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ABSTRACT 

In the previous 10 years or two, it has frequently been said that we live in a worldwide town. 

This has progressively turned into a reality with the coming of satellite TVs and the 

transformation in media communications. The combination of these advances has implied 

that we can be the administrative center for the created world. Compensation that are 80% 

less expensive than anyplace on the planet and an immense pool of English talking graduates 

has made this conceivable. The impacts of worldwide scaling down in different enterprises 

joined with significant expense of foundation and assets has given stimulus to another 

business reasonable peculiarities for the Indian economy better named as "Refer to Focuses 

as" or "Voice Cycles based Bpo's. India has seen a colossal development in these Worldwide 

Re-appropriated Shops. Over the most recent 5 years over 300+ Call Communities have 

expanded in and around Hyderabad district. The business incomes are contacting more than 

10 Billion Bucks for each annum and utilizing north of 5 Lac youths. 

 

KEYTERMS: Call Centers, Health, Safety. 

 

INTRODUCTION 

As respects the "Security" parts of the call place occupations explicitly for ladies 
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representatives represents a test for the call community businesses too. The Alteration to the 

Plants Act which permits ladies to work between 10 pm and 6 am, in Data Innovation among 

different areas, obviously puts the onus of guaranteeing security of ladies representatives on 

the business. It further expresses that these timings will be permitted provided that the 

business guarantees wellbeing of ladies at work and keeping in mind that driving. Most 

ladies utilized by call focuses work in eight hour shifts at odd hours at month to month pay 

rates going from Rs 8000 to Rs 30,000. Most call communities handle business requests from 

English talking nations. The facts confirm that call habitats have created a lot of open 

positions however the reality stays that most representatives acknowledge anything benefits 

come their direction and don't scrutinize their work conditions. They are content with a pick 

and drop office. While the business can't forestall inappropriate occurrences while 

orchestrating a get or drop of ladies call focus worker during the night shifts, it dissuades the 

representative from looking for work with the call habitats for night shifts. 

 

Literature Review 

Sudhashree V. P, Rohit K. what's more, Shrinivas K. in their article named "Issues and 

worries of wellbeing among the refer to focus representatives as" (The Indian Diary of Word 

related and Natural Medication, December 2005, Volume 9, Issue 3 Pgs. 129-132) notice that 

Chief (Wear Out Pressure Disorder) is seen exceptionally normal among the youthful call 

community leaders. The side effects of this infection incorporate constant exhaustion, sleep 

deprivation, and complete adjustments of the 24 hour organic mood of the body are standard 

reason for disorder truancy. Constant degrees of stress influence the heart, endocrine 

framework and can likewise prompt rest issues. 

 

Ernesto Noronha and Premilla D'Cruz in their examination paper named "Arranging Call 

Center Specialists: Arising Issues" (Financial and Political Week by week, May 27, 2006 

Pgs.2115 - 2121) show that during their essential information assortment from call focus 

workers situated at Hyderabad and Bangalore, it was secured that their position content 

expected them to excitedly manage angry clients keeping to the side their feelings. 

Connecting with perturbed or oppressive client was viewed as a fundamental aspect of their 

responsibilities content. Feelings were to be kept aside and it was compulsory to go to the 

following call with equivalent consideration in any event, when the past guest had 

obnoxiously manhandled the worker. 
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Divya C. McMillin in her examination paper named "Reevaluating Personalities - Call 

Focuses and Social Change in India." (Financial and Political Week after week, January 21, 

2006 Pgs. 235 - 241) notices of top to bottom meetings led with 40 workers of six call 

communities situated at Bangalore. Her examination discoveries bring up to the way that the 

greater part of these representatives needed to change their names, personalities and their 

voice complement to suit the client's nation of origin were the calls were being made or from 

where they began. This brought about fictitious individual profiles made by their work 

content which impacted their social character. 

A few examinations have likewise been led in different nations for issues and issues looked 

by call focus representatives. One such review was led during the year 2003 by The College 

of Sheffield (UK), Wellbeing and Security Lab and UMIST for the Wellbeing and Security 

Chief, which distributed the exploration report named "Psychosocial risk factors in call 

places: An assessment of work plan and prosperity". This report depends on essential 

examination information from 36 call habitats and 1,141call focus workers. This report 

features that larger part of the workers in any call community are in the age gathering of 20 

- 29 years of age and practically 80% of them are at the most minimal level (Client Care 

Chiefs) in the association. 75% of the respondents in their example were ladies. This likewise 

demonstrates the male female proportion of representatives in a call community. This study 

demonstrated that the really two boundaries viz: Occupation related nervousness and 

Occupation related despondency, when estimated with comparative work profiles of different 

enterprises like monetary administrations and retail banking, Shop floor assembling, and 

specialized help staff in IT associations, it was found that call community leaders revealed 

fundamentally more significant levels of melancholy than practically all benchmark 

gatherings. Comparably there was a commented more elevated level of occupation profile 

related nervousness in the call community workers when contrasted with different gatherings. 

This study was led in little, medium-sized and huge call places situated across the UK. 

 

There have been numerous occurrences of ladies call focus representative being assaulted and 

killed at Hyderabad, Pune and Bangalore districts. A few papers have remarked on this issue. 

Paper "The Hindu" covered the assault and murder of Hewlett Packard representative 

Pratibha Murthy in December 2005 shook the BPO (business process re- appropriating) 

industry, which mixed to harm control mode and fix security for its ladies workers. Series of 

measures were reported to safeguard ladies, particularly on the night shift. The Press Trust of 

India, New Delhi, covered January 17, 2006 that "In the radiance of the assault and murder of 
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a call community worker in Bangalore, the Public Commission for Ladies (NCW) today said 

it will figure out rules to guarantee wellbeing of ladies representatives in the BPO area". 

 

The article "Mishap for BPO industry: Nasscom" in the Hours of India dated fourth 

November 2007 notices, The Public Relationship of Programming and Administration 

Organizations (Nasscom) has communicated profound shock and consternation at the episode 

including murder of a youthful Pune based BPO worker Jyoti Kumari Choudhary. In a public 

statement gave by them, it expressed that the homicide mirrors the requirement for more 

prominent wellbeing and security and stressed that each conceivable measure ought to be 

taken to wipe out such wrongdoing. "Such episodes misfortune endeavors that are being 

made to achieve orientation correspondence in the nation's labor force." 

 

The Related Offices of Trade and Industry of India (ASSOCHAM) had embraced a 

review named "Night Shift for Ladies: An Exploration Study" which was supported by Public 

Commission for Ladies (NCW) as of late. Out of the workers studied 13% of the respondents 

face challenges during driving while 87% are fulfilled about the courses of action made by 

their bosses. Issues of 13% are subjective in nature in the way that businesses may some of 

the time oblige travelers of two taxis in one, disposition of drivers is discourteous or that 

drivers drive drunk during nightshift, and so on that give an awkward climate to ladies. BPO 

representatives are fulfilled in Delhi, Hyderabad, Chennai and Hyderabad, in Bangalore 

circumstance is unfortunate due to ongoing assault and murder instance of Pratibha 

 

OBJECTIVES 

The objectives of this research are as follows: 

1. To review the degrees of occupation fulfillment among call focus workers. 

2. To assess the safety efforts embraced by the call community businesses for its 

representatives. 

3. To review the impact of occupation profile on the wellbeing of the call community 

workers. 

4. To review the effect on social change of the call community workers. 

5. To review the high labor wearing down rates in the call community industry and the 

reasons for it. 

 

Hypothesis 

1. Null hypothesis – The employees in the call centers are having their job satisfaction. 
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2. The job profile and security arrangements in call centers are not satisfactory. 

 

Research Methodology 

The specialist has followed the review technique for leading the review. 

The essential information was gathered with the assistance of an organized poll. The auxiliary 

information was gathered with the assistance of examination papers in diaries, papers, 

magazines and sites. 

Sampling - The universe of the populace are the call habitats situated inside Hyderabad. The 

example was chosen from the call fixates on irregular premise. The size of the example was 

250 representatives chosen from these call centers. 

Data Investigation - The information gathered was arranged, examined and deciphered for 

making determinations. Factual techniques, for example, normal, rate, standard deviation and 

co-connection were utilized for the investigation of information. 

Hypothesis was tried with a reasonable factual procedure. The end and scarcely any ideas are 

given toward the end. 

 

Data Analysis 

1. JOB SATISFACTION 

The researcher asked the respondents whether they are satisfied with their jobs or 

not. The responses were as follows: 

 

Table 1.1 Job Satisfaction of Call Center Employees. 

Job Satisfaction Frequency Percent 

Not at all 42 13 

Somewhat Satisfied 110 32 

Neither Satisfied not Dissatisfied 146 42 

Quite Satisfied 46 13 

Total 344 100 

 

The above data can be presented in a diagram as follows: 

 

Table 1.1 reveals that 146 out of 344 respondents i.e. 43 % were neither satisfied nor 

dissatisfied with their jobs. 32 % of the employees were somewhat satisfied and 13 % of the 

employees were quite satisfied with their job. Thus only 13 % of the call center employees 

were satisfied with their jobs and the remaining 87 % are either not satisfied or are partly 

satisfied with their jobs. 



Copyright@    Page 6 

International Journal Research Publication Analysis  

 

2. CREATIVITY IN JOB PROFILE 

Table 1.2 Creativity in Call Center Job Profile 

Creativity in Call Center Job Profile Frequency Percent 

Not at all Sometimes 152 44 

Generally 192 56 

Always Total 344 100 

 

The above data can be presented in a diagram as follows: 

 

Table 1.2 reveals that 192 out of 344 respondents (56 %) have responded that their job profile 

at the call centre allows them to be creative generally but not always. 44 % of the respondents 

mention that their job profile allows them to be creative sometimes. Thus the call center jobs 

do not allow the employees to be totally creative at their workplace. This can lead to 

monotonous work and boredom for the employees in the long run. Fatigue and stress results 

from monotonous job profile which can be seen in most call centers. 

 

3. Long work hour at call centers 

The researcher asked the respondents whether their job profile required them to 

put up long hours at their workplace. The responses were as follows: 

 

Table 1.3 Long working hours at Call Center 

Long work hours Frequency Percent 

Not at all Sometimes 078 23 

Generally 258 75 

Always 008 02 

Total 344 100 

 

The above data can be presented in a diagram as follows: 

 

Table 1.3 reveals that 258 out of 344 respondents i.e. 75 % mention that they have to put in 

long hours at work most of the time, 23 % of the respondents  mentioned that sometimes 

they are required to put in more or longer hours at workplace and 2 % of the respondents 

were asked to work late always. The above data highlights the long working hours in most 

cases of call centre employees. 

 

CONCLUSION 

The information gathered through the survey was dissected for 344 respondents. The 

accompanying focuses were closed from something similar.Just 13 % of the call community 
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workers were completely happy with their positions and the excess 87 % are either not 

fulfilled or are incompletely happy with their positions. The call place occupations don't 

permit the representatives to be absolutely innovative at their working environment. This can 

prompt tedious work and fatigue for the representatives over the long haul. Weariness and 

stress results from tedious work profile which should be visible in most call habitats. The call 

community representatives need to place in lengthy working hours. This can prompt high 

work tension and weakness. Representative efficiency levels can likewise be impacted 

because of long work hours. Individual existences of representatives are diminished investing 

limit of their energy at working environment. 
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