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ABSTRACT 

The last two decades have witnessed a rapid increase in the globalization of business. 

Developments in the fields of information technology, manufacturing technology, transportation, 

trade liberalization, emergence of new markets and increase in foreign direct investments have 

contributed significantly in this regard. The concept of a 'global village' has now become a 

reality. 

The Indian business Process Outsourcing industry is in the throes of evolutionary change 

as the US recession finally begins to take its toll. The industry is looking at various strategies and 

technologies to survive and thrive amid growing pressure of the US recession. 

The present study will be conducted with the objective to analyze the impact of economic 

slowdown on the employee’s performance of BPO sector in India.  Therefore, in order to achieve 

this objective a self administered questionnaire will be designed to analyze the employee’s 

performance due to the impact of economic  slowdown,  level  of job security and other related 

conditions. 
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INTRODUCTION 

The overall goal of business 

organizations is to search organizational 

resource talent. In case of service industry 

as it is universally accepted that employees 
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are the vital element for better productivity. 

In case of BPO industry the functioning of 

companies depend upon the capabilities of 

Human resources. It is recommended that 

inside resources of any Firm influences its 

success and competitive advantage [1]. 

According to the resource based 

View (RBV) of the firm seeks to explain 

the variance in talent acquired by firms by 

focusing on the different sets of 

organizational resources acquired as a 

source of their success parameters [2]. 

Globalization now a day’s remove  the 

barriers all over the world results in to free 

flow of Foreign capital , human resources , 

growth of multinational institutions, cross-

national mergers and acquisitions, changes 

in institutional rules governing ownership 

and investment and employability etc. But 

as the foreign companies expanding in any 

country such as India , various phases of 

business cycle oscillates form the harmonic 

vibrations for the economy with the means 

of Economic Recession [3]. 

Recession is defined as "a slump in 

economy of a country for a minimum of two 

quarters of a year" The U.S. based National 

Bureau of Economic Research (NBER) 

defines a recession more broadly as "a 

significant decline in economic activity 

spread across the economy, lasting more 

than a few months, normally visible in real 

GDP growth, real personal income, 

employment (non-farm payrolls), industrial 

production, and wholesale-retail sales.". The 

US market is strongly influenced by 

recession wave in 2008 during the period of 

January to October. At that time, the 

Employability aspect falls in this regards 

that 1.2 million of Jobs are eliminated  [4]. 

"The recession has affected 

everybody in one way or another as families 

use lots of different strategies to cope with a 

new economic reality," said Mark Mather, 

associate Vice President of the nonprofit 

Population Reference Bureau. "Job loss--or 

the potential for job loss-- also leads to 

feelings of economic insecurity and can 

create social tension”. "It's just the tip of the 

iceberg," he said, noting that unemployment 

is still rising. As USA is facing a visible 

recession in current times, it is evident that 

economists are in overdrive to review the 

fiscal statistics and give expert opinions. 

The stock markets have already created a 

panic situation in the country. The biggest 

lenders are now facing a cash crunch and for 

the first time they are also admitting it. Most 

of the credit has gone into housing, car, 

security and insurance schemes. Americans 

who have invested in such schemes have 

only their stocks to offer  as collaterals and 
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now are  facing  the  brunt with 

embarrassing foreclosures. There has been no 

sustainable development in major sectors 

like housing, medical and small scale  

businesses.  The  US  economy had reached 

its peak  and  is  slowly  going  downhill. 

Jobs are being outsourced to other countries 

while Americans are themselves jobless.  As 

Asian  countries are getting more 

employment, even expatriates  are returning  

home.  India   and China  are  major 

outsourcing backyards for the US [35. 

Shadow of Recession on Indian 

Industries and Economy 

Corporate Results reveals that the 

impact of US Recession was not stagnated 

in that economy only but also creates the 

remarkable footprints on the developing 

economies like India. After 2008 onwards 

the various industries of Indian economy 

were also shows variation in their profit 

margin and competitive advantage. 

Various industries in India were  affected  by  

the Economic Wind storm but because of 

sound roots  of these industries were able to 

retain. The Indian food market is estimated 

at a turnover of  over  US$  182 billion and 

accounts for about two third of the  total 

Indian retail market.  Further,  the  retail  food  

sector  in India is likely to grow from around 

US$ 70  billion  in 2008  to  US$  250  

billion  by  2025. Healthcare, which is a 

US$ 35 billion industry in  India,  is  

expected  to reach over US$ 150 billion by 

2022. The healthcare industry is 

interestingly poised as  it  strives  to  emerge 

as a global hub due to the distinct  

advantages  it  enjoys in clinical excellence  

and  low  costs.  Like  these  retail and

 health care industry Business Process 

Outsourcing was also affected during this 

recession Period in India  [6]. 

Recession and Indian BPO Industry 

India is one of the most preferred and 

remarkable outsourcing destination country 

by most of the multinational companies.  

Indian   IT’s   BPO   industry has been 

increasingly putting its efforts for 

contributing to the domestic economy  over  

the  years.  It is also providing valuable 

contribution to the services sector 

(NASSCOM, 2011). Though cost  reduction  

and availability of skilled English-speaking 

employees  have  been the  key  growth  

drivers  for  this  industry,  many other factors 

such as access to talent, service quality, and 

productivity have kept the Indian IT’s BPO 

industry competitive  in  the  international  

and   transnational market. Some of the 

Human Resource related issues  receiving 

considerable attention in the BPOs are work 

conditions, organizational environment 
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management-labor relationships, work force 

empowerment and work  life  balance.  

Work-life   balance is the stability 

characterized by the balancing of an 

individual’s life complexity and dynamism 

with environmental and personal resources 

such as family, community,       employer,       

profession, geography, information,   

economics,    personality,   or   values  [7]. 

The Business Process Outsourcing 

firms believe they will be less  impacted  

by the  global  crisis than their counter 

partners like IT Companies, since they are 

involved in facilitating day-to-day 

operations. Currently, processing services 

account for 60% of the industry, while the 

rest comes from core services (business 

analysis, financial planning etc). Previously 

the ratio was 70:30 and it's likely to be in 

the 50:50 ranges in the coming time. Also, 

the share of voice-based services has fallen 

from 95% previously to 80% now and is 

expected to slide further. India will not be 

much affected, since it accounts for only 

5% of the global voice market. 

The major impact of recession or 

economic slowdown is with the small 

exporters and importers in the country as 

most of them are facing the problem of 

heavy duties. "The US slowdown will 

immensely hit the mid- sized IT companies 

and also the big players to some  extent. The 

techno-savvy group will benefit as the IT 

hardware industry has decided to pass on the 

4% across- the-board excise duty cut to 

consumers which will help bring down the 

prices of IT products like TFT monitors, 

printers and projectors as well as computers  

and notebooks. With this, desktops and 

notebooks will attract 8% excise duty, while 

all other hardware equipment would attract 

10%.The economic slowdown will mostly 

affect medium-sized IT-ITES companies. 

Indian IT-ITES companies have also 

undertaken labor-cost rationalization by 

getting rid of poor-performing workforces  

and tightening recruitment policies. 

Companies have also reduced the average 

age of their workforce in order to reduce 

cost and improve overall profitability. 

Companies may not be adding the kind of 

people that they were last year, but they are 

definitely getting better yield from existing 

employees. In addition, the slowdown has 

accelerated the desire of India-born 

professionals based in the US to return to 

their home soil. 

While such IT professionals 

previously returned in hopes of being part of 

the Indian growth story, today the sub-prime 

crisis, slowing economy and fear of layoffs 

in the US are prompting these workers to 
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look for opportunities in India. As a result, 

India's talent pool is getting richer and it 

could be only a matter of time before the 

Indian IT-ITES industry overcomes the 

problems  posed by a US slowdown. In 

context of the IT industry, Nasscom had 

initially projected a 21-24 per cent growth 

rate for the current financial year, but the 

software association revised it downward in 

the wake of the global financial meltdown. 

According to a Nasscom spokesman, "IT 

industry has demonstrated time and again 

that it is resilient enough to deal with these 

challenges," 

The International Labor 

Organization (ILO) has presented the 

picture of reduction in employment 

across the world. In India, according to 

labor bureau, mining, metal and metal 

products, textile and garments, gems and 

jewellery, construction, transport and 

some segment of service sector (mostly, 

information technology and Business 

Process Outsourcing (BPO) services 

including private banks) has suffered 

much. 

As it has been seen from the above 

information that whether the corporate 

entities are executing their activities during 

recession period but the extent of 

productivity and performance was under 

question mark. This may be because of 

economic parameters, organizational 

internal and external factors etc. Though 

during this recession period BPO industry 

executing their efforts to perform better but 

the employees and their opinion was key 

element to understand the impact of 

recession on BPO service industry. 

REVIEW OF LITERATURE 

The review of literature deals with 

the study of earlier available research work 

in the field of Service industry dealing with 

the various issues like the employees 

performance etc. 

[8] examined the economic turbulence. The 

volatility of the developed economies has 

come to the developing economies in the era 

of transnationalisation. Wall Street is clearly 

impacting the Indian job market. Banks are 

folding up. Deals are getting postponed. 

Outsourcing Industry is feeling the insidious 

effect of banks going bout of business and 

everyone is trying to protect his/her job. He 

described how bad is the financial crunch, 

its ingredients, its impact on Indian 

economy in general and the banking and 

realty sectors in particular. Besides making 

an assessment of the current economic 

situation, the paper also analyzed some 

practical solutions to the problems at hand 

and the impending ones. 
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[3] examined the some issues concerning 

outsourcing in order to provide nuance to 

some of the rhetoric. In particular, we paper 

discussed the US-India outsourcing history 

and reassess the key questions surrounding 

the subject. The empirical evidence is 

provided in order to support our main 

argument – that outsourcing has been going 

on for a while and that the risk to US job 

growth due to outsourcing is exaggerated. 

As framing the debate in strictly economic 

terms is difficult given that there are “real” 

winners and “real” losers caught in the 

crosstalk, the paper seeks to offer 

recommendations to help ease the socio-

economic impact of outsourcing. [4] 

examined the world economy crisis since 

1930s. The crisis had affected almost all 

countries in the world. The emerging 

economies like India suffered through 

spillover effects. Industry and employment 

sector experienced a regressive jolt due to 

drying up of credit, squeezing of market 

and slowdown in demand. The social cost 

of the crisis is unemployment. This paper 

argues that in devising a proper policy for 

combating recession, not only bailout 

packages but also a mix of monetary and 

fiscal policy is required. 

[5] opined the work life balance among the 

Employers of service sector who have 

responded to the changing social and 

business environment and built Work- Life 

Balance policies into their culture have 

benefited tremendously. He analyzed the 

key need or reason for introducing Work- 

Life Balance policies in the organizations. 

Further he concluded that In India, there is a 

starting point is that organizations have 

recognized the need for and value of Work-

Life Balance policies. An advantage that 

Indian industry will however have is 

learning’s from the experiences of other 

countries in what has worked and what has 

not. 

[6] analyzed the Business Process 

Outsourcing (BPO) and Information 

Technology (IT) industry in Sri Lanka, 

which is one of the countries that has gained 

confidence by reinventing its economy  

around. Outsourcing will reduce overheads 

and US and European companies will able 

to focus on their core business. Most of the 

school leavers and young workforce are 

employed in BPO companies in Sri Lanka. 

Staff retention and motivation are current 

challenges faced by BPO companies. High 

staff turnover will cost companies, by 

having to spend time and money for training 

& recruitment of staff. Also sustaining their 

performance levels is another challenge in 

routine working conditions. The study 
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mainly focused on job satisfaction and 

performance of outsource staff and findings 

of the research will help IT/BPO companies 

in Sri Lanka to overcome the challenges that 

face current context. 

OBJECTIVES OF THE STUDY 

The main objective of the study is 

to find the important factors that affect 

the employee’s performance of BPO 

sector in India due to the economic 

slowdown. 

RESEARCH METHODOLOGY 

The present study consists of 

Primary data. The primary data is 

collected using the selfadministered 

questionnaire from the employees of 

BPO sector in New Delhi, Nodia and 

Gurgoan. 

Nearly 150 questionnaires were 

distributed and 147 were collected in return. 

The questionnaire consisted of demographic 

profile of respondents and 20 statements. 

The respondents were asked to rate the 

questions on five point Likert scale whereas 

the statements were divided into highly 

dissatisfied (-2) to highly satisfied (+2) the 

factor analysis were run on the data 

collected. 

ANALYSIS AND DISCUSSION 

In this study, five demographic 

factors of the respondents namely age, 

Gender, working experience, Qualification and 

marital status had been studied. 

RESULTS OF FACTOR ANALYSIS 

Reliability analysis has been conducted on 27 

variables and Cronbach Alpha is determined 

as 0.587 which indicates reliability of the 

scale. Table 1 shows the reliability statistics. 

 Kaiser- Meyer- Olkin (KMO) test 

measures the sampling adequacy and the 

appropriateness is computed as 0.521 that 

indicates adequacy of sample. 

 The overall significance of 

correlation matrices is tested with the 

Bartlett’s test of spherecity significant at 2% 

(p<0.000) that supports the validity of data. 

Table 2 shows KMO measure the sampling 

adequacy and Bartlett’s test of spherecity. 

Seven factors were extracted with the help of 

factor analysis, altogether explaining the 

62.949% of the variance in the data. 
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EXTRACTION OF FACTORS 

Factors are extracted on the basis of Eigen 

Values. Factors with Eigen Value greater than 

1 are retained, other factors are not included. 

An Eigen Value represents the amount of 

variance associated with in the factor. From 

table, seven factors have been extracted and 

the total variance explained by all the factors 

taken together is 62.949%. The remaining is 

due to other factors beyond the scope of the 

study. Following is the description of the 

factors derived. 

F1 Availability of leave: This is the most 

important factor on which the five variables 

have loaded and it explains 17.073% of the 

variance with eigen value 4.439. It deals with 

Problem in getting Leave, Additional Leave in 

exchange for reduced pay, Flexible break 

provision, Shorter working week and Half-

time work. 

F2 Top Management Support: This is the 

most second important factor on which the 

eight variables have loaded and it explains 

10.126 % of the variance with eigen value 

2.633. Three variables have been loaded onto 

are Access to Support from top management, 

Support from colleagues and Working hours. 

F3 Personal Life Adjustment: Three 

variables are loaded on this factor Adequate 

sleep and rest, I get enough time to give 

myself exercise, hobbies and sports , I get 

adequate time to spend with family and 

friends explaining the 8.479% of the variance 

and eigen value 2.205 

F4 Working Environment: This factor 

explains of the 

8.073 variance. Four variables are loaded 

onto this i.e. Adjust with change of 

Organizational policies, rules etc., Flexi-

time, Adequate sleep and rest and 

successfully achieve the targets. 

F5 Job Security: Three variables are loaded 

onto this factor i.e. Employee performance 

feedback, Free flow of information regarding 

organizational future plans and Talent 

recognisation. 

F6 Interpersonal Relationship: This is the 

sixth factor explaining the 6.459 % of the 

variance. The loadings for the variables are 

interaction with colleagues and Management, 

Support from colleagues and strong 

relationship with Colleagues and 

Management. 

F7 Work Efficiency: This is the seven factor 

and only one variable is loaded under this 

factor i.e.  Work Efficiency and effectiveness 

during the recession time. 

CONCLUSION 

In case of BPO industry the work of 

employees is not usual. The Employees are in 

huge pressure to achieve their prescribed 

targets along with Day/Night shift 
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Mechanism. They have to maintain the 

proper balance in their professional as well 

personal life with greater extent. Hence 

during recession period they try to make 

proper equilibrium between various factors 

which affect their performance so that 

productivity remains same. In this research 

Paper an effort is made to analysis those 

major factors such as Problem in getting 

Leave,  Additional  Leave in exchange for 

reduced pay, Flexible break provision, Shorter 

working week and Half-time work, Access to 

Support from top management, Support from 

colleagues and Working hours which 

employees perceive that they affect their 

performance. For Future research, Work can 

be done to understand that what kind of 

Systematic mechanism, techniques and 

training Programs can be used to Create 

positive Impact on employee’s performance 

in case of undesirable conditions like 

Recession. 
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