .07 .56** .57** .51 ** -.08* 

Security .05 -.12* .22** .02 .11 * .37** .33** .28** -.09* 

Pay .05 .04 .08 .15** .05 .36** .40** .30** -.09* 

Organisational Commitment 

Loyalty -.03 .11 * .24** .13** .09 .44** .45** .44** -.10* 

Identification .08 -.04 .37** .17** .14** .55** .61 ** .55** -.09* 

Involvement .07 .01 .27** .17** .19** .43** .46** .44** -.08 

Work-related Stress 

Role-ambiguity -.03 -.06 -.20** -.14** -.34** -.48** -.61 ** -.46** .04 

Work Overload -.06 .08 -.16** .42** .11 * -.22** -.14** -.21 ** .03 

*p < .05. **p < .01. ***p < .001. 

3.6 Building the Predictive Model of Turnover 

As presented here in Figure 6, a predictive model of staff turnover was tested. The model 

begins with work-related factors, which are expected to predict perception of monitoring. 
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Perception of monitoring and the work-related factors are then expected to predict job 

satisfaction, organisational commitment, and work-related stress (role-ambiguity and work 

overload). Finally, turnover is hypothesised to be predicted by job satisfaction, 

organisational commitment, work-related stress (role-ambiguity and work overload) plus 

the demographic variables of gender and age. The following analyses therefore reflect this 

progressive building of the predictive model of staff turnover. 

Work-related stress was measured by role-ambiguity and work overload. The descriptive 

analyses showed that these were really distinct constructs that couldn't be combined into a 

total stress measure and therefore they are considered separately in the predictive model. 

The model analysed the following. 

3.6.1 Predicting Perception of Monitoring 

Multiple linear regression was used to assess the relative contributions of the demographic 

variables and the work-related variables of perception of monitoring. The demographic 

variables of gender and age were entered in the first step to control for their effects, 

followed in the second step with the work-related factors: job control; task complexity; 

work performance; goal-setting; and feedback. The assumptions for multiple regression 

were generally met. Specifically, an examination of residuals and Cook's Distance scores 

showed that there were no multivariate outliers exerting undue influence on the model. 

A summary of the regression is presented in Table 5. In the first step, gender and age 

explained a significant 2% of the variance in perception of monitoring, with age reporting a 

significant coefficient. In the second step, work related factors added a further 57% to the 
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explained variance, which was also significant. In this model, age did not retain its 

significance with the addition of work-related factors. Examination of collinearity 

diagnostics (variance proportions) shows that job control appears to mediate the weak 

effect of age on monitoring perception. Of the work-related variables, job control, task 

complexity and work performance did not attain significant coefficients, while both goal

setting and feedback did attain significant coefficients. 

There was evidence of some collinearity between goal-setting and feedback, which were 

intercorrelated at r=.68. As a consequence their partial correlations with perception of 

monitoring were substantially less than their zero order correlations: for goal-setting (zero 

order=.68, partial=.37) and for feedback (zero order=.71, partial=.47). However, because 

both goal-setting and feedback still contributed a significant unique contribution to the 

multivariate model, with feedback having a slightly stronger effect, no steps were taken to 

address the collinearity. In the final model, 59% of the variance in perception of 

. monitoring was explained, but only goal-setting and feedback were significant. 
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Table 5 

Summary of Hierarchical Regression Analysis Predicting Perception of Monitoring (N=388) 

Predictor B SEB ~ R2 AR.2 

Step 1 

Constant 4.51 .38 

Gender (female) .09 .15 .03 

Age -.02 .01 -.14** .02* .02* 

Step 2 

Constant .43 .49 

Gender (female) -.06 .10 -.02 

Age -.01 .01 -.06 

Job Control .01 .04 .01 

Task Complexity -.05 .03 -.05 

Work Performance -.09 .07 -.05 

Goal-setting .41 .05 .35*** 

Feedback .54 .05 .49*** .59*** .57*** 

*p < .05. **p < .01. ***p < .001. 

3.6.2 Predicting Job Satisfaction 

Multiple linear regression was used to assess the relative contributions o:fi the hypothesised 

predictors o:fi job satisfaction. The demographic variables, gender and age, were entered in 

the first step to control for their effects, followed in the second step with perception ofi 

monitoring. In the third step, the work-related factors o:fi job control, task complexity, work 

performance, goal-setting and feedback were added. In the final model, organisational 

commitment, role-ambiguity and work overload were added. The assumptions for multiple 
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regress10n were generally met. Specifically, an examination of residuals and Cook's 

Distance scores showed that there were no multivariate outliers exerting undue influence on 

the model. 

A summary of the regression is presented in Table 6. In step 1, gender and age did not 

produce a significant model. In step 2, perception of monitoring explained a significant 

30% of the variance in job satisfaction. In the third step, the work-related factors of job 

control, task complexity, work performance, goal-setting and feedback added a further 26% 

to the explained variance, which was significant. In this model, all the work-related factors 

attained significant coefficients, with feedback having the largest beta coefficient, followed 

by goal-setting. Beta coefficients for the other work-related predictors were weak. In this 

model, perception of monitoring did not retain its significance with the addition of work 

related factors. Examination of collinearity diagnostics (variance proportions) show that 

feedback, and to a lesser extent both task complexity and goal-setting, account for the effect 

of monitoring on job satisfaction. 

In the final model, 57% of the variance in job satisfaction scores was explained, with the 

addition of organisational commitment, role-ambiguity and work overload contributing an 

additional and significant 15% to the variance in job satisfaction. In this model, the work

related variables of task complexity, work performance (very weakly), goal-setting and 

feedback retained significance, with the exception of job control which became non

significant; its beta coefficient dropping from a weak .11 in the previous model to a non

significant .06 in this model. Job satisfaction was most strongly predicted by greater 

organisational commitment, a more positive perception of both feedback and goal-setting, 

less role-ambiguity, less work overload and greater perceived task complexity. 
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Table 6 

Summa,y of Hierarchical Regression Analysis Predicting Job Satisfaction (N == 388) 

Predictor B SEB p R2 f..R2 

Step 1 

Constant 4.71 .31 

Gender (female) .24 .12 .10 

Age -.01 .01 -.03 .01 .01 

Step 2 

Constant 2.73 .30 

Gender (female) .20 .10 .08 

Age .01 .01 .05 

Perception ofi Monitoring .44 .03 .55*** .31 *** .30*** 

Step 3 

Constant 1.32 .40 

Gender (female) .10 .08 .04 

Age .01 .01 .01 

Perception ofi Monitoring .02 .04 .02 

Job Control .09 .03 .11 ** 

Task Complexity .15 .03 .20*** 

Work Performance -.14 .06 -.09* 

Goal-setting .24 .05 .26*** 

Feedback .40 .05 .46*** .57*** .26*** 

Step 4 

Constant 2.97 .45 

Gender (female) .09 .07 .04 

Age -.01 .01 -.06 

Perception ofi Monitoring -.06 .04 -.08 

Job Control .05 .03 .06 

Task Complexity .14 .03 .18*** 

Work Performance -.16 .05 -.1 0** 

Goal-setting .13 .04 .14** 

Feedback .22 .04 .25*** 

Organisational Commitment .38 .04 .39*** 

Role-ambiguity -.22 .04 -.21 *** 

Work overload -.12 .03 -.11 *** .72*** .15*** 

*p < .05. **p < .01. ***p < .001. 
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3.6.3 Predicting Organisational Commitment 

Multiple linear regression was used to assess the relative contributions of the hypothesised 

predictors of organisational commitment. The demographic variables of gender and age, 

were entered in the first step to control for their effects, followed in the second step with 

perception of monitoring. In the third step, the work-related factors of job control, task 

complexity, work performance, goal-setting and feedback were added. In the final model, 

job satisfaction, role-ambiguity and work overload were added. The assumptions for 

multiple regression were generally met. Specifically, an examination of residuals and 

Cook's Distance scores showed that there were no multivariate outliers exerting undue 

influence on the model. 

A summary of the regression is presented in Table 7. In step 1, gender and age did not 

produce a significant model. In step 2, perception of monitoring explained a significant 

33% of the variance in organisational commitment, and age which was non-significant in 

the previous model, became significant, thus indicating that the effect of age on 

organisational commitment is enhanced by a suppression effect when monitoring is 

included in the model (Cohen & Cohen, 1983). In step 3, adding the work-related factors 

of job control, task complexity, work performance, goal-setting and feedback added a 

further significant 13% to the explained variance. All the work-related factors, with the 

exception of work performance, attained significant coefficients, and monitoring perception 

and age retained significance. 

In the final model, 46% of the variance in organisational commitment was explained. The 

addition of job satisfaction, role-ambiguity and work overload variables contributed an 
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additional and significant 14% to the variance in organisational commitment, however only 

job satisfaction reported a significant coefficient. In this model, job co~trol, perception of 

monitoring and age retained significance, and task complexity, goal-setting and feedback 

all became non significant. Organisational commitment was most strongly predicted by 

greater job satisfaction, a more positive perception of monitoring, older age and greater 

perceived job control. 
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Table 7 

Summa,y of Hierarchical Regression Analysis Predicting Organisational Commitment (N = 388) 

Predictor B SEB ~ R2 Ml 

Step I 

Constant 4.44 .3 I 

Gender (female) .13 .12 .05 

Age .01 .01 .05 .01 .01 

Step 2 

Constant 2.3 .30 

Gender (female) .08 .I 0 .04 

Age .01 .01 .13** 

Perception ofi Monitoring .47 .03 .59*** .34*** .33*** 

Step 3 

Constant .91 .45 

Gender (female) .01 .09 .01 

Age .01 .01 .11 ** 

Perception ofi Monitoring .17 .05 .22*** 

Job Control .11 .04 .14** 

Task Complexity .IO .03 .13** 

Work Performance -.04 .06 -.02 

Goal-setting .17 .05 .19** 

Feedback .25 .05 .28*** .47*** .13*** 

Step4 

Constant .82 .57 

Gender (female) -.04 .08 -.02 

Age .01 .01 .10** 

Perception ofiMonitoring .16 .04 .20*** 

Job Control .06 .03 .08* 

Task Complexity .02 .03 .02 

Work Performance .01 .06 .01 

Goal-setting .04 .05 .04 

Feedback .01 .05 .01 

Job Satisfaction .54 .06 .53*** 

Role-ambiguity -.09 .05 -.08 

Work overload .01 .04 .01 .61*** .14*** 

*p < .05. **p < .01. ***p < .001. 
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3.6.4 Predicting Work-related Stress 

Role-ambiguity and Work Overload are considered separately, due to the evidence that 

these measures are distinct concepts that cannot be combined into the one measure. 

3.6.4.1 Predicting Role-Ambiguity 

Multiple linear regression was used to assess the relative contributions of the hypothesised 

predictors of role-ambiguity. The demographic variables of gender and age were entered in 

the first step to control for their effects, followed in the second step with perception of 

monitoring. In the third step, the work-related factors of job control, task complexity, work 

performance, goal-setting and feedback were added. In the final model, job satisfaction, 

organisational commitment and work overload were added. The assumptions for multiple 

regression were generally met. Specifically, an examination of residuals and Cook's 

Distance scores showed that there were no multivariate outliers exerting undue influence on 

the model. 

A summary of the regression is presented in Table 8. In the first step, gender and age did 

not produce a significant model. In the second step, perception of monitoring explained a 

significant 22% of the variance in role-ambiguity and reported a significant coefficient and 

age which was non-significant in the previous model, now reported a significant 

coefficient, again showing a suppression effect. 

In the third step, adding the work-related factors of job control, task complexity, work 

performance, goal-setting and feedback added a further significant 20% to the explained 
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variance; however only work performance, goal-setting and feedback reported significant 

coefficients. In this model, perception of monitoring did not retain its significance with the 

addition of work related factors, however age did retain a significant coefficient. 

In the final model, 41 % of the variance in role-ambiguity was explained, with the addition 

of job satisfaction, organisational commitment and work overload adding a significant 8% 

to the explained variance in role-ambiguity, however only job satisfaction reported a 

significant coefficient. In this model, work performance, feedback and age all retained 

significance. Role-ambiguity was most strongly predicted by job dissatisfaction, a more 

negative perception of both feedback and work performance, and younger age. 
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Table 8 

Summaiy of Hierarchical Regression Analysis Predicting Role-ambiguity (N = 388) 

Predictor B SEB ~ R2 Af f 
Step I 

Constant 3.11 .30 

Gender (female) -.09 .12 -.04 

Age -.01 .01 -.06 .01 .01 

Step 2 

Constant 4.77 .31 

Gender (female) -.05 .10 -.03 

Age -.01 .01 -.13** 

Perception ofiMonitoring -.37 .04 -.48*** .23*** .22*** 

Step 3 

Constant 7.42 .44 

Gender (female) .03 .09 .01 

Age -.01 .01 -.10* 

Perception ofiMonitoring -.03 .05 -.04 

Job Control .01 .03 .01 

Task Complexity -.04 .03 -.06 

Work Performance -.26 .06 -.17*** 

Goal-setting -.11 .05 -.12* 

Feedback -.39 .05 -.45*** .43 .20*** 

Step 4 

Constant 7.97 .45 

Gender (female) .07 .08 .03 

Age -.01 .01 -.08* 

Perception ofiMonitoring -.01 .05 -.01 

Job Control .04 .03 .06 

Task Complexity .02 .03 .03 

Work Performance -.32 .06 -.21 *** 

Goal-setting -.01 .05 -.01 

Feedback -.22 .05 -.26*** 

Job Satisfaction -.35 .06 -.36*** 

Organisational Commitment -. IO .06 -.I I 

Work overload .01 .04 .01 .51 *** .08*** 

*p < .05. **p < .01. ***p < .001. 

82 



3.6.4.2 Predicting Work Overload 

Multiple linear regression was used to assess the relative contributions of the hypothesised 

predictors of work overload. The demographic variables of gender and age, were entered in 

the first step to control for their effects, followed in the second step with perception of 

monitoring. In the third step, the work-related factors of job control, task complexity, work 

performance, goal-setting and feedback were added. In the final model, job satisfaction, 

organisational commitment and role ambiguity were added. The assumptions for multiple 

regression were generally met. Specifically, an examination of residuals and Cook's 

Distance scores showed that there were no multivariate outliers exerting undue influence on 

the model. 

A summary of the regression is presented in Table 9. In the first step, gender and age did 

not produce a significant model. In the second step, perception of monitoring explained a 

significant 4% of the variance in role-ambiguity and reported a significant coefficient. In 

the third step, adding the work-related variables of job control, task complexity, work 

performance, goal-setting and feedback added a further significant 21 % to the explained 

variance; however only task complexity, work performance and goal-setting reported 

significant coefficients. In this model, perception of monitoring did not retain its 

significance with the addition of work related variables. 

In the final model, 26% of the variance in work overload was explained. The addition of 

job satisfaction, organisational commitment and role-ambiguity added a significant 3% to 

the explained variance in work overload, but only job satisfaction reported a significant 

coefficient. In this model, task complexity and work performance retained significance. 
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Work overload was most strongly predicted by an increase in perceived task complexity, 

job dissatisfaction and a more positive perception of work performance. 

Table 9 

Summa,y of Hierarchical Regression Analysis Predicting Work Overload (N = 388) 

Predictor B SEB ~ R fl.R2 

Step 1 

Constant 4.65 .30 

Gender (female) -.12 .12 -.05 

Age .01 .01 .08 .01 .01 

Step 2 

Constant 5.37 .35 

Gender (female) -.10 .12 -.04 

Age .01 .01 .05 

Perception ofiMonitoring -.16 .04 -.20*** .05*** .04*** 

Step 3 

Constant 3.19 .51 

Gender (female) -. 12 .10 -.05 

Age -.01 .01 -.06 

Perception ofiMonitoring -.07 .05 -.09 

Job Control -.02 .04 -.03 

Task Complexity .33 .04 .43*** 

Work Performance .27 .07 .17*** 

Goal-setting -.14 .06 -.15* 

Feedback -.06 .06 -.07 .26*** .21 *** 

Step 4 

Constant 3.53 .71 

Gender (female) -.09 .10 -.04 

Age -.01 .01 -.06 

Perception ofiMonitoring -.07 .05 -.09 

Job Control -.01 .04 -.01 

Task Complexity .37 .04 .49*** 

Work Performance .23 .08 .15** 

Goal-setting -.07 .06 -.08 

Feedback .05 .07 .05 

Job Satisfaction -.28 .08 -.28*** 

Organisational Commitment .02 .07 .02 

Role-ambiguity .01 .06 .01 .30** .03** 

*p < .05. **p < .01. ***p < .00i. 
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3.6.6 Predicting Turnover 

A logistic regression was used to assess the relative contributions of all hypothesised 

predictors of staff turnover because staff turnover is a dichotomous variable. The 

demographic variables of gender and age, were entered in the first step to control for their 

effects, followed in the second step with perception of monitoring. In the third step, the 

work-related variables of job control, task complexity, work performance, goal-setting and 

feedback were added. In the fourth step, job satisfaction and organisational commitment 

were added and in the final model role-ambiguity and work overload were added. All 

assumptions were met. 

A summary of the logistic regression is presented in Table 10. In step 1, gender and age 

produced a significant model, however age reported the only significant coefficient. In step 

2, perception of monitoring was added but did not produce a significant change in Chi

square. In step 3, the work-related variables of job control, task complexity, work 

performance, goal-setting and feedback were added: however they did not significantly 

contribute to the model. 

In the final model, the equivalent of 6% of the variance in staff turnover was explained, 

however, the addition of job satisfaction, organisational commitment, role-ambiguity and 

work overload did not produce a significant contribution to the model. In all the models, 

staff turnover was only predicted by age, indicating that staff turnover was weakly related 

to younger age. 
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Table 10 

Summa,y of Hierarchical Logistic Regression Analysis Predicting Turnover 

Predictor B SEB -2LL 6X2 Cox & Snell 

R Square 

Step I 

Constant 1.54* .62 

Gender (female) -.42 .24 

Age -.04*** .01 486.73 15.94*** .05*** 

Step 2 

Constant 2.05** .72 

Gender (female) -.41 .24 

Age -.04*** .01 

Perception o:fiMonitoring -.11 .08 484.84 1.88*** .05*** 

Step 3 

Constant 1.68 1.21 

Gender (female) -.40 .24 

Age -.04*** .01 

Perception o:fiMonitoring -.04 .12 

Job Control -.06 .09 

Task Complexity -.06 .08 

Work Performance .19 .17 

Goal-setting -.I 0 .14 

Feedback -.02 .14 481.63 3.21** .06** 

Step 4 

Constant 1.54 1.75 

Gender (female) -.38 .24 

Age -.04*** .01 

Perception o:fiMonitoring -.02 .13 

Job Control -.04 .10 

Task Complexity -.05 .10 

Work Performance . I 5 .18 

Goal-setting -.03 .15 

Feedback .09 .16 

Job Satisfaction -.21 .19 

Organisational Commitment -.04 .16 

Role-ambiguity .03 .15 

Work Overload .08 .12 478.08 3.55* .06* 

*p < .05. **p < .01. ***p < .001. 
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3.7 Path Model Predicting Turnover 

Finally, the hypothesised model presented in Figure 12 was tested. A path analysis was 

conducted using Amos 3.61 (Arbuckle 1994-1997) to enable the simultaneous estimation of 

multiple dependent relationships. A maximum likelihood estimation procedure was used. 

Testing of assumptions for multivariate outliers, normality and homogeneity of variance did 

not reveal any serious violation of assumptions. 

The hypothesised model was found to not fit the observed data (X2 = 261.105, d/=33, 

GFI=.903, AGFI=.733, NFI=.860, TLI=.699, RMSEA=.134). Consequently, non-

significant paths were dropped and modification indices were examined to obtain a better 

fitting model. Figure 13 presents the model that was shown to fit the data well (X2 = 

64.227, d/=51, p=. l 0 1, GFI=.975, AGFI=.956, NFI=.966, TLI=.989, RMSEA=.026) along 

with standardised parameter estimates. All paths presented were significant (p<.05). 

Results of the path analysis indicated that staff turnover (turnover) was only predicted by 

age and job satisfaction (jobsat), and both were weak relationships. Younger employees 

were somewhat more likely to leave than their older counterparts, and employees reporting 

more job dissatisfaction were also more likely to leave the organisation. 

As anticipated, both feedback and goal-setting (goals) directly predicted perception of 

monitoring (monitor), indicating that if employees had a more positive perception of goal

setting and feedback processes then they were likely to have a more positive perception of 

monitoring. 
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00 
00 Figure 12. Initial hypothesised path-analytic model: Influence of work-related factors, 

monitoring, outcome variables on staff turnover. 



Perception of monitoring was not predictive of job satisfaction, role-ambiguity (roleamb) or 

work overload (overload), but was predictive of organisational commitment (orgcom). An 

employee who reported a more positive perception of monitoring was more likely to report 

stronger organisational commitment. 

Job control ( control) was not predictive of role ambiguity and work overload, but was 

predictive of both job satisfaction and organisational commitment, both with weak 

relationships. Employees who reported greater job control were more likely to report job 

satisfaction and stronger commitment to the organisation. 

Task complexity (complex) was not predictive of organisational commitment and role 

ambiguity, but was predictive of both work overload and job satisfaction, with moderate 

and weak strengths respectively, indicating those who perceived their task as complex were 

likely to report greater work overload but also greater job satisfaction. 

Work performance (workperf) was not predictive of organisational commitment, but was 

predictive of job satisfaction, role ambiguity and work overload, all with weak 

relationships. Employees who positively perceived their work performance reported higher 

job satisfaction, less role-ambiguity and less work overload. 

Goal-setting was not predictive of organisational commitment, role ambiguity and work 

overload, but was predictive of job satisfaction. Those employees who reported a more 

positive perception of goal-setting were more likely to report job satisfaction. 
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Feedback was not predictive of: organisational commitment and work overload, but was 

predictive of:job satisfaction and role ambiguity, indicating that employees who reported a 

more positive perception of: feedback reported higher job satisfaction and less role

ambiguity. 

Job satisfaction predicted greater organisational commitment, less role ambiguity, and less 

work overload, indicating that employees reporting higher job satisfaction, had more 

organisational commitment and less role-ambiguity and work overload. 

Age only predicted organisational commitment, role ambiguity and turnover, indicating 

older employees report stronger organisational commitment, less role-ambiguity and are 

less likely to leave the organisation. 
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Chapter 4 Discussion 

4.1 Overview 

The current study's main aims were to establish which variables influenced staff turnover 

and the impact Electronic Performance Monitoring had on employees in a Call Centre 

environment. As well, the study aimed to identify factors that influenced job satisfaction, 

organisational commitment and work-related stress, as these were expected to have a direct 

effect on staff turnover. 

The model presented in Figure 6 was tested. It was hypothesised that job satisfaction, 

organisational commitment, work-related stress and demographic variables like age would 

impact directly on staff turnover in Call Centres. It was further hypothesised that a Call 

Centre operator's perception of monitoring and the work-related variables of job control, 

task complexity, work performance, goal-setting and feedback would indirectly impact on 

staff turnover through the outcome variables of job satisfaction, organisational commitment 

and work-related stress. 

The hypothesis that staff turnover would be high and predicted by the model was partly 

supported. Turnover was high at 35%; however, the predictive model only explained 5% of 

the variance in staff turnover. The hypothesis that job satisfaction, organisational 

commitment, work-related stress and demographic variables would directly predict 

turnover was only partly supported, with only age and job satisfaction emerging as 

significant, albeit weak, predictors. 
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It was also hypothesised that EPM and the work-related variables of job control, task 

complexity, work performance, goal-setting and feedback would directly effect the 

outcome variables of job satisfaction, organisational commitment and work-related stress, 

and exert their influence on turnover in this way, and again there was partial support. Job 

satisfaction was predicted by a more positive perception of job control, work performance, 

goal-setting and feedback and greater perceived task complexity. Organisational 

commitment was predicted by both a positive perception of monitoring and job control, and 

older age. Role-ambiguity was predicted by a negative perception of both work 

performance, and feedback and younger age. Work overload was predicted by greater 

perceived task complexity and a more positive perception of work performance. 

EPM was hypothesised to be predicted by the work-related variables of job control, task 

complexity, work performance, goal-setting and feedback. Those that emerged as 

significant were goal-setting and feedback. EPM was predicted by a combination of 

appropriate and attainable goals, and constructive, motivational feedback; specifically a 

more positive perception of goal-setting and of feedback. 

4.2 Predicting Staff Turnover 

Staff turnover was high in the current Call Centre sample. Staff turnover for Call Centres 

surveyed in the current study was 14% after 6 months and 35% after 18 months, that is 

higher than reported in other non-Call Centre industries after 12 months. For example the 

CPA Small Business survey ("Small Business," 1999) reported staff turnover at 10% and 

another survey by Recruitment Solutions (1999/2000) reported staff turnover at 11 %. This 

high turnover rate in the current study is consistent with other Call Centre turnover rates in 
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Australia and overseas. Hallis Call Centre Recruitment Specialists reported staff turnover 

to be 29.5% and 33% respectively for 1999/2000 and 2000/2001. Overseas, British Call 

Centres are recording a turnover rate averaging 22% but as high as 50% ("Staff Turnover is 

Costly," 2000) and Ireland reports staff turnover in Call Centres at 30% ("Ireland, Europe's 

Call Centre Capital," 2001). These studies confirm the reported differences between staff 

turnover rates for Call Centres and for industry generally. 

The current study did not explicitly seek information about whether the turnover was 

voluntary or involuntary (Price, 1976), but it was assumed that the staff had left mainly of 

their own accord (voluntary turnover). It was considered that turnover of the order reported 

for Call Centres in the literature and identified in this study would be considered 

dysfunctional (Dalton, Todor, & Krackhardt, 1982). Some turnover would have positive 

effects for the organisation; for example, replacement of low performing employees. 

However turnover in the vicinity of20% to 30% would result in significant recruitment and 

training costs and would be likely to affect productivity. 

The conceptual model presented in Figure 6 only explained about 5% of the variance in 

staff turnover with only age and job satisfaction emerging as significant predictors. Age 

predicted staff turnover somewhat more strongly than job satisfaction, with younger 

employees being more likely to leave the organisation than their older counterparts. This is 

consistent with research findings. Greenwood (2001) reported a study by the University of 

Auckland, which found a link between age and staff turnover; specifically the research 

found that younger employees were more likely to leave, reportedly to gain overseas 

expenence. Hallis, Call Centre Recruitment Specialists (2000/2001 ), reported a 
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relationship between age and staff turnover, with older employees staying with the Call 

Centres surveyed twice as long as younger employees. 

The current study reported no relationship between staff turnover and work performance; 

and age did not moderate this relationship. Results indicated that there was no difference 

between older and younger employees' perceptions of work performance impacting on staff 

turnover. This is contrary to research by Werbel and Bedeian (1989) who found that older 

employees left the organisation it they were performing poorly and stayed it they were 

performing well; while for younger employees no relationship was found between staff 

turnover and work performance. 

Job satisfaction also predicted turnover and was assessed by considering satisfaction with 

co-workers, supervisor, job growth, job security and pay. It was found that job satisfaction 

negatively predicted staff turnover, with those employees who were dissatisfied with pay, 

co-workers, supervisor, job growth and job security being more likely to leave the 

organisation. All these aspects of job satisfaction were highly intercorrelated. This is 

consistent with Hallis' (1999/2000) finding that dissatisfaction with money, management 

and career path were the main reasons given by Call Centre operators for leaving the 

organisation. 

The weak relationship found between job satisfaction and staff turnover could be due partly 

to the fact that job satisfaction, an attitude measure, is often transitory in nature. It may 

have more impact as a predictor when measured closer to the turnover behaviour (Porter, et 

al., 1974). Although in the multivariate model, organisational commitment didn't come out 

as significant, it did have essentially the same strength and bivariate relationship with 
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turnover as job satisfaction. In contrast organisational commitment, is more stable and 

usually the result of developments over a period of time. 

The limited influence of job dissatisfaction on staff turnover may be due to the fact that 

Call Centre work is perceived, by some operators, to be short-term. Where they are well 

informed about the job requirements, staff may not see short-term job dissatisfaction as a 

maJor issue, particularly if other aspects of the working arrangements meet their 

requirements. Other factors affecting the turnover of staff could be the availability of other 

job alternatives, some possibly being with other Call Centres. Mobley (1977) based his 

model on the relationship between job dissatisfaction and staff turnover and proposed 

mediating steps in the turnover process. Mobley's (1977) model considered intentions to 

quit and actual searching for other jobs. However in the current study this information was 

not able to be obtained; therefore the weak predictive relationship found between job 

dissatisfaction ap.d staff turnover may be due to a lack of information regarding turnover 

intentions, actual job searching and the availability of job alternatives. 

Organisational commitment was not found to be predictive of staff turnover in the 

multivariate model, which is in contrast with research conducted by Porter et al. (1974) on 

a group of workers in a psychiatric hospital. Their research reported that while both 

organisational commitment and job satisfaction predicted staff turnover, organisational 

commitment was found to differentiate more accurately between those employees who 

stayed and those who left the organisation. In the current study job satisfaction and 

organisational commitment correlated highly with one another (r=.74) and similarly with 

staff turnover. However a slightly higher correlation was found between job satisfaction 

and staff turnover (r= -.12) than was found between organisational commitment and staff 
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turnover (r= -.11 ). Results indicate that when both attitude measures are in the path model, 

only job satisfaction is significant, showing a weak significant negative prediction of staff 

turnover. However, because they are so highly correlated, it is not possible to say one is 

more important than the other. Furthermore, results showed that those operators who had 

left within the first six months showed a lower level of organisational loyalty than those 

who left after 6 months and those who stayed. For these people, measures were taken 

closer to when they left, and the lower loyalty was more proximally predictive of turnover. 

Job satisfaction and organisational commitment are likely to be found in close association 

where organisational practices and conditions are positive and consistent. People who 

develop feelings of loyalty and attachment to their job ( organisational commitment) often 

do so because they occupy jobs that offer positive aspects of job design, such as variety, 

autonomy and positive feedback (Steers, & Spencer, 1977). Specifically, it has been found 

that where there is strong organisational commitment people may tolerate low levels of job 

satisfaction. 

Work-related stress, in the form of role-ambiguity and work overload, was not found to be 

predictive of staff turnover. This is consistent with the Rallis (2000/2001) survey which 

reported that only 5% of 600 Call Centre staff surveyed stated that stress was the main 

reason for their leaving their previous Call Centre positions. It is interesting to note that in 

that same survey, 17% of managers considered stress was a prime reason for staff leaving. 

This suggests that there is an assumption that Call Centres are stressful and this may serve 

to conceal other relevant factors. In that research by Rallis the main reasons for turnover 

reported by staff were in fact dissatisfaction with money, management and a lack of career 

path. Recent research (Cavanagh et al., 2000), using a sample of 1,886 managers, found 
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that high work demands (work overload) may cause distress and result in turnover 

behaviour. However, in considering the current study's findings, it appears employees 

entering Call Centres may have expectations of the work that enable them to accommodate 

the high and tightly structured workload characteristic of that environment. 

4.3 The Role of Electronic Performance Monitoring 

"The monitoring constantly places stress on staff! The majority would like to 

know we are giving good customer service, rather than how many we have served 

today. The monitoring is focused too heavily on quantity not quality. Morale is 

very low ! ! . I have never been in a position like this in the 15 years I have been in 

customer service!!". (anonymous Call Centre operator) 

The preceding quote was an open-ended response from the current study, and shows how 

monitoring may be perceived and its possible consequences. It depicts the negative 

perception ofEPM commonly reported in the media. 

Central to the current research was the consideration of how EPM influenced the attitudes 

of the Call Centre Operator and whether EPM impacted on staff turnover. In order to 

examine the influence of perceptions of EPM on staff turnover, all participants selected for 

the study worked in Call Centres where EPM was used. 

EPM was expected to- have a strong negative effect on job satisfaction, organisational 

commitment and work.related stress. EPM predicted organisational commitment, however, 

it did not significantly predict job satisfaction or work-related stress. Where EPM is part of 
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an integrated process of work management, involving goals that are understood and 

accepted and feedback that is constructive, it is likely to be supported by staff. In such 

circumstances the monitoring process becomes a catalyst for organisational commitment as 

the organisation's goals become individualised and are adopted by the staff as their own. 

Conversely, those who have negative feelings towards the organisation's goals and the 

feedback on their performance are likely to be less accepting of monitoring and less 

committed to the organisation. 

Monitoring has been reported in the media as a negative aspect of Call Centre operations. 

The tight time constraints and conflicts inherent in the role, where there is a need to provide 

a high level of customer service while meeting work targets that emphasise productivity, 

have been given prominence. This area has, within Australia, attracted relatively more 

union attention but has not been the subject of significant research ("Wake-up Call for Call 

Centre Managers," 2000). 

Contrary to popular belief, Rallis (2000/2001) found that operators reported that they were 

generally positive about the monitoring and measurement of their performance and 

considered that it assisted them in their work. Consistent with this, the current study found 

a positive perception of goal-setting and feedback, predicted a positive perception of 

monitoring. In these circumstances monitoring was accepted and supported by operators 

because of its positive focus and their involvement in establishing the procedures and goals 

on which it was based. 

Chalykoff and Kochran ( 1989) interviewed supervisors, managers and employees regarding 

monitoring; results indicated that satisfaction with the monitoring process had a weak direct 
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effect on overall job satisfaction (r=.23). Satisfaction of the workers with the monitoring 

process had a direct effect on overall job satisfaction and intention to leave; however where 

EPM is seen in a positive way, it will not adversely affect job satisfaction. It was noted that 

a positive view of monitoring can be achieved by involving employees in the design of the 

system, providing them with an informative feedback and appraisal system where the basis 

of the assessment is clearly understood. 

Research has reported a significant negative relationship between a positive view of 

monitoring and levels of organisational stress and work overload. Research by Carayon 

(1993, 1994) found that aspects of the EPM system that appeared to cause concern for 

workers were the comparisons that were made on worker productivity, using information 

from the monitoring. Negative feelings were also related to systems that did not seem to be 

providing an accurate account to management of what was happening in reality. In these 

instances a negative view of the monitoring process was reflected in increased stress for 

those monitored. Call time was reported as a particular issue, with increased stress being 

created by both the monitoring process and the difficulty in trying to provide high level 

customer service while keeping call time down to a minimum (DiTecco, et al, 1992). 

The high level of publicity given to Call Centres may mean that operators have been 

relatively well informed about the job requirements and working conditions in Call Centres. 

To this extent, they may have a realistic appreciation of the job requirements and there may 

be a significant self-selection factor at work - that is the Call Centre environment is meeting 

their job expectations. Thus some may be attracted by the challenge of a pressured 

environment. Others may see it as helping them satisfy a short-term objective; for example 

the highly qualified Europeans travelling to the Call Centres in Ireland ("Ireland, Europe's 
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Call Centre Capital," 2001) as part of:their travel plans. In this context monitoring may be 

regarded as an acceptable work practice, particularly if: it is accurate and realistic and is 

used to provide positive and appropriate feedback. 

4.4 Predicting Job Satisfaction, Organisational Commitment and Work-related 

Stress 

The study also considered the predictors of: job satisfaction, organisational commitment and 

work-related stress. A large 72% o:fi the variance in job satisfaction was explained. Job 

satisfaction was most strongly predicted by organisational commitment (reflects well 

developed literature), a positive perception of: both feedback and goal-setting, less role

ambiguity, less work overload and greater task complexity. Specifically, in relation to the 

Call Centre environment, employees are most likely to report job satisfaction when 

feedback is provided against well established goals. Goal-setting and feedback in the 

current study were highly correlated with one another, as expected (Locke et al., 1981), and 

were both highly correlated with job satisfaction. The combination of: goal-setting and 

feedback, leads to increases in job satisfaction (Tziner & Latham, 1989). Specific goals that 

are challenging (Latham & Steele, 1983) have been seen to increase performance, 

providing an individual with focus and motivation (Locke, Shaw, et al, 1981). Research by 

Locke, Cartledge, & Knerr (1970) found that people who are satisfied with their 

performance exert energy and set goals to maintain that performance, while those 

dissatisfied with their performance exert energy and set goals to improve performance. 

Findings of: the current study are in line with aspects of: the Feedback Intervention Theory 

which states that employees will compare their performance feedback with organisations' 
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goals and standards; if one perceives feedback as positive, it can result in increased job 

satisfaction. 

The current study found that the more complex the task was seen to be, the more likely it 

was that employees would report experiencing job satisfaction. Where a task is challenging 

but achievable, it would be potentially more satisfying than one that is simple and 

repetitive. Schleiffer and Shell (1992) found that where jobs are streamlined to increase 

effectiveness, staff can feel that their skills are not being utilised and this may adversely 

affect job satisfaction. 

In the current study a large 61 % of the variance m organisational commitment was 

explained. Although job satisfaction was the strongest predictor, a positive perception of 

monitoring, older age and job control were also predictive of organisational commitment. 

In relation to job control it has been commented that the present day workplace is 

characterised by frequent change, such as restructuring and outsourcing. As well, business 

imperatives require that Call Centre work be streamlined to the extent possible, consistent 

with operational efficiency as defined by the operator's call volume and the level of 

customer satisfaction achieved. These workplace developments prompted comments by 

ACTU spokesman George Wright, in the context of a proposed Call Centre Code of 

Practice, that staff lack control over their working arrangements due to rapid changes 

within the industry and insufficient time is being provided for operators to perform their 

work to the desired standard (Bjorksten, 2000). 

While goal-setting and feedback did not directly predict organisational commitment; their 

effect was mediated through perception of EPM and job satisfaction. A positive perception 
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of goal-setting had a moderately significant relationship with organisational commitment 

and a more positive perception of feedback had a strong significant relationship with 

organisational commitment. The provision of specific goals, when combined with 

appropriate feedback, has been linked to increased organisational commitment (Tziner, & 

Latham, 1989). 

Work-related stress is considered due to the work pressure demands evident in the Call 

Centre industry. In this study work-related stress has been considered in terms of two 

major determinants, namely role-ambiguity and work overload. Stress results from high 

work output demands (Payne & Fletcher, 1983) and role-ambiguity (Bedeian & Armenakis, 

1981; Rizzo et al., 1970). The study explained 51 % of the variance for role-ambiguity and 

30% of the variance in work overload. Role-ambiguity was most strongly predicted by job 

dissatisfaction, negative perception of both monitoring, and work performance and younger 

age. Work overload was most strongly predicted by job dissatisfaction, increase in 

perceived task complexity and a more positive perception of work performance. The 

finding that greater role-ambiguity is predictive of job dissatisfaction is in line with usual 

expectations. Similarly workload overload would be expected to be predictive of job 

dissatisfaction, as the current study has found. 

The comment by a participant in the current study, quoted here, reflects the negative 

feelings generated when a person perceives role-ambiguity. 

"From my experience in the Call Centre, the main bone of contention seems 

always to be the constant I rapid changes which make for poor consolidation of info, 

confusion generally and result in staff constantly feeling unsure of correct 

procedures policy etc. Often things change, then just as rapidly back, and at times 
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we (I) am unaware 0£ changes until client's contact to discuss. Often mixed 

messages and confusion when seeking clarification from Techo's, Team Leaders, 

reference materials on system". (anonymous Call Centre operator) 

Specifically, a negative perception 0£ feedback predicted role-ambiguity, indicating that 

employees who did not perceive feedback as motivating, encouraging and constructive 

were those most likely to report role-ambiguity. It appears i£ employees have a negative 

view 0£ the feedback provided, they will feel less certain about their role in the 

organisation. Feedback Intervention Theory (Kluger & DeNisi, 1996) states, a worker's 

motivation and behaviour will be based on a comparison 0£ their performance feedback 

with the organisation's goals and standards; and further to this, workers will focus attention 

on feedback provided on areas where they are not meeting the goals or standards 0£ the 

organisation and this may result in stress. 

Job control, goal-setting, and feedback did not significantly predict work overload in the 

multivariate model. However all variables showed weak bivariate relationships with work 

overload. For example, a weak negative relationship between work overload and job 

control was evident. An employee who perceived work overload was more likely to report 

low job control; this finding was consistent with other research. A study on nursing and 

hospital employees reported that stress and job dissatisfaction were related to high 

workload and low job control (Landsbergis, 1988). Perrewe and Ganster (1989) reported 

that stress due to high work output demands was lessened i£ an employee perceived high 

job control. Schleifer and Shell (1992) reported that i£ EPM is encouraged it can be 

effective in providing the employee with perceived feelings 0£ job control. 
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Job dissatisfaction predicted work overload in the current study, indicating that those 

employees who reported job dissatisfaction were most likely to report work overload. 

Lansbergis (1988) reported findings consistent with this; that job dissatisfaction was greater 

in workers who perceived high job demands (high work overload) and low job ·control. 

The results of the current study need to be considered against a background of changing 

working arrangements for most work groups. Organisational restructuring has become 

commonplace and there has been high staff mobility in all sectors of the workplace 

(Australian Bureau of Statistics, 1998). 

4.5 Practical Application in Call Centres 

The rapid growth of Call Centres, and their increasing significance in the provision of 

services to clients, highlights the need for measures to ensure that they constitute a healthy, 

congenial and productive workplace. The demands placed on Sydney Water's Call Centre 

during the cryptosporidium contamination crisis underlines their importance as part of the 

community's communication network for emergency services (McGhee,1998). The Qantas 

experience indicates some of the areas that require attention to ensure that this busy and 

tightly structured working environment is acceptable to staff and promotes efficiency and a 

high level of customer service. With Qantas the emphasis has been on the physical 

environment with an attractive decor, provision for privacy and ergonomic furniture ("It's 

Counter Unproductive," 1999). The Call Centre at Compaq in Clonskeagh (Ireland) takes 

this a stage further with the installation of a gym and sauna and the provision of a cyber 

cafe where staff can relax away from the immediate work environment ("Ireland, Europe's 

Call Centre Capital," 2001). 
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However, research findings that pay, management and career development are factors in 

staff turnover in Call Centres emphasise the need to do more. Future initiatives might 

include appropriate feedback systems, combined with incentive awards that both recognise 

superior performance and provide some financial reward. The appointment of people from 

within the Call Centre to positions of team leader or supervisor are other ways that Call 

Centre managers are able to recognise staff achievements in a meaningful way. The 

provision of opportunities for ongoing employment and monetary rewards may help reduce 

turnover. 

The reports of less turnover and strong organisational commitment for older employees 

have implications for recruitment action which has tended to focus on younger staff (Rallis, 

2000/2001 ). Some studies have illustrated that older people are more likely to stay than 

their younger counterparts, and this was confirmed in the current study. However evidence 

has not been provided to indicate that older workers are more effective in the role. It may 

well be that older staff stay longer because of a lack of job alternatives. Whatever the 

reason may be, those employees who are efficient and stay provide benefits to the 

organisation in reduced recruitment and training costs, as well as maintaining corporate 

knowledge. 

A particular feature of the Call Centre, as a remote communication facility, is its capacity to 

accommodate a diverse workforce, in terms of demographic factors such as age and gender. 

As experience has shown the skills that are important for successful Call Centre operation, 

selection processes have focussed on these skill sets, rather than physical appearance, age 

or gender. This was reflected in the sample used for this study, whose ages ranged from 

eighteen to sixty two. The sample also contained twice as many women as men. This may 
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reflect the nature 0£ the work, with its requirements for good oral communication skills and 

strong listening skills, areas in which women are reportedly superior. As well there is the 

perception that Call Centre work is more suited to the part-timer, such as women returning 

to the workforce. 

Employee loyalty and commitment have been seen by organisations as key determinants 0£ 

staffaetention. By involving employees in "family-friendly" initiatives, like flexible hours, 

child-care facilities, and the opportunity for employees to work from home, job satisfaction 

can be increased and staf£ turnover decreased. As an example, Alcoa Australia has found 

such family-friendly initiatives to increase their workers' job satisfaction ("My Workplace," 

2000). The age range for Call Centre operators in this study highlights the fact that Call 

Centre managers need to be flexible and innovative in catering for a diverse workforce. For 

example child care facilities bring benefits to the younger married employees but benefits 

and incentives also need to cater for the older workers, who are likely to stay longer in Call 

Centre employment. 

Employee involvement and commitment is also being achieved through better 

communication links within the organisation, e.g. breakfast meetings and employee 

newsletters, and giving staf£ increased input into business processes. Increased customer 

contacts and participation in related problem-solving have been other ways 0£ increasing 

employee involvement ("Fortune 500," 1999). 

Recruitment processes need to provide a realistic job preview to increase the potential 

employees' organisational match in terms 0£ skills and expectations. As well, providing 

constructive feedback on performance and 'involving' operators in goal-setting will have 
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positive effects on perception of monitoring, job satisfaction, and organisational 

commitment. Call Centres provide an opportunity to promote and utilise group resources 

and this should be enhanced where Call Centres adopt open and participative work 

practices. 

4.6 Limitations of Current Research and Future Directions 

While the present study provides a timely examination of the Call Centre environment, 

several limitations need to be kept in mind. Firstly, sampling limitations were evident in 

that the current study did not provide a full coverage of all Call Centre industries. 

Although participating Call Centres were selected from the major industries employing Call 

Centre staff, and included Call Centres from country and city locations and all States and 

Territories, those industries which participated did not have equal sample sizes. The 

sample was dominated by the Government Services industry whose employees may have 

different job expectations, such as tenure, security, and commitment. This limits the 

generalisability of results from this study. 

The current research has been limited to an examination of staff turnover experienced in 

Inbound Call Centres, where the prime function of staff is to respond to questions relating 

to the services supplied by the organisation, as opposed to Outbound Call Centres. While 

the Inbound Call Centre may have the added objective of generating further business for the 

organisation, this is intended to be subsidiary to its main purpose. In contrast with this, the 

Outbound Call Centre has a distinctly different emphasis. Its focus on sales creates added 

pressures for the operator who is given the task of providing quality customer service while 

pursuing an economic objective within tight time constraints. Therefore the findings of this 
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research may not accurately reflect the outcomes to be expected in a similar study ofi 

Outbound Call Centres; there is the possibility that stress would be higher for the Outbound 

operator. Clearly this is an area for future research. 

The current study also used a self~report survey. Despite confidentiality safeguards, the 

responses may not be accurate, being based on employees' personal perceptions of.the work 

environment and work-related factors. There is a need for some objective information to 

provide a balance; for example a Hallis report (2000/2001) regarding stress in the Call 

Centre environment found 5% o:fi operators said stress was the main reason for their 

leaving, but 17% o:fi managers in the same survey stated that stress was a major reason for 

staff. leaving indicating how people can interpret the same circumstances in different ways. 

While selfi-report measures provide for direct comment about an individual's perceptions, 

attitudes, intentions, they are typically subjective and may be subject to distortion. As well, 

in circumstances such as the present study, they are not independently verifiable and their 

significance is measured by outcomes (such as a decision to quit employment) which may 

have been due to circumstances not addressed in the study. 

Due to the cross-sectional data it is not possible to establish causal processes, for the 

measures were all taken at one point in time. This is further compounded by the fact that 

turnover intentions were not sought. Limitations are inherent in a study that surveys 

opinions at1ust one point in time. In particular, it is not clear to what extent measures taken 

at an earlier time point apply to turnover decisions 6 or 18 months later. For example, 1ob 

satisfaction and stress may change immediately or more closely to turnover behaviour and 

may not be predictive over such a long timeframe. 
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Furthermore, scales with established validity were not available for some of the measures, 

such as perception of monitoring and doh control in the Call Centre environment and scales 

were developed for those measures within the study. The Call Centre industry is a new 

area; little research is available that is specific to the Call Centre industry and within the 

Australian context. However, those scales that were developed all reported good to 

adequate reliability and correlations were in the expected directions. While these results 

were promising, further research is required to establish the validity of the measures. 

Staff withdrawal intentions were not addressed in the present study. While it was 

appreciated that turnover intentions have been shown to be a significant predictor of 

turnover behaviour (Mobley, 1977; Mobley, et al., 1978; Mobley, et al., 1979) it was 

considered inappropriate to seek participants' views directly in this area. The cooperation 

of the participating organisations was obtained on the basis that the research would not be 

unnecessarily intrusive and the confidentiality of the organisations would be assured. For 

those reasons it was considered that the research should not seek the views of staff about 

their withdrawal intentions. Turnover data was obtained from the organisations personnel 

area in a confidential manner and at defined periods after all survey material had been 

administered and returned. However research has convincingly reported the significance of 

turnover intentions, and with appropriate approval this is an area that should be addressed. 

The unfolding model by Lee and _Mitchell (1996), put forward the multiple decision paths 

approach, which included reference to 'shocks to the system' acting as catalysts for turnover 

decision-making. The death of a family member, or a major confrontation with a 

supervisor are typical of the events that might precipitate a decision to quit. The availability 

of acceptable alternative employment is a factor that was not examined in this research. 
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This aspect has not been examined because of assurances provided to participating 

organisations regarding safeguards against intrusiveness of the research and respect for 

confidentiality of both the operators and the organisations concerned. A range of factors 

affect staff turnover. These include economic factors, such as the availability of other 

positions whether within the organisation or elsewhere. As well the employment situation 

in the particular location may influence turnover decisions. (Mobley, et al., 1979) 

Economic factors are important consideration in the turnover process and need to be 

addressed in future research. Such factors were not within the scope of this study, yet these 

sorts of impacts on turnover are probably very important and help explain the unexplained 

95% of the variance in staff turnover. 

4.7 Conclusion 

The study, notwithstanding its limitations, has collected useful data on work-related issues 

affecting staff in Call Centres within Australia. It has gone further than the largely 

descriptive material representative of Call Centre research in Australia up to this time. In 

particular, it raises questions about the very emotive reactions about conditions in Call 

Centres, which have gained wide coverage in the media and engaged the concerns of 

unions. The EPM that has attracted most interest in the media has not been identified as the 

prime cause of staff turnover in the current study and indeed when it is used in a 

constructive way, as part of a goal-setting / feedback model, it has been viewed positively 

by staff. In so far as EPM is concerned, as the monitoring system applied by all 

organisations participating in the study it has been generally accepted as appropriate for the 

circumstances, particularly when associated with goal-setting and feedback in an open and 

constructive way. 
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The study also raises questions about traditional attitudes towards highly structured work 

undertaken to strict time constraints. It may be that the wide coverage given to Call Centre 

working arrangements has helped to provide candidates for this work with realistic 

expectations and the opportunity for a degree of. self.-selection in their employment plans. 

While it is clear that work conditions, particularly in terms of. pay are important, it is also 

evident that pressure and challenge, even in a monitored environment, can enhance work 

performance and job satisfaction. 
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Appendix A 

Confidentiality Agreement 

This is to certify that I, Rebecca Morison and anyone associated with my research study, 

hereby agree that the information obtained will not be used commercially, and will only be 

used in the context of my Masters thesis and any related publications. The identity of 

organisations and individuals participating in the study will not be linked to the findings in 

any publication or presentation of the research findings. However it may be appropriate and 

0£ value to your organisation for it to be mentioned as an organisation that has assisted in 

this research. Such reference would be cleared with your organisation before publication. 

All documentation, including the informed consent form, survey and a copy 0£ the 

interview questions will be provided to your organisation's nominated representative for 

comment and approval prior to its use. 

Please note that all the general principles incorporated in the Informed Consent 

Form (copy attached) will also apply to the relationship between the researcher and your 

organisation. In particular; 

Your organisation may reject any specif:.c items or questions that it regards as 

inappropriate. 

Once collected and analysed, data or answers to questions will not be linked to your 

organisation. 

125 



All data or answers to questions will remain confidential and will be stored securely in a 

locked facility. 

Results o:fi the research will be made available to your organisation once the work has been 

completed and the report finalised. In addition you will be given feedback on any trends or 

issues arising from the report that relate to your organisation. This would not include 

information on individual staff members. This information would not be included in the 

main research report in a form that identifies it as relating to your organisation and would 

not be divulged to other organisations unless you expressly request for that to be done. 

Your organisation also has the right to withdraw from the research at any time. 

I:fi you have any questions or concerns regarding this study, please contact me directly, 

Rebecca Morison on 6292 7285 / 0408 110814 or Dr. Ron Henderson on 6201 5405. 

Signed on behalf o:fithe participating organisation by ..................................... (print) 

Position: .......................................... . 

Signature: ........................................ . 

Date ..... ./ ..... ./ ...... . 

Signature of Researcher................................................. Date .... ./ ...... ./ ...... . 
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Dear Staff Member, 

Appendix B 

Letter to Operators 
22 February 2000 

I am writing to seek your help in a survey being carried out by Ms Rebecca Morison, a Masters student 
at the University of Canberra. Her research is examining performance monitoring practices in Call 
Centres. The rapid growth of call centres highlights the importance of such studies. 

The research will be carried out by Questionnaire and will involve in excess of 3000 call centre 
operators across Australia. 

As a participant in this study you will remain anonymous to anyone but the university research team. A 
special envelope has been provided for the confidential return of your completed questionnaire and 
consent form. Please do not write your name on the Questionnaire. However you should complete the 
details requested on the Informed Consent Form and this should be placed in the envelope with the 
Questionnaire. Only those on the research team will have access to these documents; once the 
Questionnaire is received you will receive a code and then any reference to your details will be in code. 
This code ensures that no one outside the research team is able to identify your answers to the 
Questionnaire. Any results reported will consist of data that does not identify individuals. The research 
data will be stored under lock and key and will not be provided to anyone (including participating 
organisations). The research team needs to be able to identify individuals for the second stage of the 
study, 4 months after the Questionnaires have been completed. At that time Rebecca will seek 
information about staff turnover. 

When all the results have been collated it will be possible to see what patterns are emerging across the 
industry. However, in keeping with the research team's guarantee of privacy for all participants, any 
information provided to us (as a participating organisation) will not identify individuals. Importantly, 
the research report will not identify individuals or any of the participating organisations. The f nal 
research report will be available for reading in our library or personnel area. 

Your participation in this survey is voluntary but we encourage you to take part because of the potential 
value of such research. Such research will lead to a greater understanding of the experience of working 
in a call centre environment and best practice management approaches. Please answer questions in the 
Questionnaire frankly. It is important that the information collected is accurate and complete in its 
coverage of the matters raised. If participating, it would be appreciated if you could read and fill out the 
Informed Consent Form before completing the Questionnaire and send both back in the reply paid 
envelope by end of March 2000. 

Thank you for your help in this study. 

Contact Name 
Contact Title 
Name of Participating Organisation 
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Appendix C 

Informed Consent Form 

This is to certify that I, . . . . . . . . . . . . . . . . .. . ................... , hereby agree to participate as a 

volunteer in a scientific research project into the issues of monitoring practices in the Call 

Centre environment. The research project, and my part in it, have been fully explained to 

me by the covering letter and I understand this explanation. 

• I understand that I am free to refuse to answer any specific items or questions put to me 

in this study. 

• I understand that once collected and analysed, data or answers to questions will not be 

linked to my identity. 

• I understand that any data or answers to questions will remain confidential and will be 

stored securely in a locked facility. 

• I understand that the results of the research will be made available to me upon my 

request (that is at the end of the year 2000 when the Masters thesis has been completed; 

relevant documents would be made available through the organisations library or 

personnel area). 

• I understand that I can withdraw from the research at any time. 

If you have any questions or concerns regarding this study, please contact me directly, 

Rebecca Morison on 0408 110814 or Dr. Ron Henderson on 62015405. 

Signature of Participant. ..................................... . Date ... ./ ... ./ .... 

Please return the completed 'Informed Consent Form' and 'Questionnaire' in the 
reply paid envelope provided. 
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Appendix D 

Confidential 

Working in a Call Centre 

Please return the comoleted Questionnaire in the reply paid envelope 
provided. 

Enquiries can be made to Rebecca Morison 
University of Canberra 

0408 110 814 

The research aims to understand better what it is like to work in a Call Centre. This 
is a new form of employment and we don't really know much about it. As a result 
we are lookina at what factors determine how you feel about your work and the 

organisation and vour intention to stay or leave your current employment. 

We aim also to develop models that can be used to guide manaaement as to what 
constitutes "best human resource management practice" within the Call Centre 

environment. 

THANK YOU FOR PARTICIPATING IN THIS RESEARCH. 
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There are no right or wrong answers to this survey, just your thoughts 
and feelings. 

The answers you give will be treated in CONFIDENCE and information 
you give will only be reported in aggregate form. 

Answer each question by circling the number which corresponds with 
your opinion or situation 

1 

2 

3 

4 

5 

6 

7 

I get annoyed when the organisation I work for is 1 2 3 4 5 6 7 
criticised by others 

I feel I have a long term future in this organisation 1 2 3 4 5 6 7 

I often think about the part I play in this organisation 1 2 3 4 5 6 7 

I a9ree with the organisation's mission statement 1 2 3 4 5 6 7 

I can relate to the goals of the organisation I work for 1 2 3 4 5 6 7 

I feel involved in the organisation 1 2 3 4 5 6 7 

I would prefer to work in this organisation compared 1 2 3 4 5 6 7 
to others 

8 I can see where the organisation is trying to go in the 1 2 3 4 5 6 7 
long term 

9 I feel that I am a valuable part of this organisation 1 2 3 4 5 6 7 
1 o I am quite proud to be able to tell people who it is I 1 2 3 4 5 6 7 

work for 
11 I sometimes feel like leaving this employment for 1 2 3 4 5 6 7 

QOOd 
12 I'm not willing to put myself out just to help the 1 2 3 4 5 6 7 

organisation 
13 Even if the organisation were not doing well 1 2 3 4 5 6 7 

financially, I would be reluctant to change to another 
employer 

14 I feel myself to be part of the organisation 1 2 3 4 5 6 7 

15 In my work I like to feel I am making some effort, not 1 2 3 4 5 6 7 
just for myself but for the orQanisation as well 

16 The offer of a bit more money with another employer 1 2 3 4 5 6 7 
would not seriously make me think of changing my 
job 

17 I would not recommend a close friend to join our staff 1 2 3 4 5 6 7 

18 To know that my own work had made a contribution 1 2 3 4 5 6 7 
to the good of the organisation would please me 
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19 I have good job security 1 2 3 4 5 6 7 

20 I am satisfied with the amount of pay and fringe 1 2 3 4 5 6 7 
benefits I receive 

21 There are opportunities for personal growth and 1 2 3 4 5 6 7 
development in my job 

22 I like the people I talk to and work with in my job 1 2 3 4 5 6 7 

23 I am satisfied with the degree of respect and fair 1 2 3 4 5 6 7 
treatment I receive from my boss 

24 I have a feeling of accomplishment doing my job 1 2 3 4 5 6 7 

25 I have opportunities to get to know other people while 1 2 3 4 5 6 7 
I am on the job 

26 I receive a lot of support and guidance from my 1 2 3 4 5 6 7 
supervisor 

27 I am happy with the extent to which I am paid for 1 2 3 4 5 6 7 
what I contribute to this orqanisation 

28 I can exercise a lot of independent thought and 1 2 3 4 5 6 7 
action in my job 

29 There is a secure future in this organisation 1 2 3 4 5 6 ? 

30 I have the opportunity to help other people while at 1 2 3 4 5 6 7 
work 

31 I am satisfied with the amount of challenge in my job 1 2 3 4 5 6 7 

32 The overall quality of the supervision I receive in my 1 2 3 4 5 6 7 
work is qreat 

33 My supervisor is always fair 1 2 3 4 5 6 7 

34 I get good pay for the work I do 1 2 3 4 5 6 7 

35 I enjoy interacting with my co-workers 1 2 3 4 5 6 7 

36 Other workers are paid a similar amount, for doing 1 2 3 4 5 6 7 
similar work 

37 My job offers me many opportunities 1 2 3 4 C 6 7 .;) 

33 I know what I'll be doing at work in six months time 1 2 3 4 5 6 7 

39 People in this organisation get along we!I 1 2 3 4 5 6 7 

40 I'm happy with the pay I receive 1 2 3 4 5 6 7 

41 This organisation has a good job development 1 2 3 4 5 6 7 
program 

42 My supervisor supports me on the job 1 2 3 4 5 6 7 

43 I feel my job is secure 1 2 3 4 5 6 7 

44 People in this organisation help one another 1 2 3 4 5 6 7 

45 My skills are being continually developed 1 2 3 4 5 6 7 

46 My supervisor understands the job I do 1 2 3 4 5 6 7 

47 My job future is secure 1 2 3 4 5 6 7 
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48 The workload here is reasonable 1 2 3 4 5 6 7 

49 My job is simple 1 2 3 4 5 6 7 

50 The work rate is just too much to cope with 1 2 3 4 5 6 7 

51 I have a lot of control over how the work is allocated 1 2 3 4 5 6 7 

52 We just have too much work to do 1 2 3 4 5 6 7 

53 I know exactly what is expected of me as a worker 1 2 3 4 5 6 7 

54 The job I do is quite complex 1 2 3 4 5 6 7 

55 I am unsure of my role in the organisation 1 2 3 4 5 6 7 

56 I have little influence on how the work is organised 1 2 3 4 5 6 7 

57 Completing work tasks is a team effort 1 2 3 4 5 6 7 

58 Problems with the customers are completely out of 1 2 3 4 5 6 7 
my control 

59 My work is often challenging 1 2 3 4 5 6 7 

60 I feel certain about how much authority I have 1 2 3 4 5 6 7 

61 Clear, planned goals and objectives exist for my job 1 2 3 4 5 6 7 

62 I know that I have divided my time properly 1 2 3 4 5 6 7 

63 I know what my responsibilities are 1 2 3 4 5 6 7 

64 I know exactly what is expected of me 1 2 3 4 5 6 7 

65 What has to be done is clearly explained 1 2 3 4 5 6 7 

66 I don't need others to complete my work tasks 1 2 3 4 5 6 7 

67 Processes and procedures that are in place cannot 1 2 3 4 5 6 7 
be changed 

68 I am left to myself to complete my work tasks 1 2 3 4 5 6 7 

69 I determine the way that I do my job 1 2 3 4 5 6 7 

70 At times, there is confusion about work duties 1 2 3 4 5 6 7 

71 I have control of the productivity improvement 1 2 3 4 5 6 7 
process 

72 I experience a lot of slowdown in my workload 1 2 3 4 5 6 7 

73 I don't have much time to think and reflect at work 1 2 3 4 5 6 7 

74 I have a lot of work to do 1 2 3 4 5 6 7 

75 Others expect me to do a lot 1 2 3 4 5 6 7 
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76 I don't have much time to do all my work 1 2 3 4· 5 6 7 

77 I have a lot of tasks to do 1 2 3 4 5 6 7 

78 I have a lot of lulls between heavy workload periods 1 2 3 4 5 6 7 

79 My job often requires me to work very fast 1 2 3 4 5 6 7 

80 My job often requires me to work very hard 1 2 3 4 5 6 7 

81 My job leaves me with very little time to get things 1 2 3 4 5 6 7 
done 

82 There is always a great deal to be done 1 2 3 4 5 6 7 

83 I am asked about my training needs 1 2 3 4 5 6 7 

84 Management seem to know what they are doing 1 2 3 4 5 6 7 

85 As a worker I am dealt with fairly 1 2 3 4 5 6 7 

86 Management seem to want to look after the 1 2 3 4 5 6 7 

Workers 

87 The or9anisation has a 9ood trainin9 plan 1 2 3 4 5 6 7 

88 Communication tends to be one way around here 1 2 3 4 5 6 7 

89 Management listen to workers' views 1 2 3 4 5 6 7 

90 I am aware of the management processes that affect 1 2 3 4 5 6 7 
me 

91 People who work here receive the support that they 'I 2 3 4 5 6 7 
deserve 

92 The organisation tries to give workers what they 1 2 3 4 5 6 7 
deserve 

93 Management is only concerned with work output 1 2 3 4 5 6 7 

94 Management communicate well with staff 1 2 3 4 5 6 7 

95 I wish management would listen to the workers 1 2 3 4 5 6 7 

More 

96 Management seem to try a lot of silly ideas 1 2 3 4 5 6 7 

97 Management do a good job 1 2 3 4 5 6 7 

98 I'm hesitant to talk to the supervisor 1 2 3 4 5 6 7 

99 I set long term goals with my supervisor 1 2 3 4 5 6 7 

100 My supervisor demands that people give their best 1 2 3 4 5 6 7 
effort 

101 My supervisor insists that subordinates work hard 1 2 3 4 5 6 7 

102 My supervisor demands that subordinates do high 1 2 3 4 5 6 7 
quality work 
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103 Little attention is ·paid to quality here 1 2 3 4 5 6 7 

104 My supervisor focuses on the quality of my work 1 2 3 4 5 6 7 

105 I get on well with the supervisor 1 2 3 4 5 6 7 

106 I feel comfortable working with my supervisor 1 2 3 4 5 6 7 

107 My supervisor is very concerned with work qoality 1 2 3 4 5 6 7 

108 My work is monitored quite a lot 1 2 3 4 5 6 7 

109 I contribute to setting goals with the supervisor 1 2 3 4 5 6 7 

110 My supervisor includes me in the decision-making 1 2 3 4 5 6 7 
process 

111 I set my own work goals 1 2 3 4 5 6 7 

112 I am involved in the decisions that affect my work 1 2 3 4 5 6 7 

113 I find that monitoring the number of calls I have taken 1 2 3 4 5 6 7 
motivates me 

114 I am encouraged to comment on any decisions made 1 2 3 4 5 6 7 
by my supervisor 

115 We are consulted about decisions that affect us 1 2 3 4 5 6 7 

116 The monitored information accurately reflects my 1 2 3 4 5 6 7 
work performance 

117 The feedback I rece,ve mot,vates me to ,mprove my 1 2 3 4 5 6 7 
performanoe 

118 The monitored information does not reflect the qoality 1 2 3 4 5 6 7 
of the service I provide 

119 My work performance is reasonably consistent 1 2 3 4 5 6 7 

120 Monitoring the length of oails motivates me to work 1 2 3 4 5 6 7 
harder 

121 Monitoring doesn't really help me provide a quality 1 2 3 4 5 6 7 
service 

122 The feedback I receive is constructive 1 2 3 4 5 6 7 

123 I think I do a good job 1 2 3 4 5 6 7 

124 I don't like the monitoring practices used here 1 2 3 4 5 6 7 

125 Monitoring focuses me on the job 1 2 3 4 5 6 7 

126 The set work targets are achievable 1 2 3 4 5 6 7 

127 The monitoring helps me keep track of my 1 2 3 4 5 6 7 
performance 

128 I like setting work goals 1 2 3 4 5 6 7 

129 Monitoring compromises the quality of service 1 2 3 4 5 6 7 

130 I like working in a monitored setting 1 2 3 4 5 6 7 
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131 Feedback is understandable 1 2 3 4 5 6 7 

132 The feedback I receive is normally negative 1 2 3 4 5 6 7 

133 I generally meet the set work targets 1 2 3 4 5 6 7 

134 At present I receive specific performance feedback 1 2 3 4 5 6 7 

135 Feedback is given individually 1 2 3 4 5 6 7 

136 The feedback I receive helps me review my work 1 2 3 4 5 6 7 
goals and targets 

137 I think the feedback I gef results in improved 1 2 3 4 5 6 7 
performance 

138 I get annoyed after I get feedback about my 1 2 3 4 5 6 7 
performance 

139 We often set work goals 1 2 3 4 5 6 7 

140 I often set personal work goals 1 2 3 4 5 6 7 

141 Feedback is given in a group situation 1 2 3 4 5 6 7 

142 I agree with the process by which work goals are set 1 2 3 4 5 6 7 

143 Work goals are changed to reflect the situation 1 2 3 4 5 6 7 

144 There is healthy work competition 1 2 3 4 5 6 7 

145 I generally compare my performance to others 1 2 3 4 5 6 7 

146 Work goals are realistic 1 2 3 4 5 6 7 

Biographical Details 
Q1. Your sex? MALE FEMALE Q2. Your age (in years) ? __ 

Q3. What is the name of the Organisation that you work for now ? _____ _ 

04. In what town / city is it located ? ________________ _ 

05. How long have you worked in months at this Call Centre ? ______ _ 

Q6. What types of work do you do? (eg. do you provide routine information?, are your 
calls local?) _____________________ _ 

07. Have you worked at other Call Centres ? YES NO 

IF YES, for how long did you work there ? ______ months. 

QB. For how many months prior to your current job had you been working with a 
computer? _______________________ _ 

THANK YOU FOR PARTICIPATING IN THIS RESEARCH 
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