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Abstrack

These days, keeping employees engaged and committed is crucial to the organization's strategy. For the
long-term benefit of the company and its members, it is not only critical to have the greatest and most
talented personnel; it is also critical to be able to retain them. This paper's goal is to examine the research
papers written by different writers in order to identify the elements that affect employee retention and
engagement in the workplace. This research looks at the following important predicators: work-life
balance; organizational culture; employee engagement; satisfaction with performance in hiring and
selection; career management; teamwork; and management support in terms of pay and benefits. Since
different organizations place varying degrees of emphasis on these guidelines based on how well they fit
the needs of their retention strategies, there are no set procedures that demonstrate the full scope and
significance of the influence of all the aforementioned broad themes. Drawing from this comprehension
of the papers; recommendations are made that provide an integrated perspective on the several approaches
that companies should implement to maintain a high degree of employee engagement and retention.
Keyword; work life balance, organisation culture, career management, employee engagement.

Introduction

BPO refers to contracting out specific company operations to external providers. These
providers handle duties beyond the company's primary functions. - It enables businesses to cut
costs free up time and concentrate on their core business activities.

Since its inception, the Indian BPO business has been associated with stereotypes like as
night shifts, monotony, attrition, and digestive issues, as well as a fun and college-like
environment. Although night hours continue to cause health difficulties and attrition, there is a
shift in the Indian BPO business towards treating it as a profession rather than a temporary
arrangement. This has led to an increase in customer satisfaction. I'm not sure if God called on
certain BPO employees, like in Chetan Bhagat's 'One Night at the Call Centre'

The National Association of Software and Service Companies (NASSCOM) attributes
India's success in the ITES/BPO business to its abundant, trained, and English-speaking
workforce, which is also utilized by ITES hubs like Singapore and Ireland. ii. High-end telecom
facilities and infrastructure meet global norms. iii. Increase emphasis on sustaining quality and
performance standards. iv. Fast turnaround times and 24/7 services based on the country's unique
geographic locations, leveraging time zone variances. v. The ITES/BPO industry benefits from a
tax structure that is comparable to that of IT service companies. vi. Positive policy climate that
supports ITES/BPO investments and simplifies laws and procedures.

Business Process Outsourcing (BPO) has several limitations, including dependency on
external partners, communication challenges, quality control issues, data security and privacy
risks, loss of intellectual property control, limited customization and flexibility, negative impact
on employee morale, hidden costs and contractual risks, lack of innovation and strategic
alignment, and negative customer perception. Companies must address these limitations through
careful planning, robust governance structures, proactive risk management, and ongoing
performance monitoring to ensure the benefits of outsourcing outweigh its potential drawbacks.
BPO providers may prioritize efficiency and cost reduction over innovation and strategic
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alignment, limiting opportunities for collaborative problem-solving and competitive
differentiation. Addressing these limitations requires careful planning, robust governance
structures, proactive risk management, and ongoing performance monitoring.

Business Process Outsourcing (BPO) can cause job insecurity, loss of career growth
opportunities, decreased employee engagement, and changes in work dynamics. Communication
challenges, such as language differences and cultural nuances, can hinder effective teamwork.
Skills obsolescence may occur due to outsourcing tasks involving specialized knowledge or
technology. Cost-cutting measures may affect compensation and benefits, potentially eroding
morale. Institutional knowledge may be lost, leading to gaps in organizational memory.

Attrition is a major challenge in the Business Process Outsourcing (BPO) industry,
causing high turnover rates, impacting service quality, cost implications, loss of institutional
knowledge, and negatively impacting morale. High turnover rates can disrupt operations,
increase recruitment and training costs, and negatively impact service quality. Cost implications
include increased expenses associated with recruitment, onboarding, and training, which can
erode profit margins. Loss of institutional knowledge can negatively impact team performance
and workflow efficiency. High attrition rates can also lead to difficulty in meeting targets,
damage the reputation of BPO companies, and intensify competition for qualified employees.
Addressing attrition requires a multifaceted approach, including improving employee
engagement, career development opportunities, fostering a positive work culture, implementing
retention strategies, offering competitive compensation, and optimizing work-life balance.

Employees are the most significant assets of any firm. Organizations must attract and
retain top personnel for long-term success. This paper focuses on reviewing the outcomes of
previous studies undertaken by various scholars to discover the causes of employee retention.

This paper examines the numerous elements that support employee commitment to the
company and a id in employee retention in this review paper. Because of the fiercer competition,
employee retention is now an organization's top goal. It's a productive and effective step toward
staff management, which is seen as the "greatest assets" of the business. The objectives of the
individual and the strategic and financial requirements of the company must always be balanced
in order to effectively manage top talent.

To find out the various research works that have been done in employee retention. Is the
main aim of paper Employers use employee retention as a strategy to address operational needs
while also retaining a productive staff. It handles matters pertaining to people, including as
employment, administration, benefits and compensation, organization development, employee
motivation, wellness, safety, and communication, as well as performance management and
training. An organization uses HR procedures for talent acquisition, such as hiring, screening,
developing training programs, managing rewards, evaluating employee performance, and so
forth. Human resource management approaches people, the workplace, and culture strategically

To draw attention to the different elements that influence an organization's retention
efforts is the goals of pursued by this evaluation of the literature on retention initiatives.

Literature Review

The best HR procedures for retaining and committing employees
Several HR strategies that we discovered during our research have been found to improve
employee engagement and retention in an organization and are included in the work that follows.

Employee Retention:
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Although the general market has a wealth of literature on attrition and retention methods,
the BPO sector lacks this kind of knowledge. Several of the articles discussed here were printed
in periodicals published in the United States. A few are from India and the UK. The overview,
introduction, definitions of. Organization culture, work-life balance, employee engagement,
satisfaction with performance and career management during recruiting and selection, teamwork
and management support, remuneration and compensation are some of the important antecedents
and characteristics of employee retention.
.Employers must use employee retention as a key tactic to keep workers motivated and satisfied,
which will boost output, enhance performance, and lower turnover expenses. Common tactics
include offering competitive pay, providing chances for professional advancement, encouraging
a happy workplace, and recognising accomplishments. (Ramos, P.R., 2019) Jain Arjita. (2011) A
key component of recruitment strategy is retention strategy. HR is essential to developing a
BPO's retention strategy. An organization's people resources are acquired, developed, motivated,
and retained strategically through the use of HRM. According to survey results, BPOs are
directly addressing the retention issue in an effort to reduce attrition. Since they are unable to
obtain intelligence, they are concentrating on the HRM functions that come before them, such as
acquisition, development, and incentive.

Soundrapandian& Ganesh (2015) His research is to investigate staff turnover and
retention strategies. He covers the vicious model of attrition in his study. The study
recommended that to keep employees, management should offer regular work hours, prioritize
quality over quantity, offer job security, and implement an efficient performance management
system.

Sarita& Samson (2013) The primary subjects of her research include involvement, work
satisfaction, and employee motivation. Among the features in her study that the model attrition
discloses on negative characteristics about attrition include routine work, poor mentoring, low
progress, and irregular work hours. According to the retention model, job stability, self-worth,
prestige, and employee involvement are some of the elements that keep employees on board. Her
research also shows that attrition may be stopped by showing employees loyalty and allocating
work according to their preferences.

Kumar &Kaushik (2013) Employee retention can be achieved through offering career
prospects, suitable incentives, flexible work arrangements, open communication, and a range of
employee orientation programs.

Manjit Kour (2013) Encourage deserving candidates with internal promotions is one of
the author's suggestions for reducing attrition. To foster relationships and a commitment to your
work, plan regular leisure activities and team-building exercises.

Yuvaraj& Siva (2018) The author proposes a new learning theory that emphasizes
system-thinking, personal mastery, mental models, shared vision, and team learning, as a
potential replacement for the existing procedure.

According to Kumar, G., and Santhosh, C(2014), The most important issue in keeping
employees is work compatibility. HR regulations and scheduling should take employees'
personal sentiments into account.

Prodromes Chatzoglou and Dimitrios Chatzoudes (2022) These findings suggest that
three critical characteristics of the workplace—tangible (HR practices), intangible (working
environment), and strategic (purpose and orientation)—have an impact on employee retention.

https://ijbtob.org

68



International Journal of Business, Technology, and Organizational Behavior (1IJBTOB) ISSN: 2775-4936
Vol.6 No.1 February 2026

Deepa &Ashok (2016) has conducted research on the relationship between stress and
organizational culture in BPO. According to her research, companies need to set up a flat form
where workers may register their complaints and thoughts.

Awit, N.T &Morticia, R. M. (2020) In order to develop organizational commitment, the
researcher framed a conceptual model that took culture and demographic aspects into account.
The study's conclusions were based on developing a talent management plan to identify the
organizational commitment issue in the background of the BPO.

Key Anteceedents.
1.0rganisation Culture

The term organisational culture describes the shared beliefs, attitudes, practices, and
behaviours that characterise a corporation. A group's established beliefs and methods that enable
them to handle both internal and external difficulties are known as its organisational culture, and
new members should be trained in them to solve problems effectively.

(Megginson, Mosley & Petri, 2006 Schein, (2001)
Vu, Hieu Minh, Chijioke Nwachukwu (2020) the introduction of organizational culture has
been theoretically supported. According to this study, for higher education institutions (HEIs) to
be able to hold on to their highly qualified staff, authorities and legislators should establish
supportive and achievement cultures by creating environments that are conducive to employee
retention. They should also work to reduce any perceived negative cultures among their
workforces.

2.Work Life Balance

Work-life balance policies are established by organizations to help employees balance
their paid employment with other essential roles, acknowledging the complexity of people's lives
beyond their jobs. Sharma (2015) The three categories for the study are work-related, family-
related, and health-related. The study's main conclusions include health issues, night shifts, the
workplace culture, employment insecurity, and environment. The author made a few
recommendations that could help WLB, including regular therapy sessions, the creation of a
perfect work environment, regular exercise, and meditation. Sirajuddin &Muthukumar (2015).
The study's goal was to determine how the current HRM policies affected employees' job
satisfaction. According to the study, effective management and staff cooperation might be
extremely important for work performance. Sanghamitra Chaudhury &et al. (2022) emphasize
the need for organizations to conduct regular assessments of their staff's WLBP requirements,
tailored to their specific industry or sector. Singh's (2016) study reveals workers struggle with
maintaining family and job relationships, with firms neglecting employee recognition and
emotions. He suggests welfare programs, flexible scheduling, meditation, and work cultures
improve work-life balance. Singh and Dubey's (2016) study aimed to explore work-life balance
factors influencing employee retention and establish management principles for maintaining it,
revealing lower stress levels lead to better work-life balance. research and the organizational
components that encourage WLB initiatives.

3.Employees Engagement

An employee's emotional investment and interest in their work and organization is
reflected in their level of engagement. Employee engagement, according to Schaufeli et al.
(2001), is a good mental state marked by vigour, devotion, and absorption. According to
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Ratnawati and Subudi (2018), employee engagement is characterised as a positive motivational
state that includes traits like tenacity, excitement, and commitment towards work. According to
Kaswan (2019), employee engagement is characterised by an individual's concentrated energy
and feeling of purpose that are visible to others through their demonstration of personal
initiative, flexibility, effort, and tenacity towards organisational goals. Komala and Prabhu's
(2016) study found a correlation between employee engagement and demographic
characteristics, suggesting that implementing retention strategies can enhance employee
satisfaction and commitment to the hospitality industry. Avinash Chopra and Chandan Kumar
Sahoo (2024) found that employee engagement activities significantly impact productivity,
loyalty, and company identity, while also influencing the organization's culture. According to
Hakanen and Roodt (2010), engagement is positively correlated with job resources.

4.Jobsatisfction

Zhao & et al (2016) To achieve success, organizations prioritize employee requirements
and execute retention initiatives. Implementing techniques can improve job satisfaction and
reduce employment difficulties. Employment satisfaction is the employee's contentment with
their work, encompassing behavioural, cognitive, and affective components, indicating their
sense of happiness or fulfilment. Numerous writers have defined what job happiness is. The
material that follows provides descriptions of some of the most popular definitions.
Khatun et al.'s(2023) This study investigates the indirect effects of HR procedures, working
conditions, mission, and orientation on job satisfaction. Job satisfaction is an employee's
emotional state that results from their evaluation of their performance and accomplishments
inside a business.P. K. Mishra. (2013) Employees in various industrial companies are dissatisfied
with the amenities provided by the management, despite the government's many policies and
programs on industrial development, employee welfare, and legal obligations. Aga Huitema Tirta
Amelia Enrik (2020). In summary, the Millennial generation believed that elements such as
work-life balance, job satisfaction, and reward and recognition should be taken into account
when selecting whether to stay in an organization for an extended period of time .Hery Winoto
Tj &et all. (2021).1Supervisor support and Compensation an effect to job satisfaction. Srivastava
(2013) The Trus &et all. (2021), work dedication is positively impacted by job satisfaction.
Ranjitham (2013) Research indicates that regular training sessions, stock option plans for
employees, job rotation, and job expansions can all have a major impact on job satisfaction.

5.Satisfaction with recruitment and selection

While the impact of recruiting and selection rules and procedures may be statistically
significant, they cannot be ignored because recruiting is the first step in locating and bringing
talent into the company so that it can be retained.

Consequently, the goal of talent retention depends on the recruitment and selection
processes that are put in place at the outset Hughes et al., (2008); Nazari et al., (2014);. author's
analysis concluded that improved career possibilities and hygiene aspects can help retain
personnel. Allen and Shonrock (2013),, turnover-related issues such as direct costs, job
interruptions, organizational memory loss, and experienced mentors are significant concerns that
are highlighted in the retention of young employees. Cuong Nguyen, An Duon (2020).The
results also show a strong correlation between youthful employee retention and job performance,
job satisfaction, training, and development. Raminder Kaur. (2017). According to the study's
findings, in order to lower employee attrition, businesses should provide their staff members
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with possibilities for professional development through the adoption of new, innovative
technologies and efficient training initiatives. Marwa Gaber Ahmed Fahim (2018) The use of
optimal HRM practices is considered a noteworthy strategic instrument in the retention of key
public personnel, according to the paper's conclusion. Bilgees Ghani& et all (2022) The study's
findings show that four aspects are essential for employees to be satisfied and, as a result, have a
high retention rate: opportunities for advancement; effective and long-lasting communication;
and successful and long-lasting recruitment and selection processes.

The study's conclusions suggest that the most cutting-edge technological solution for
helping public organisations maintain their competitive advantage and raise the standard of their
administration is the use of ESs. Alromaihi, Muna Ahmed, et al. (2017)

To address the diverse demands of its personnel and improve task performance, the
organisation needs to scale up its training and development programmes. The importance of job
performance was broadened to include behavioural and outcome components in addition to task
and contextual performance.

6.Performance and career management ¢

Employee performance is assessed and developed as part of performance management.
The goal of career management is to identify areas for growth. Ghafar & Mohamed (2016).
suggested that the policies of the organization can have more impact on the high performance of
the employee. Sourabh Kumar. (2020) The performance management system is crucial in
helping employees grow their talents and see a clear career path inside the company. Given that
remuneration is one of the main reasons people choose to work, it is crucial to recruit and retain
talent. Asad &et all. (2019) It is anticipated that the current study will aid in their improved
conceptualization of the elements influencing employee attraction and retention. Simultaneously,
it is anticipated that it will assist companies in better executing their hiring and retention efforts
in both industries. Aga Hutama Tirta & Amelia Enrik (2020). The study looks at the effects of
reward and recognition, work-life balance, and job satisfaction on employee retention among
Indonesian millennials.

Teamwork and management support

Employee satisfaction is influenced by supportive management and positive team
dynamics. Singh Soniya. (2017). The results indicate that there was a noteworthy correlation
between leadership behaviors and HR procedures and employee retention. Shubhangi Bharadwaj
and Mohammad Yameen (2020) The investigation's findings showed that social responsibility
has a big influence on an employee's desire to stick with a company. Organisational team
building initiatives are required to raise staff morale, which will promote employee retention
(Sayma Z, 2011).

Jalal H. (2016) Collaboration activities foster a knowledge-sharing environment,
increasing job satisfaction and employee commitment. Teamwork, a common organizational
behaviour, involves individuals working together to achieve a common goal, drawing interest
from academics and business professionals. (Ooko,( 2013). Many companies are increasing the
frequency of staff team assignments to enhance their knowledge and professional skills.
(Hartenian,( 2003). Employees that work in teams are better able to collaborate, hone their
specific talents, and offer helpful criticism without causing conflict among themselves (Jones,
Richard, Paul, Sloane & Peter, (2007). Working in teams helps team members improve their
skills, knowledge, and talents, which impacts organizational performance and effectiveness. As
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such, teamwork is a highly significant technique for ensuring that the organization runs smoothly
(Froebel & Marchington, (2005). A worker who collaborates with others in a team is probably
going to be more productive than a peer, according to Jones et al. (2007).

Salary and compensation

Competitive and equitable pay is crucial. Goel, A.K et al. (2021) highlighted the
significance of equitable remuneration in keeping staff members inside a company.

Employee pay includes regular pay, insurance, bonuses, and additional benefits like
lunches, parking, flexible work hours, professional development opportunities, and additional
funds for meeting or exceeding targets. Khatun et al. (2023). A good job offers with benefits,
company goodwill, and a good work-to-benefit ratio were found to be important for keeping
talented managers in Bosnia and Herzegovina. The most common attraction motivators were
found to be a comfortable work environment, freedom to be creative without being overly
micromanaged, a healthy work-life balance, and a good salary. These findings suggest that
companies should place a higher priority on providing competitive compensation packages and
creating an environment that supports employees' independence.  Shuja Igbal (2017). To
flourish in the marketplace, organisations must continue to provide appropriate benefits,
competitive pay packages, attractive workplace cultures, and high employee satisfaction ratings.
This will lead to increased employee retention and loyalty. Remuneration is one of the key roles
of HR procedures. Mondy (2008) described it as the pay received by employees for their services
rendered. Pay does, in fact, affect workers' motivation and loyalty, output, and social standing.
Aswath Appa (2008).

Theory
1.The Equity Theory

Fairness in job incentives is emphasised by equity theory, which compares pay scales,
promotions, and recognition according to effort, experience, education, and competence.
When people feel that their outcome-to-input ratio is out of balance, they become tense because
they want justice and equity, according to Robbins (1993). The equity theory of J.S. Adams
describes how people evaluate relationships based on social transactions. In exchange
relationships, it focuses on inputs and outcomes, with pay being the most important outcome.
Carrell's theory offers a thorough knowledge of social transaction as well, and it is founded on
three main suppositions. In accordance with the equity idea, workers assess inputs and results
with peers.
2. Expectancy theory

Kreitner & Kinicki's (1999) expectation theory suggests that individuals are driven to
act in ways that lead to desired outcomes, a concept backed by prominent experts in the field.
3.Vroom’s Original Theory

The expectation hypothesis states that a person's propensity to behave a certain way is
mostly influenced by how strongly they anticipate a specific outcome from their behaviour and
how desirable that outcome is to them. Robbins (1993). Expectation theory states that a person's
perception of the performance they will achieve and their assessment of the potential benefits of
that performance combine to influence their motivation. Steers (1983). Though there have been
many versions on this model, Vroom developed the formal model of work motivation in 1964,
relying on the work of previous scholars.
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Discussion

A supportive company culture that prioritizes employees' well-being boosts job
satisfaction and retention. Factors like physical comfort, mental health support, and work-life
balance contribute to a healthy workplace. Encouraging professional development and fostering
a positive, inclusive culture fosters employee dedication and loyalty, leading to low turnover
rates.

Job satisfaction is influenced by factors like advancement, recognition, and work-life
balance. Employee dissatisfaction can lead to turnover, so hiring well-fitting employees, offering
clear career paths, and regular performance reviews are crucial. Collaborative teams, supportive
managers, and fair compensation can also boost retention.
Perceived fairness in pay is crucial for employee retention, as low remuneration can lead to
attrition. Firms that value employee well-being, growth, engagement, and satisfaction have
higher retention rates, and should tailor strategies accordingly.
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