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1. INTRODUCTION: 

 The emerging role of ITES-BPO industry in the Indian economy is well established. ITES-BPO is considered 

as the fastest growing segment among the services sector, which in turn fuels the key economic indicators of the country. 

Some of the indicators where there is a direct contribution are: 

 Growing Share of: The sectors Country’scontribution to the Indian GDP has continuously increased. It grew 

from 1.2% in FY98 to an estimated 6.4 % in FY2011. The industry contributed almost INR 15,000crores in 

direct taxes (NASSCOM, Strategic Review, 2011).Additionally, the cascading effectof the   sector‘s   operating   

and   capitalUSD 30 billion, while consumer spending effect from its employees amounted to INR 76,000crores 

in FY2010. 

 Growing Exports Boost the Foreign Exchange Reserves: Exports comprisetwo third of Indian IT software 

and services revenue, with the ITES-BPO share nearly 24 percent. It is one of the most important channels for 

bringing foreign currency into the country and accounted for almost 14 percent of the total Indian exports in 

FY2010. Its contribution to Indian exports (merchandise plus services) grew from less than 4 percent in FY1998 

to almost 26 percent in FY2011.  

 

2. OBJECTIVES: 

 To segregate issues that significantly impact employee turnover based on primary research; and 

 To conduct diagnostic analysis of the significant issues 

 

3. METHODOLOGY:  

This research is based on objectives and various hypothesis analysis. 

We have used many statistics tools to make them clear according to norms 

 Primary data 

 Chi Square Analysis 

 Mean 

 Mode 

Abstract: The adjustments in the Indian economy had a basic part to play in the advancement and flourishing of 

IT division and possible permeation to BPO industry. The blended economy approach took after by India up to 

1991 did not give the correct condition to sustain business enterprise and aggressiveness. The Indian economy in 

view of an incorporated approach hit the base in the year 1991. Amid that time India encountered a twofold digit 

rate of swelling, decelerated modern creation, a high proportion of obtaining to the GNP, and a horridly low level 

of remote trade holds. The outside stores were scarcely adequate to take care of the expense o necessities of the 

Indian government were met by swearing gold to the Bank of England. The multilateral bodies like World Bank 

and the International Monetary Fund (IMF) consented to salvage India on the condition that it transformed from 

a directed administration to a ―free advertise economy. This, where the unfolded government reported a 

progression of changes in the monetary arrangements beginning with the debasement of the rupee, trailed by new 

mechanical, financial, and exchange strategies. Control over the keeping money area and remote speculations 

were facilitated and open segment experienced significant changes. After these changes, the economy has turned 

out to be powerful and energetic, and remote stores have gone up altogether (Budhwar et al, 2006). The 

outsourcing industry‖ had come to be view advancement throughout the following couple of decades, contributing 

comprehensively to GDP development, work development, and neediness lightening.  

 

Key Words: Information Technology, BPO, Networking, Economy. 



INTERNATIONAL JOURNAL OF RESEARCH CULTURE SOCIETY          ISSN: 2456-6683        Volume - 3, Issue - 12, Dec – 2019 

Monthly, Peer-Reviewed, Refereed, Indexed Journal                                                                     Scientific Journal Impact Factor: 4.526 
Received on : 20/12/2019                                                     Accepted on : 31/12/2019                                                Publication Date: 31/12/2019 

 

Available online on - WWW.IJRCS.ORG Page 210 

 Median 

 Hyperbola 

 

4. ANALYSIS: 

 
 

 
 

Very few of the organisations serve lunch and dinners and that is mostly during the night shifts. There is no evidence of 

low calorie food being made available to the youngsters, which can be attributed to the obesity and other lifestyle 

ailments that are largely prevalent in this employees of this industry. 

 

 
Food Served in Cafeteria 
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Food facility at the cafeteria 

Some other parameters of estimation is business expansion plan and peak season of business. This reveals that attrition 

is an accepted reality in this industry. 

 
Parameters considered crucial for HR planning 

 

5. CONCLUSION: 

 The literature reviewed earlier identifies outsourcing i.e., ITES-BPO as a new form of work organization. It has 

been found that outsourcing has become a critical agenda for many multinationals in this era of globalization. The 

development and widespread availability of internet and telecommunication brought about drastic changes to the way 

business is conducted. Today, most major organizations are opting to outsource both functions and processes to improve 

their business efficiency and reduce the cost. At present, the companies can produce their products or extend their 

services from anywhere using resources from anywhere. Factors like lower costs, improved productivity, higher quality, 

higher customer satisfaction, time to market, and ability to focus on core areas are some of the benefits of outsourcing.  

This ITES-BPO industry has experienced phenomenal growth in the recent years contributing significantly to the 

economy as well as providing employment opportunity to the educated youth on a large scale. This trend also presents 

many challenges to the organizations. One of the most primary challenges is the management of the human resource. 

More than 60% of the surveyed reported some form of stress and lifestyle related ailments such as blood pressure, 

diabetes, obesity and back pain. Most participants also reported some work related ailments that they suffer from 

occasionally such as sleeping disorder, eyesight(watery eyes/redness/blurring), digestive system, anxiety/ depression, 

lethargy/fatigue, ear(hearing problem), chest/respiratory (cold/cough), voice loss/hoarseness, back pain. The most 

prevalent among these are Eyesight (watery eyes/redness/blurring), Fatigue and Digestive System disorder.  

 Thus, stress is a very critical problem faced by the ITES-BPO industry and steps have to be taken to counter its 

effects. Some of the most widely used steps are stress management training; job rotation and team building exercise. 

Few organizations also carry out psychological testing during the time of recruitment to identify employees with an 
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aptitude and natural inclination to customer facing roles, thus ensuring more appropriate person job fit. Another 

contributing factor is the work setting itself, 

 The ITES-BPO facilities are located in buildings that are sealed and the temperature, air condition and humidity 

levels are controlled by Building Management Systems (BMS). The lack of fresh air and open windows, create micro-

climates, which has been linked by the World Health Organization to the phenomenon of ‗sick building. 
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