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ABSTRACT

This study was conducted to investigate on the factors influencing job satisfaction of call
center agents in Nairobi Province. The researcher found it important to investigate the
factors influencing job satisfaction of call center agents as they determine the success of any

call center.

The main objectives of the study was to investigate on how the following factors affect job
satisfaction among call center agents in Nairobi province and these were; job design,
motivation, quality of supervision, career growth and the perceived status of the job.

The call center industry in Kenya is expected to grow tremendously due to the completion
of the Fibre Optic Cable and it’s expected to translate to high quality data and internet
services at much more affordable rates. Kenya is also making great strides to partake a piece
of the cake in Business Process Outsourcing. It’s expected that there will be more call
centers established in Kenya due to improved telecommunication infrastructure resulting to
job creation for call center agents. Most call centers all over the world are faced with issues
of Job Satisfaction of call center agents resulting to poor performance by the call center.

In this paper the researcher attempted to analyse all the variables mentioned above and

investigate how they influence job satisfaction of call center agents in Nairobi province.

The data was collected through closed ended questionnaires which were self administered
and emailed to the respondents from three selected call centers in Nairobi Province. The
data collected was then analysed using both qualitative and quantitative statistical methods.

The findings showed that all the variables mentioned above influenced job satisfaction of
call center agents in Nairobi province. From the findings, the perceived status of call center
work was very low by both the call center agents and from other departments within the
same organisation. This applied mainly to in-house call centers. It was also observed that
there was lack of career growth in the call centers. In addition the levels of motivation
remained extremely low. The findings also showed that the quality of supervision was more
task focused and the management had to do-something about the job design as all these were

influencing job satisfaction of the call center agents in the three call centers.

Finally recommendations from the findings were made which will assist call center
management to identify ways of enhancing job satisfaction in the call center leading to an

improved working environment in the call center.

X



CHAPTER ONE
INTRODUCTION

1.1 Background to the study

Over the past few years, the call center has emerged as the essential component of the
Customer Relationship Management (CRM) strategy now widespread among companies.
Many companies are quickly learning that service is the key to attracting and retaining
customers, which leads to increased business and revenue. Consumers on the other hand
are expecting more value from the products and services being offered and are quickly
adopting the communication channels made possible by advances in telecommunications
and the Internet.

Having an excellent call center is an important strategic asset that will not only improve a
company’s image, but also improve customer relationships. Through the contact center,
companies learn more about their clients, and with that knowledge, they learn how to

serve them better, leading to an improved bottom line.

The development of call centers in Kenya is a fairly a new industry which is rapidly
growing due to the recent completion of the Fibre Optic cable in July 2009 which has led
to improved telecommunication infrastructure at affordable prices. In addition many
firms in the US and Europe have adopted Business Process Outsourcing which is a form
of outsourcing involving contracting the operations and responsibilities of a specific
business function or processes”) a third party provider. Kenya is making great strides
towards becoming an outsourcing giant in Africa and hopes to partake in Business
Process Outsourcing. The growth of the call center industry will create more employment

opportunities for call center agents who will be working in the call centers.

Many researchers have investigated job satisfaction over the years with a number of
theories and views relating to it. Job satisfaction or employee satisfaction can be defined
as how content an individual is with his or her job. It’s the extent to which people like

(Satisfaction) or dislike (Dissatisfaction) theirjob (Spector (1997).



The impact of call centre workplace upon employee satisfaction or well-being is
beginning to attract the attention of researchers” (Rose & Wright, 2005). Call centres
have become an integral part of most organizations today; playing an important role in
the service delivery chain. Job satisfaction in Kenyan call centers hasn’t been researched
on extensively as it’s still a fairly new industry. More studies on Job satisfaction of call
center agents are necessary because motivated employees provide better customer service
than unmotivated employees Levin (2004). Tidmarsh (2003) claim that for call centres to

compete successfully, the main corporate goal should be employee satisfaction.

In this study the researcher was concerned with the main factors that influence job
satisfaction among call center agents in Nairobi. It also aims to look at how call center

agents can remain motivated and deliver high quality service without burn out.

1.2 Statement of the problem

Currently, call centres appear to be the be te noire of organisational types. They have
been labelled as ‘electronic panopticon’, ‘dark Satanic mills of the 21st century’ and
‘human battery farms’ (Fernie and Metcalf, 1998; Garson, 1988; IDS, 1999. Rose and
Wright (2005) argue that call centres are generally associated with; low levels of
satisfaction due to the fairly low skilled nature of their work which makes it less
challenging. Most call centers are generally associated with high stress levels, limited
career growth, lack of motivation, the perceived low status of the job by call center
agents and customers. The quality of supervision in call centers, the job design and the
working hours greatly affect ~ofc® satisfaction of the call center agents resulting to
increased cases of absenteeism and high staff turnover. The study was aimed at
identifying the major factors that influence Job satisfaction of call center agents in

Nairobi Kenya.

1.3 Purpose of the study

The main purpose of the study was to investigate the factors influencing job satisfaction

among call center agents in Nairobi province.



1.4 Objectives

The objectives of the study were as below;

1.4.1 Broad objectives

The broad objective of the study was to investigate the factors which influence job

satisfaction of call center agents in Nairobi Province.

1.4.2 Specific objective

The important specific objectives that guided the study were;

1 To establish the effect ofjob design onjob satisfaction.

2. To determine the effect of the perceived status of the job onjob satisfaction.

3. To determine the influence of the quality of supervision on job satisfaction.
4. To establish the effect of career growth on job satisfaction.
5

To determine the influence of motivation on job satisfaction.

1.5 Research questions

What is the effect ofjob design onjob satisfaction?

To what extent does the perceived status of the job influence job satisfaction?
Does the quality of supervision affect job satisfaction?

How does career growth affect job satisfaction?

o~ W DN e

How does motivation influence job satisfaction?

1.6 Significance of the study

The findings of the study wei€ a™med at assisting to identify the major factors that
influence job satisfaction of call center agents in Nairobi province. This was aimed at
assisting call center agents to realise the factors that affected job satisfaction and through
this, call centre management would be able to develop strategies to address these factors
resulting to improved job satisfaction in the call center. The results of this study would be

used to improve the working conditions in the call center.

1-7 Delimitation of the study

The study will focus on factors affecting job satisfaction of call center agents, this is a

major issue that the agents are able to identify with and they will be willing to participate



in a study that addressees their problem. The results of the findings will enable the call
center management improve job satisfaction in the call center which will result into
improved performance within the call center. Due to time and cost constraints the

researcher will not be able to sample the entire population.

1.8 Limitation of the study

Job Satisfaction is a sensitive topic in many call centers and most agents will not be
willing to take part in the study, the agents will be assured of full anonymity to avoid fear
of victimisation. The call center management may fear disclosing the call centre’s
weaknesses which can be used negatively by competitors. The management will be
assured that the results of the research are purely for academic purposes and full
anonymity will be practised in the study and the results will be provide useful insight on

how to tackle the problem ofjob satisfaction in the call center.

1.9 Assumption of the study

For the research to be successful a sample representing the population during the research
process will be truly representative and the use of valid data collection instruments will
be employed. The main data collection methods will be the use of questionnaires from
the sample selected. Honesty and accuracy will be maintained during the whole research
process while filling out the questionnaires.

Call center agents will be interested* and willing to participate in the research as Job
Satisfaction in the call center is a major issue affecting them. Call center management
will facilitate this process as they will be interested in finding out ways of improving the
call center environment and assesstthe factors that influence job satisfaction of their call

center agents.



1.10 Definition of significant terms

Business process outsourcing is a form of outsourcing involving contracting the operations and
responsibilities of a specific business function or processes to a
third party provider. The practice is evolving from simply a cost
cutting measure to a core strategic activity, aimed at enabling
companies to focus on their core business. Outsourcing becomes
off shoring when the third-party service provider is located
overseas.

Call/Contact center is defined as “a physical or virtual operation within an organization in
which a managed group of people spend most of their time doing
business by telephone, usually working in a computer-automated
environment” (Marr & Neely, 2004, p. 5).

Call center agent refers to the individuals employed to work in a call Center and deal with the
customers’ concerns and requests telephonically, via email of short
message service (SMS).

Inbound call this is a call initiated by a customer to a call center or a contact center. A call
center which handles inbound calls exclusively is known as an
inbound call center. Inbound call center deal with calls made by
the consumer to obtain information, report a problem or requesting
for assistance.

In-house call centre refers to a specialized department of a large organization whereas external
call centres refers to an independent firm contracting for other
companies.

Job design is the organisation p f tasks and the structuring of jobs in a way that provides
satisfaction for job holders and increases their effectiveness.
(Spector 1997)

Job satisfaction is a pleasurable emotional state resulting from the appraisal of one’s job; an
affective reaction to one’s job; and an attitude towards one’s job.
It’s therefore the extent to which people like (Satisfaction) or
dislike (Dissatisfaction) theirjob (Spector 1997).

Out bound call: this is a call in which call center agents make outbound calls to customers on
behalf of a business or client. Outbound call center services pertain
to activities where the call center agents place calls to potential
customers with the intention of selling products or services to the

individual



1.11 Summary

The call center industry in Kenya is expected to grow tremendously due to the completion of the
Fibre Optic Cable which is anticipated to be completed by July 2009. This will translate to high
quality data and internet services at much more affordable rates. Kenya is making strides to
partake a piece of the cake in Business Process Outsourcing. It’s expected that there will be more
call centers established in Kenya due to improved telecommunication infrastructure resulting to
job creation for call center agents.

Most call centers all over the world are faced with issues of Job Satisfaction of call center agents
resulting to poor performance by the call center. This paper aims to identify the factors
influencing job satisfaction of call center agents in Nairobi province. The main factors identified
are job design, the perceived status of the job, the quality of supervision in the call center, career
growth and motivation. The researcher will attempt to analyse these variables and see the

influence they have on Job Satisfaction.



CHAPTER TWO
LITERATURE REVIEW

2.1 Introduction

Call centers have provided an alternative means of doing business by striving to provide fast and
efficient services to customers and serves as an integral part in many organisations. The call
center industry in Kenya is still a fairly new industry and it’s expected to grow tremendously due
to the completion of the fibre optic cable in July 2009 and an increasing interest in the county to
take part in Business Process Outsourcing. As a result there will be an increasing number of call
center agents who will be absorbed into the job market and will be given the responsibility of
providing quality customer service. The success of any call center is greatly influenced by the

call center agents as they represent the image of the company to the customers.

This paper will look at the factors influencing job satisfaction of call center agents in Nairobi
province and has identified several factors which influence job satisfaction of call center agents
in the call center industry. We shall begin this paper by defining what job satisfaction is followed
by a general overview of what a call center is and the nature of work in the call center. We shall
then look at the factors influencing job satisfaction of call center agents in Nairobi. The
dependent variable in this paper is Job Satisfaction while the independent variables are; job
design, motivation, quality of supervision, the perceived status of the job and career growth in
the call center. We shall also focus on previous researoh conducted by other scholars who have

been interested injob satisfaction in call centers.

2.2 General overview of job satisfaction

Job satisfaction or employee satisfaction can be defined as how content an individual is with his
or her job. It is in regards to ones feelings or state of mind regarding about the nature of their
work. It is a pleasurable emotional state resulting from the appraisal of one’s job; an affective
reaction to one’sjob; and an attitude towards one’sjob. It’s therefore the extent to which people
like (Satisfaction) or dislike (Dissatisfaction) their job (Spector (1997). Spector further argues
that high level of job satisfaction contribute to low employee turn over, fewer cases of
absenteeism and an outstanding company reputation. This rates the company as a good employer
attracting high quality job applicants to fill its positions. We shall look on job satisfaction in
details while reviewing the factors influencing job satisfaction of call center agents later on in

this chapter.



2.3 Definition of call centers

The Call Centre Association defines a call centre as “a physical or virtual operation within an
organization in which a managed group of people spend most of their time doing business by
telephone, usually working in a computer-automated environment” (Marr & Neely, 2004). The
word ‘call centre’ is sometimes used synonymously with ‘contact centre’ and ‘helpdesk’.

Taylor and Bain (1999) cited in Dean (2002) define call centres in terms of three components.
Firstly, the call centre is a dedicated operation where the central focus of call centre
representatives, is on customer service. Secondly, these representatives make use of the
telephones and computers simultaneously. And thirdly, “the calls are processed and controlled

by an automatic distribution system” (Dean, 2002).

Kleemann and Matuschek (2002) mention that call centres can either be in-house call centres or
external call centres. In-house call centres refers to a specialized department of a large
organization whereas external call centres refers to an independent firm contracting for other
companies. Kleemann and Matuschek (2002) suggest that working conditions in in-house call
centres are notably better than that in external call centres. While the core focus of in-house call
centres is to improve customer service for their products, external call centres focus more on
providing uncomplicated services at affordable rates to a large clientele (Kleemann &
Matuschek, 2002). Generally the tasks in in-house call centres are more complex than those in
external call centres. Irrespective of whether call centres are in-house or external, more and more

companies are accepting the idea.

2.4 The role of call centers

Call centres are said to be the most rapidly growing form of employment in Europe today (Paul
and Huws, (2002). The number#«f call centres in France and Germany has more than doubled
since 1997. It is now estimated thatt around two workers in every 100 in the United Kingdom
have jobs in call centres. In the USA they employ about 3 per cent of the workforce while in
Europe the figure isjust over 1per cent. (Income Data Services, 2001; Human Resource Journal
2002). These developments reflect a more general shift in economic activity from goods
production to service provision. Call centres epitomize many of the characteristics of service
work that have come to dominate developed economvies. Like most customer service
organizations they provide an intangible, perishable product, which is highly variable and
engages the customer in its production (Korczynski, 2002).

Call centres require their employees to be skilled at interacting directly with customers while
simultaneously working with sophisticated computer-based systems which dictate both the pace

of their work and monitor its quality. The servicing of customers through telephone call centres
8



has delivered substantial financial benefits to organizations. Call centres engage staff to work
interactively with customers on either inbound or outbound calls on activities as diverse as sales
and telemarketing, product and service information and customer queries and bookings.

Modern telephony and computer-automated equipment has radically altered the transportability
of services (Miozzo and Ramirez, 2003). By switching customer contact from locations that were
proximate to the customer to locations that consolidated service providers, organizations have
been able to reduce the need for costly high street outlets and expensive branch networks.
Moreover, the centralization of service provision has enabled firms to rationalize the work
process through the extensive use of information and communication technologies thereby

maximizing the use of service workers’ time.

The standardization of service encounters with customers and the use of functionally equivalent
and interchangeable service providers have also helped call centres to achieve great speed and
efficiency in the delivery of their services Gutek (1995). This, however, can carry costs for
organizations. An emphasis on service throughput to the detriment of service quality can erode
customer loyalty and damage an organization’s reputation for competence in service delivery.
This is particularly the case where organizations have made the call centre their principal source

of interaction with the customer.

The competing pressures of high productivity and customer service have often proved difficult to
reconcile (Korczynski, 2002; Mulholland, 2002; Taylor et al., 2002). Nor has the related issue of
managing the labour process been an ea8y task to execute. Tight control can deliver efficient task
completion but it is unlikely to elicit high-quality performance from employees. Control workers
too completely, as Fuller and Swfith (1996) observe and management will ‘extinguish exactly

those sparks of worker self-direction and spontaneity’ that are so critical for service quality.

2.5 The nature of work in a call center

The call centre industry has attracted much negative comment in the media. Newspaper, radio
and television features have all referred to call centres as ‘electronic sweatshops’, with the term
‘battery hens’ used to illustrate the suggested intensive and stressful nature of being a call center
agent. Such terminology has partly emerged from research papers by Garson (1988), Fernie &
Metcalf (1998), and Taylor & Bain (1999). Call centre jobs are considered to be ‘low-quality’
and heavily routinised forms of work. Batt & Moynihan (2002) state that ‘Production line call
centres proliferate’, whilst many manufacturing enterprises have moved away from this ‘mass

production model’ (maximise volume and minimise costs) and have adopted more high
9



involvement work practices e.g., Huselid, (1995). All this is somewhat removed from the

‘knowledge workers’ predicted for this, the new millennium.

The jobs have been characterized as ‘dead-end’ with low status, poor pay and few career
prospects. Moreover, the research has shown that much of the work is closely monitored, tightly
controlled and highly routinized. Computer technology plays a critical part in this process; work
can automatically be allocated to telephone operators to minimize waiting time, the speed of
work and level of downtime can continuously be measured and the quality of the interaction
between the service provider and the customer can be assessed remotely and at management’s
discretion. This ‘information panopticon’ is said to continuously remind workers that ‘although
no manager may be physically present, every aspect of their performance may be constantly

measured’ Macdonald and Sirianni (1996).

It has been suggested that this form of service delivery bears the hallmarks of an engineering
model (Herzenberg, Alice and Wial, 1998). Tasks have been simplified, services must conform
to redetermined design specifications and the production process has been constructed to
minimize labour costs. Indeed, one writer raised the prospect that ‘a combination of twentieth-
century technology and nineteenth-century scientific management is turning the office of the

future into the factory of the past’ (Garson, 1988).

Other studies, however, present quite a different image of call centre work. Frenkel et al. (1998),
for example, point to a greater diversity in call centre work revealing environments where jobs
provide challenge and interest and whefe the skills of front-line workers are acknowledged and
valued. They suggest that there are clear limitations to the engineering model and to the
standardization of work procedkfTes. Indeed there are a number of factors that may act to
constrain the use of the Taylorizedt engineering model. First, where service work requires
subjective interpretation and where employees must exercise judgement to meet customer needs
it is clearly inappropriate to adopt methods of simple control to manage employees (Leidner,
1996). This type of work typically requires discretion. In these circumstances it is said that
employees should be armed with information rather than insvtructions (Macdonald and Sirianni,
1996). Second, service work cannot be disembodied from the supplier.

Customers care how services are delivered. The way in which employees display their feelings
towards customers can have an important effect on the perceived quality of the interaction
(Ashforth and Humphrey, 1993). Thus the attitudes of the employee are critical to the quality of

the interaction, and tightly scripted dialogue and routinized responses can impair the service that

10



is provided to the customer. Third, the involvement of the customer as a third party brings a
greater degree of complexity and uncertainty to the labour process. Although management may
wish to standardize the behaviour of customers and limit their options it is not always possible to
achieve predictability and compliance in the service exchange. Where customers’ requirements
cannot easily be standardized workers will require some degree of flexibility and discretion in

negotiating their interactions with customers.

Korczynski (2002) has argued that call centre work is infused with two logics: a need to be cost-
efficient and a desire to be customer-orientated. He suggests that these twin objectives are
fundamentally contradictory. On the one hand organizations seek to reduce costs per customer
transaction by increasing the speed with which calls are processed, yet on the other hand they
extol the virtues of customer service and encourage their employees to be quality-orientated.
Mulholland (2002) refers to this as an attempt to combine a lean production model with a soft
discourse of caring and quality. Her research, however, fails to find a genuine and sustained
commitment to this language of quality. In contrast, Shire, Holtgrewe and Kerst (2002) believe
that the need to be customer-orientated does impose real limits on the degree of service
standardization. The tensions and contradictions of these two logics are clearly evident in the
marketplace. Customers are seeking to obtain services that are adapted to their needs and
requirements yet at the same time are inexpensive and can be supplied efficiently. Firms are
attempting to personalize their service, perhaps as part of a customer relationship management

programme, while at the same time seeking to reduce the cost per transaction.

Tidmarsh (2003) suggest that call centers are known to display high levels of technology
utilisation while being subject to demands for high levels of productivity, customer service, high
levels of stress and turnover whirti greatly affects job satisfaction of the agents. These features
result in call centers being extremely challenging environments to manage (Tidmarsh, 2003). In
managing call centers organisations strive to satisfy both budgetary and service priorities, which
often result in conflicting situations between hard and soft goals as well as intangible and
tangible outcomes (Dean 2002). The type of work organization and employment practices that
are adopted will be affected by the way in which these cgmpeting demands are balanced or
reconciled Hutchinson, Purcell and Kinnie (2000).

The strong focus in call center environments on efficiency and control results in a lack of focus
on customer orientation and service priorities, which contributes to the difficulty frontline staff
have in being customer oriented (Knight &McCabe. 1998; Taylor &Bain, 1999; Wallace et al,
2000).



It has been observed that call centre workers are not only expected to execute their physical tasks
competently and efficiently and to display knowledge of their organization’s products,
procedures or practices but also they are held accountable for their emotions (Hochschild, 1983).
Rather than exerting physical labour to manufacture a product the service labour process
involves the use of emotional labour to manufacture relationships (Macdonald and Sirianni,
1996). Employees are expected to display emotions that help create a desired ‘state of mind’ in
the customer. In order to achieve this result call centres have increasingly sought to specify and
control the way in which employees presented themselves to customers. The call center agents
are faced with emotional exhaustion as they have to fake their emotions which greatly affect job

satisfaction.

In many service exchanges ‘workers’ moods, facial expressions and words are subject to
supervision’ (Leidner, 1996, p. 30). Employees are frequently supplied with tightly scripted
dialogue and are required to follow highly detailed instructions when interacting with customers.
The use of scripts has been described by Taylor and Bain (1999, p. 109) as an attempt to
structure the ‘speech of workers into a series of predictable, regulated and routinized queries and
responses’. In their interaction with customers, employees are often forced to express emotions
they do not feel (such as being friendly or happy) or suppress emotions that they genuinely do
feel (such as anger or frustration). This can lead to feelings of in authenticity and emotional
dissonance and result in anxiety and burnout. In addition call center agents area faced with
challenges such as a limited time to address the customers query while effectively controlling the
call and adjusting the tone of their voice accordingly while displaying friendly and happy

emotions.

Moreover as Ashforth and Humphrey (1993, p. 96) point out: customer perceptions of good
service hinge on more than mechanical conformity with display rules. They hinge on the extent
to which the service agent conveys a sense of genuine interpersonal sensitivity and concern. The
establishment of this emotional rapport or resonance cannot simply be mandated by the
organization Sustained contact with customers with few opportunities either to vary the pace of
work or the nature of the tasks can also result in greater stress and burnout (Morris and Feldman,
1996).

Issues relating to working time arrangements and work-life balance also affect the well-being of
call centre workers. Many service providers, as Paul and Hews (2002) note, are under pressure to
maximize availability and operate into the night or round the clock to meet demand or respond to

customers in different time zones. This can affect both the work and personal lives of employees.
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In the UK call centres are said to have some of the longest opening hours in Europe (Call
Centres, 2002). Indeed, a survey found that almost a third of all call centres operated 24 hours a
day. Of those, more than three-quarters were open 365 days a year. Surprisingly, few offered
staff flexibility to balance their working and caring responsibilities. Only a third of organizations
offered staff some choice over shift arrangements; a quarter offered flexitime and 20 per cent
provided some choice over starting and finishing times. Paradoxically, the survey disclosed that
the organizations recognized that improvements in work-life balance would improve staff
retention, minimize absenteeism and reduce stress therefore resulting in increased job
satisfaction (Call Centres, 2002).

Service sector organizations have also increased the pressure and caused great dissatisfaction on
the call center agents by raising the expectations of customers about the service they can expect
to receive (Ashforth and Humphrey, 1993). Many openly compete on the rhetoric of service
quality. A study conducted by Reed Employment Services of more than 500 organizations in the
United Kingdom found that almost two-thirds of the respondents claimed that phone rage -
people losing their temper over the telephone - had increased in the past five years (The
Guardian, 1997). The survey attributed the trend in part to the belief by customers that their
problems would be resolved speedily over the telephone. The study found that the primary
reason for phone rage was an apparent ‘insincere tone of voice from the person handling the
query Taylor (1998, p. 87) has suggested that customers are now more able to discern the
difference between genuine ‘quality service’ and ‘feigned quality service’. Of course, where
employees are required to express emotions that they do not feel or where they attempt to change

their mood to match the organization’s rules they may sound ‘insincere’ to the customer.

In spite of the growth rate in UK/CaH centers, which employ almost 800,000 agents, call centers
in the UK are regarded as modern-day satanic mills (call centers are modern-day satanic mills
2004). 1t’s reported that working conditions in some of the UK call centers are appalling. This
accompanied by low wages and repetitive tasks, has been found to result in decreased levels of
job satisfaction and high levels of depression. !

The health and Safety Laboratory in Sheffield, reports call avgents to be at risk of higher mental
health problems than in other occupations. Poor psychological well-being of call center
representatives can be attributed to working in call centers that employ more than 50 staff,
working on a permanent contract and having to adhere to scripts strictly when handling calls as
ones performance is measured. Call centers agents sense of powerlessness and frustrations is

exacerbated by automated systems that permit them either merely a few seconds between calls
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or none at all. Employees in call centers spend an average of two years n the industry before

moving on (call centers are modern, 2004).

2.6 Reactions of call center agents towards call centre work

The responses of employees to call centre work vary considerably. There is evidence, for
example, that some employees find this form of service work greatly rewarding and enjoy the
social interaction and peer support that can exist in many centres. For others, the work is a tiring,
stressful and emotionally exhausting experience. The cross-national studies conducted by
Frenkel et al. (1998; 1999) and also reported in Korczynski (2002) suggest quite high levels of
overall job satisfaction, with nearly three-quarters of their respondents reporting some
satisfaction with theirjob (Korczynski, 2002, p. 95).

The greatest satisfaction appears to be derived from customers (‘helping people’) and from the
camaraderie and social support that develops in the work environment. Furthermore,
performance monitoring seemed to be fairly widely accepted, although that acceptance was

contingent upon the style of supervision.

Over half were satisfied or very satisfied with the methods of control used and three-quarters
said the controls helped them to work better (Frenkel et al., 1998). On the other hand, levels of
job stress among the staff were quite high, with just over two-thirds of employees reporting a
degree of stress (Korczyniski, 2002). Deery, lverson and Walsh (2002) also found a relatively
high incidence of stress amongst call centre staff in Australia. Using survey data from almost
500 telephone service operators in five call centres ilil the telecommunications industry they
found that emotional exhaustion was associated with high workloads and pressure from

management to maximize customer throughput at the expense of customer service.

There are other ways of responding to an uncongenial or unsatisfactory work environment.
Although strike action is rare and unionism still somewhat embryonic, employees do contest and
challenge management decision-making and resist unfair treatment and unacceptable customer
behaviour. Ffowever, in interactive service, as Macdonald and Sirianni (1996, p. 4) note,
‘contests over control of the labour process are often more implicit than explicit’. Such contests
may occur in a number of ways.

Rosenthal (2002), for example, shows how workers can use management’s forms of normative
control - the language of consumer service - and direct control - the monitoring and
measurement systems - to turn the tables on management and defend their rights and protect

their interests. She argues that the espoused values of service quality invariably emphasize
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respect for employees, as well as for customers, and that the language of such programmes can
supply workers with an effective means of enforcing standards of fair treatment.

In this context, Lankshear et al. (2001) found that tensions between service throughput and
service quality often forced managers to compromise on quality measures and allowed the
creation of ‘organizational spaces in which employees could develop and defend their own

definitions of professionalism and good performance’.

Call centre workers may confront management in other ways as well. Mulholland (2002), for
example, has reported that call centre agents often challenge management’s discourse about care,
quality and teamwork by subjecting it to derision, they may also disregard the organization’s
scripted conversational rules and search for weaknesses in the organization’s control systems and
construct free spaces for themselves ‘which provide an amnesty from normal emotional labours’
(Sturdy and Fineman, 2001). In addition, they may deliberately redirect calls to other service
operators, enter misleading activity codes into the system or simply hang up on offensive

customers (Knights and McCabe, 1998).
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2.7 Call centers in Kenya (AT AFR™-

Jones (2003) provides several insightful factors that are critical in selecting call center locations
locally or internationally. He says that an investor has to consider the availability and cost of
modern telecommunications, the availability, cost, skill attainment and reliability of local labour,
whether the site to build the call center is accessible by public transport as this is linked to labour
availability. An investor also needs to look at the cost and availability of existing properties or
sites, the availability of local business support network as well as the State, provincial and local
government incentives. Finally an investors needs to consider incentives and subsidies currently
available in that state. A
t

The establishment of call centers in Kenya is a fairly a new industry which is rapidly growing in
anticipation of the completion of the Fibre Optic cable in July 2009 which will reduce data and
internet charges as well as the need to enjoy a piece of the cake in Business Process Outsourcing
BPO. Kenya's planned $100 million undersea cable will connect Mombassa with Fujairah in the
United Arab Emirates. Known as The East African Marine Systems (TEAMS), it will bring the
cost of bandwidth down to levels similar to what India is paying and improved quality in voice
calls and internet services. Currently call centers in Kenya rely on an outdated satellite system
where echoes caused by latency—the time gap created when calls travel some 36,000 kilometres

through space and back—which lower the call quality.
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Like in many African nations unemployment is a major challenge affecting the Kenyan labour
force. The growth of the call center industry in Kenya due to business process outsourcing will
provide job opportunities and absorb the unemployed Kenyan population. According to Brown
(2004) the call center industry now provides the most promising solution to combat the high
unemployment rate in South Africa. South Africa is the leading call center and business process
outsourcing center in Africa and the third in the world after India and Philippines. It has
approximately 940 call centers providing employment to over 11,000 people in 2008 as reported

by the Datamonitor.

Kenya is also making great strides towards becoming an outsourcing giant in Africa. This is
because of the following factors; Kenya’s strategic location in Eastern part of Africa, bordering
the Indian Ocean, Uganda, Tanzania, Ethiopia, Sudan and Somalia and it’s a hub to the rest of
Africa and the world. Kenya prides itself in its large pool of professional workers, trained both
within the country and in institutions in Europe, North America, Australia and other parts of the
world. For years, Kenya has produced well-educated professionals, fluent in English and highly
trained in various fields in IT among others. In addition Kenyan professionals are English
speaking with neutral accents which enhances easier communication with the rest of the world.
Kenya has a conducive business environment and a convenient time zone GMT+3.

Business Process Outgoing which is a form of outsourcing involving contracting the operations
and responsibilities of a specific business function or processes to a third party provider in
addition companies have identified the importance of customer satisfaction as a strategy to gain a
competitive advantage hence have adopted the creation of call centers or subcontracting their
front office e.g. customer related issues & other call centers. This has contributed to the growth

of call centers in Kenya.

The practice of outsourcing is evolvinE] from simply a cost cutting measure to a core strategic
activity, aimed at enabling companies to focus on their core business. The internet has also
created opportunities for firms to outsource some functions to companies outside their own
countries taking advantage of various benefits such as different time zones and lower labour
costs. Outsourcing to companies in developed countries provide American and European firms
access to highly skilled, well educated staff able to provided hvigh quality services at reasonable
costs. In the call center working environment, job satisfaction of call center agents is an
important factor contributing to the success of the call center. It’s essential in enhancing
increased productivity, staff retention and producing high quality of service or product which

leads to customer satisfaction.
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In the Kenyan context job satisfaction in call centers has not been researched extensively. More
studies on job satisfaction of call center agents are necessary because according to Levin (2004)
motivated employees provide better customer service than unmotivated ones. Tirdmarsh (2003)
argues that for call centers to compete successfully, the main corporate goal should be employee

satisfaction.

2.8 Conceptual framework

The important independent variables influencing job satisfaction are given below in figure 2.1.

INDEPENDENT VARIABLES DEPENDENT VARIABLE

Figure 2.1: Conceptual framework 1

2.9 Dependent variable: Job satisfaction

According to Rose and Wright (2005), call center agents are generally associated with low levels
of satisfaction because their work is fairly low skilled, they also claim that there is sociological
research evidence showing that low-skilled work does not result in intrinsic satisfaction. As such
employees are lead to seek extrinsic satisfaction through pay and other compensatory
mechanisms. The standard measure of job satisfaction contains two subscales of intrinsic and
extrinsic satisfaction, which can be combined to give an overall score. Extrinsic satisfaction

refers to external aspects of the job, such as working conditions, promotion prospects, industrial
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relations climate. Intrinsic satisfaction refers to ‘psychological’ aspects of the job, such as

recognition for good work, opportunity for development, autonomy.

Holdsworth and Cartwright (2003) report that lack of control and the call center agent’s feelings
of stress are particularly associated with reduced levels ofjob satisfaction.

Levin (2004) purports that there is a direct connection between job diversity and call center
agent satisfaction. He also suggests that call center agents can be empowered with interesting
work offline such as putting them in charge of the recruitment and selection of call center agents

and creating a frontline customer relationship team.

According to Tidmarsh (2003), by simply adding or maintaining employee satisfaction programs
organizations can significantly improve the bottom line by reducing high levels of staff turnover
and absenteeism, while maximising the output. According to Thomson (1993), the high stress
levels experienced by call center agents can be attributed to the highly repetitive and boring
nature of their work. Marr and Neely (2004) mention that management approaches in call centres
are mainly focussed on operational measures therefore call center agents are motivated by being

successful service providers and by a strong need to serve the customer (Marr & Neely, 2004).

2.9.1 Measures ofjob satisfaction

Since job satisfaction is a frequently studied variable, it is necessary to review the existing scales
that exist. Job satisfaction is generally measured by interviews or questionnaires that are
administered to the employees. While interviews are time consuming, they do provide more in
depth information because respondents disclose more information about the issues under
discussion (Spector, 1997). He mentions that the easiest way to measure job satisfaction is by
using one of the existing scales®as these scales have already been tried and tested and their
reliability and validity have alreadylbeen established. There are many scales that abound for
measuring job satisfaction. According to Muchinsky (1993), the literature on job satisfaction is
confusing because some researchers measure satisfaction on a global level, while others measure
the facets ofjob satisfaction with the result that the facets being measured are not necessarily the
same. This study was conducted using the job satisfaction survey.

The Job Satisfaction Survey developed by Spector (1985 as' cited in Spector, 1997) measures
nine facets of job satisfaction. The nine facets measured in the scale, includes the five facets
measured by the Job Descriptive Index JD1. The JSS has been discussed in greater detail in
Chapter 3. Muchinsky (1993) reports that there is no one best measure ofjob satisfaction. The

researcher should use the questionnaire that measures the facets of job satisfaction that are

18



relevant to the study providing that the questionnaire the researcher uses is reliable and valid

measures of assessment.

2.10 Independent variables

The independent variables influencing job satisfaction are, job design, motivation, quality of

supervision, career growth and job status.

2.10.1 Job design in the call center

Job design can be defined as the way that a set of tasks, or an entire job, is organized. It helps to
determine: what tasks are done, how the tasks are done, how many tasks are done, and in what
order the tasks are done. The concept of Job design is ascribed to Davis and & Canter (1955),
who saw job design as the organisation or structuring of a job to satisfy the technical -
organisation requirements of the work and the human requirements of the person performing the
work. David’s work led him on to identifying a number of design problems relating to the
structuring of jobs. These were; identifying job boundaries, identifying the factors at work in
jobs, determining methods of estimating and controlling these factors, developing systematic
design methods and developing criteria for evaluating designs. In facing up to these problems,
Davis concluded that in order to achieve more effective performance and greater job satisfaction
on the part of the employee, it was necessary for jobs to be meaningful to the individual

concerned.

Job design involves administrative areas such as: job rotation, job enlargement, task/machine
pacing, work breaks, and working hours. A well designed job will encourage a variety of'good’
body positions, have reasonable strength requirements, require a reasonable amount of mental
activity, and help foster feelings ofachievement and self-esteem. Work design is concerned with
the characteristics of the jobs. HackmJn & Oldham (1975, 1976, 1980) identified five ‘core job
characteristics’ that relate to the motivation and satisfaction of employees.

These characteristics are: skill variety, task identity, task significance, autonomy and feedback

from the job

Its felt that using these principles, one can map the design of the job onto a framework that
enlarges the work, enriches it and even interchanges it with other jobs so that people are more
challenged by their work and feel more empowered to make a difference in what they do. E.g.
allowing the call center agents to account manage areas of branches that they were taking
reservations for so that could spend an hour each day liaising with those branches to check on

their CSI and how specific customers were handled after the reservation was taken.
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Finally and crucially, its important not to isolate the workers at the call center from the business
they are supporting and include them in communication related to the business performance and
changes so they can feel an impact of their contribution. In any role, creating this inclusiveness
and involvement in the work has the potential to galvanise the workforce. Research in all areas
of discussion on retention figures shows the involvement of workers in the design of their jobs
and their rewards as a worthwhile consideration in how to make work more attractive, rewarding

and central.

These work characteristics are clearly of importance in examining the call centre context.
Frequently, call centre jobs are characterised as having limited task variety, that is, call center
agents carry out the same tasks over and over again. Sometimes the agents are expected to say
the same sentences repeatedly. This is called scripting. Frequently, call handlers have little
control over when they take calls and how long they spend on them, as calls are routed to them
automatically via an ACD (Automatic Call Distribution) system, and often there are strict limits

on the maximum time a call handler should spend on each call.

Research has demonstrated clear associations between work design characteristics and employee
effectiveness, (Parker & Wall, 1998). Employees with low task variety report poorer mental
health, i.e., greater stress and employees with higher job control report greater job satisfaction
(Terry & Jimmieson, 1999). Employees in jobs with ‘poor role characteristics’ also report job
dissatisfaction. By poor role characteristics, we mean the jobs where employees have high role
conflict, for example, they experience contradictory demands from managers, and low role
clarity, for example, where employees are not sure what is expected of them. These aspects of
work and jobs (low/limited task variety, low control, high role conflict and low role clarity) are
greatly affect job satisfaction of tkS call center agents in the call center environment.
\

A. Measures of performance in the call center

Marr and Nelly define performance measurement as the process of quantifying the efficiency and
effectiveness of past action. They further state that the assessment of an agent’s measure which
is normally used, such as the total number of calls made, ivs of little worth when it comes to
measuring value. In order for managers in call centres to manage well they “need to ensure that
the measurements accurately portray what management wants to be measured. Marr and Neely
further state that call centres produce many measures of performance with the majority of the
measures being operational ones i.e. having to do with the telephone (for example average talk

time).
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Gilmore and Lesley cited in Marr and Neely (2004) have identif