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Abstract: In order to find and evaluate practical tactics that support a 

motivated workforce, this research project explores the complex dynamics 

of employee motivation inside business process outsourcing (BPO) firms. 

Given the BPO sector's heavy reliance on human resources, it is critical for 

organizational success to comprehend the elements that influence employee 

motivation. This study aims to investigate the various dimensions of 

motivation, such as leadership styles, work environment elements, 

recognition programmes, intrinsic and extrinsic motivators, and surveys, 

interviews, and case studies, using a mixed-methods approach. This research 

attempts to provide useful insights for BPO managers and HR practitioners 

to improve employee motivation techniques, ultimately driving improved 

job satisfaction, engagement, and performance by synthesizing empirical 

data and theoretical frameworks. The findings of this study are expected to 

contribute significantly to the existing body of knowledge on employee 

motivation in BPO contexts and offer practical implications for 

organizational development and management strategies in the industry. 

 

Keywords: Salary Hike, SMART Goals, ECA activities, Promotions, 
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Introduction 

Staff motivation is a critical factor in determining the long-term viability and performance of 

businesses in the ever-changing world of business process outsourcing (BPO). The importance of 

developing a motivated staff is becoming more and more apparent as the BPO sector develops as 

a result of evolving technology and business demands. In order to better understand the complex 

world of employee motivation in BPO firms and identify practical tactics that enhance job 

happiness, engagement, and retention, this research will explore this topic in depth. 

First, as remuneration plays a critical role in influencing employees' perceptions of their value and 

contribution to the company, the study aims to evaluate the effects of wage boost frequency and 

amplitude on employee motivation levels within BPO organizations. By scrutinizing the 

relationship between salary adjustments and motivational levels, the research aims to shed light on 

how financial incentives can be optimized to enhance employee morale and commitment.  

Secondly, the research endeavors to examine the relationship between the implementation 

of SMART (Specific, Measurable, Achievable, Relevant, Time-bound) goals and employee 

motivation in BPO settings. Understanding how goal-setting processes influence employees' 

intrinsic motivation and performance is imperative for designing effective performance 

management systems tailored to the unique context of BPO operations.  

Lastly, the study seeks to investigate the correlation between Employee Care and 

Appreciation (ECA) activities and employee motivation within BPO organizations. Recognizing 

the significance of fostering a supportive and appreciative work environment, the research aims to 

uncover the impact of ECA initiatives, such as recognition programs, team-building activities, and 

work-life balance policies, on employees' sense of belonging, loyalty, and motivation. Through a 

comprehensive examination of these objectives, this research endeavors to provide valuable 
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insights for BPO managers and HR practitioners, facilitating the development of evidence-based 

strategies to optimize employee motivation and drive organizational performance in the BPO 

industry. 

 

Literature Review 

Employee motivation stands as a pivotal factor in the success and sustainability of Business 

Process Outsourcing (BPO) companies. To delve into this crucial aspect, numerous researchers 

have contributed to the discourse, offering insights into effective strategies to foster motivation 

among BPO employees. In their seminal work, Smith et al. (2018) shed light on the significance 

of intrinsic motivation in the BPO sector, emphasizing the role of autonomy, mastery, and purpose 

in enhancing employee engagement and productivity. Building upon this foundation, Jones (2020) 

explores the impact of extrinsic motivators, such as rewards and recognition, on employee 

performance within BPO firms. Jones underscores the importance of aligning extrinsic incentives 

with individual and organizational goals to maximize their efficacy. Similarly, Patel and Gupta 

(2019) delve into the role of leadership in motivating BPO employees, highlighting the influence 

of transformational leadership styles in cultivating a supportive and empowering work 

environment. Their study underscores the importance of leadership behavior in fostering employee 

commitment and enthusiasm. 

Furthermore, Green et al. (2021) offer a comprehensive analysis of the role of 

organizational culture in driving employee motivation in BPO companies. By examining the 

interplay between cultural values, norms, and motivational practices, Green et al. elucidate how a 

culture of transparency, collaboration, and innovation can fuel intrinsic motivation among BPO 

workforce. Moreover, Sharma and Das (2017) explore the impact of job design on employee 
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motivation in BPO firms, emphasizing the need for task variety, autonomy, and feedback 

mechanisms to enhance job satisfaction and engagement. 

In addition to these individual contributions, recent literature has also emphasized the 

importance of holistic approaches to employee motivation in BPO companies. Gupta and Kumar 

(2023) advocate for a multifaceted strategy that integrates intrinsic and extrinsic motivators with 

supportive leadership and a conducive organizational culture. Their research underscores the 

synergistic effects of these factors in fostering a motivated and high-performing workforce within 

the BPO sector. 

In order to maximize employee engagement and performance in this fast-paced industry, 

it is crucial to adopt a comprehensive approach that addresses leadership behaviors, organizational 

culture, job design, and extrinsic and intrinsic factors. Taken together, these studies offer insightful 

information about the complex nature of employee motivation in BPO companies. 

 

Objective of The Study 

1.  To assess the impact of salary hike frequency and magnitude on employee 

motivation levels within BPO companies, aiming to understand its role in fostering 

job satisfaction and retention. 

2.  To examine the relationship between the implementation of SMART (Specific, 

Measurable, Achievable, Relevant, Time-bound) goals and employee motivation in 

BPO settings. 

3.  To investigate the correlation between Employee Care and Appreciation (ECA) 

activities and employee motivation within BPO organizations. 
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Hypothesis Development 

The following hypothesis are formulated to test objective. 

H1:  There is a significant relationship between ‘Gender’ and Salary hikes in BPO 

Companies. 

H2:  There is a significant relationship between ‘Merit based increment’ and Setting SMART 

goals. 

H3:  There is a significant relationship between ‘Employee Age’ and activities in BPO 

companies.  

 

Research Model 

 

  

Research Methodology 

Employee Motivation

Salary Hike

Extra Curricular 

Activities

Setting SMART 

Goals
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For the research methodology, a mixed-methods approach will be adopted to investigate effective 

strategies for employee motivation in BPO companies. Quantitative data will be collected through 

surveys administered to employees within various BPO firms, measuring their perceptions of 

different motivational strategies and their impact on job satisfaction and performance. 

Additionally, qualitative data will be gathered through in-depth interviews with BPO managers 

and human resource professionals to gain insights into the implementation and effectiveness of 

motivational initiatives. The integration of quantitative survey data and qualitative interview 

findings will provide a comprehensive understanding of the most effective strategies for 

motivating employees in the BPO sector. 

 

Sampling and Data Collection 

The sample size is 208 from all different demographics of people who are all working professional 

in BPO companies or call center based companies. The data is collected by using Google Forms 

and it was given to group of BPO employees. The data used here is the primary data and the 

research was Descriptive in nature. 

 

Tools for Analysis 

Simple statistical techniques are used, including the Regression analysis, chi-square test, and one-

way Correlation analysis. These were carried out with the help of software like SPSS software. 

 

Data Analysis and Major Findings 

H0:  There is no significant relationship between ‘Gender’ and Salary hikes in BPO 
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Companies. 

H1:  There is a significant relationship between ‘Gender’ and Salary hikes in BPO 

Companies. 

The study posits that a noteworthy correlation exists between ‘Gender’ and Salary hikes in 

BPO Companies. Such as Merit based increment, promotion raise, Skill based raise, profit sharing 

plans, and performance bonus. Data was gathered from a sample of employees who are all working 

professionals in a BPO company for least once in their employment. In order to test the given 

hypothesis. One-way ANOVA was used to analyze the gathered data. 

 

ANOVA 

 Sum of Squares df 

Mean 

Square F Sig. 

Do you feel that 

receiving a merit-

based salary hike 

enhances your 

motivation to perform 

better at work? 

Between 

Groups 

9.736 1 9.736 8.107 .005 

Within 

Groups 

247.375 206 1.201   

Total 
257.111 207    

Do you believe that 

the prospect of 

receiving a salary hike 

upon promotion 

Between 

Groups 

20.313 1 20.313 26.706 .000 

Within 

Groups 

156.683 206 .761   
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motivates you to 

strive for career 

advancement within 

the company? 

Total 

176.995 207    

Do you perceive that a 

raise in salary based 

on acquired skills and 

expertise positively 

influences your 

motivation to enhance 

your professional 

abilities? 

Between 

Groups 

5.236 1 5.236 9.262 .003 

Within 

Groups 

116.452 206 .565   

Total 

121.688 207    

Do you think that 

profit-sharing 

schemes, where 

employees receive a 

portion of company 

profits, significantly 

contribute to your 

motivation to 

contribute to the 

company's success? 

Between 

Groups 

11.077 1 11.077 9.670 .002 

Within 

Groups 

235.981 206 1.146   

Total 

247.058 207    
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Do you feel that the 

opportunity to earn 

performance-based 

bonuses encourages 

you to exert extra 

effort and perform at a 

higher level in your 

role? 

Between 

Groups 

8.889 1 8.889 7.676 .006 

Within 

Groups 

238.567 206 1.158   

Total 

247.457 207    

 

In examining the relationship between gender and salary hikes in BPO companies through 

Anova analysis, the obtained significance levels for various types of raises reveal interesting 

insights. The results indicate that there is a significant relationship between gender and merit-based 

hikes (p = 0.005), performance bonuses (p = 0.006), and skill-based raises (p = 0.003), as the 

significance levels are all less than the conventional threshold of 0.05. Consequently, we reject the 

null hypothesis and accept the alternative, suggesting that gender influences the allocation of these 

forms of compensation in BPO firms. Conversely, the significance levels for promotion raises (p 

= 0.000) and profit-sharing plans (p = 0.002) exceed the 0.05 threshold, indicating no significant 

relationship between gender and these types of salary increases. Thus, we fail to reject the null 

hypothesis, suggesting that gender does not play a significant role in determining promotion raises 

and profit-sharing plans within BPO companies. 

H0:  There is no significant relationship between ‘Merit based increment’ and Setting 

SMART goals. 

H1:  There is a significant relationship between ‘Merit based increment’ and Setting 
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SMART goals. 

In the current study, we looked into the connection between ‘Merit based increment’ and 

Setting SMART goals. The study's premise proposed a substantial correlation between ‘Merit 

based increment’ and Setting SMART goals. 

 

Model Summary 

Model R R Square Adjusted R Square 

Std. Error of the 

Estimate 

1 .925a .856 .852 .428 

a. Predictors: (Constant), Target based, Budget based, Customer satisfaction, Time based 

and Service quality. 

 

The R and R2 values are shown in this table. The "R" Column's R value, which denotes 

the simple correlation, is 0.499, indicating a high degree of correlation. The R2 value, also referred 

to as the "R Square" column, shows the percentage that the independent variable (Target based, 

Budget based, Customer satisfaction, Time based and Service quality.) accounts for in explaining 

the overall variation in the dependent variable (Merit based hike). In this instance, a very 

significant 49% may be explained. 
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ANOVAa 

Model Sum of Squares df Mean Square F Sig. 

1 Regression 220.050 5 44.010 239.875 .000b 

Residual 37.061 202 .183   

Total 257.111 207    

a. Dependent Variable: Do you feel that receiving a merit-based salary hike enhances your 

motivation to perform better at work? 

b. Predictors: (Constant), Target based, Budget based, Customer satisfaction, Time based and 

Service quality. 

 

 

The dependent variable is significantly predicted by the regression model, according to this 

table. Navigate to the "Sig." column after looking at the "Regression" row. This demonstrates the 

regression model's statistical relevance. In this case, p < 0.0005, or less than 0.05, shows that the 

regression model generally predicts the outcome variable statistically substantially (i.e., it fits the data 

well).  
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Coefficientsa 

Model 

Unstandardized 

Coefficients 

Standardized 

Coefficients 

t Sig. B Std. Error Beta 

1 (Constant) -.123 .191  -.645 .519 

Do you believe that having 

specific targets to achieve in 

your role positively impacts 

your motivation at work? 

.084 .035 .066 2.419 .016 

Do you feel that being 

assigned revenue-based 

goals contributes to your 

motivation to perform 

effectively in your job? 

-.023 .039 -.019 -.601 .548 

Do you think that being 

tasked with goals related to 

improving customer 

satisfaction enhances your 

motivation to deliver high-

quality service? 

.837 .049 .826 16.981 .000 
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Do you perceive that having 

time-bound goals to 

accomplish your tasks 

influences your motivation 

to manage your time 

efficiently and meet 

deadlines? 

.144 .054 .135 2.643 .009 

Do you believe that being 

given goals focused on 

maintaining or improving 

service quality motivates 

you to uphold high standards 

in your work? 

-.032 .033 -.029 -.971 .333 

a. Dependent Variable: Do you feel that receiving a merit-based salary hike enhances your 

motivation to perform better at work? 

 

 

In examining the relationship between merit-based increments and setting SMART goals, 

the regression analysis yields significant insights based on the obtained significance levels. 

Notably, there is a significant relationship between merit-based increments and target-based goals 

(p = 0.016), customer satisfaction (p = 0.000), and time-based goals (p = 0.009), as all these values 

fall below the conventional significance threshold of 0.05. Thus, we reject the null hypothesis and 

accept the alternative, indicating that the setting of target-based, time-based, and customer 

satisfaction goals influences the allocation of merit-based increments. Conversely, the significance 
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levels for budget-based goals (p = 0.548) and service quality (p = 0.333) surpass the 0.05 threshold, 

suggesting no significant relationship between these variables and merit-based increments. 

Consequently, we fail to reject the null hypothesis, indicating that setting budget-based goals and 

maintaining service quality do not significantly impact the allocation of merit-based increments. 

H0:  There is no significant relationship between ‘Employee Age’ and ECA activities in 

BPO companies.  

H1:  There is a significant relationship between ‘Employee Age’ and ECA activities in 

BPO companies.  

In the context of user age and family day conversation, the current study sought to examine 

the association between Age’ and family day s to get information Such as Wellness workshop, 

Team building activities, Theme day, Team lunch and family day or Bring family to office. The 

study's premise proposed a substantial correlation between user conversation and user age. The 

age of the employee is important when the family day. A sample of individuals between the ages 

of 18 and 35 was selected based on the BPO work experience for information gatherings. The 

observed value and the anticipated result are compared using the chi square test. Assume that the 

P value is 0.05. 

 

Case Processing Summary 

 

Cases 

Valid Missing Total 

N Percent N Percent N Percent 
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Age * Do you believe that 

participating in wellness 

workshops organized by the 

company positively impacts your 

motivation and well-being at 

work? 

208 100.0% 0 0.0% 208 100.0% 

 

Age * Do you believe that participating in wellness workshops organized by the 

company positively impacts your motivation and well-being at work?  

Crosstabulation 

Count 

 

Do you believe that participating in wellness workshops organized by 

the company positively impacts your motivation and well-being at 

work? 

Total 

Strongly 

Disagree Disagree Neutral Agree 

Strongly 

Agree 

Age 1 0 2 17 25 7 51 

2 1 8 30 78 26 143 

3 0 2 0 11 1 14 

Total 1 12 47 114 34 208 

 

Chi-Square Tests 
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 Value df 

Asymp. Sig. (2-

sided) 

Pearson Chi-Square 11.446a 8 .178 

Likelihood Ratio 14.130 8 .078 

Linear-by-Linear Association .410 1 .522 

N of Valid Cases 208   

a. 7 cells (46.7%) have expected count less than 5. The minimum expected count is .07. 

 

The table shows that chi square significant at 5% significance level. The Pearson Chi-

square value is greater than P value i.e. 0.05. The Null hypothesis is accepted and alternative 

hypothesis is rejected so there is no relationship between Age and Family day in BPO companies. 

 

Findings and Suggestions 

Findings 

The research findings unveil multifaceted dynamics within BPO companies. Anova analysis 

exposes gender's influence on salary hikes, indicating significant associations with merit-based, 

performance, and skill-based raises, while promotion raises and profit-sharing plans show no 

gender bias. Regression analysis highlights the impact of goal-setting on merit-based increments, 

with target-based, time-based, and customer satisfaction goals significantly affecting allocation. 

Conversely, budget-based goals and service quality lack such influence. Chi-square analysis 

reveals no relationship between age and participation in family day events, suggesting 

organizational inclusivity regardless of age. These findings underscore the nuanced interplay of 

factors shaping compensation structures and workplace engagement in BPO settings. 
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Suggestions 

The absence of significant relationships between certain variables, as evidenced by both Anova 

and chi-square analyses, offers valuable insights for further research and organizational 

improvement within BPO companies. While gender was found to significantly influence the 

allocation of merit-based, performance, and skill-based raises, the lack of significance concerning 

promotion raises and profit-sharing plans suggests potential areas for gender-neutral policies and 

practices. Similarly, the absence of a relationship between age and participation in family day 

events underscores the need for targeted strategies to promote inclusivity across different age 

groups within the workplace. Future research could delve deeper into the underlying factors 

contributing to these non-relationships and explore avenues for fostering a more equitable and 

inclusive organizational culture. Additionally, qualitative studies may complement quantitative 

analyses by capturing employees' perceptions and experiences, providing a comprehensive 

understanding of the dynamics at play. By addressing these areas, BPO companies can strive 

towards fostering a more equitable, inclusive, and supportive work environment for all employees. 

 

Conclusion 

In conclusion, the research findings shed light on the intricate dynamics at play within BPO 

companies regarding compensation structures and workplace engagement. The Anova analysis 

underscores gender's significant influence on salary hikes, particularly with merit-based, 

performance, and skill-based raises, while revealing gender-neutral trends in promotion raises and 

profit-sharing plans.  
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Regression analysis highlights the substantial impact of goal-setting on merit-based 

increments, emphasizing the importance of target-based, time-based, and customer satisfaction 

goals. Conversely, budget-based goals and service quality show no such influence. The chi-square 

analysis unveils a lack of relationship between age and participation in family day events, 

indicating a culture of inclusivity across age groups.  

Moving forward, there's a clear need for gender-neutral policies and practices in promotion 

raises and profit-sharing plans, alongside targeted strategies to promote inclusivity across different 

age groups. Further research could explore underlying factors contributing to these dynamics and 

utilize qualitative methods to capture employee perspectives, fostering a more equitable, inclusive, 

and supportive work environment in BPO companies. 
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