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ABSTRACT

BPO (Business Process Outsourcing) industry isfdeeest growing industry in India. It plays a majofe in
providing services related to different businessviies. It is increasing by leaps and bounds nidid. Employees are
responsible and needed for the growth of any imguhey are asset to the industry and rare comnetdvantage. They
act as pillar for the sustainable business andrisluctivity. In India the BPO sector is growingntiauously because of
the cheap labour. However their retention is a melallenge. More and more people are joining seistor due to high
salary package they are getting in this industher&fore how they are performing and their stepstds achievement of
organisational objective is also important. The ppge of this study is to know the effectivenesspefformance
management system and how the performance is leialyated in BPO industry. The data collected far $tudy is

secondary data. The research area is Noida region.
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INTRODUCTION

Performance of employees is a major tool for thekimg of the organisation. The success of the dezdion
depends on the way its employees are working. Magagnd analysis of the employees is very imporsmtthat
employees can be aware of areas where they needptove, and abilities and capabilities where tlaeg standing

stronger. Performance management system consipesfofmance appraisal and employee development.

Performance management basically refers to theepsoaf measuring, managing and developing the mpeaface
of the employees. It is the ongoing process of camioation between the supervisors and its suboreingo make
decisions and strategically achieving the objestivé allows the organisations to align the resesrand system in a

strategic way.

There are various methods available for evaluatiegperformance of the employees. The processaifiating
the performance of the employees is called as padoce appraisal. However the challenge lies indéetification of the
best method which can help in identifying the arehere employees need to improve and through wiieremployee
can find that they are best and at what. A goofbp@ance management system helps in clarifyingdheesponsibilities

and duties.
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Clarification of duties and responsibilities hetpincreasing the productivity of the organisati@ntlaere will be
no confusion regarding the work. In no. of casebas been found that if the employees are notawhthe task they
have to perform then they will not show any inteiesthe work because of this the productivity loé torganisation gets

effected.

The performance management system help in knowihighvemployees is to be promoted and give reward.
Promotion and rewards helps in increasing the eidlsm of the employees and they work with greafidence and zeal.
It increases their motivational level and employaagolvement in the organisational activities alswreases. The
employees work with good concentration due to whioh output also increases. Evaluating the perfoomeof the
employees helps in finding the areas in which ther@eed to given training to the employees whiah kelp the
employees to increase their skills and develop siedwves. The employee development however is theioggrocess.
You can not develop the employees in one day. @eesto done the continuous assessment of the peegloTherefore

the effectiveness of the performance managemeterayslays an important role in it.

There are various techniques and methods avaitabbae performance appraisal. This study focusesowvhat

extent these methods are effective in the BPO ingus

BPO sector is on boom in India especially in IThkdad services. The Indian BPOs are increasing giesfent
growth rate and it has given employment to arodnohillion people across the country. The demandHerindian BPOs
is increasing continuously. It is becoming attreetsector especially in India because of the grdedstructure and low
labour cost.

The young generations is running towards this itrgusecause of high salary. It has been found apdnted that
working in the BPO acts as gap filling job for §y@ung generation. It is kind of part time job. Mo$the workers join the
organisation just for few months later on leavaritl sometimes just for earning their pocket moBey.there is need to
give more concern regarding the retention of the@leyees and measuring their performance. The agtans should
hire the people who can stay in the organisatiorthfe longer period and can perform well accordmthe expectations of
the organisations. If the employees will join aadve the job by taking it so lightly then it wilate a negative impact on
the overall growth of this sector. Hiring the emyes again and again will become cost to the osgéinh. It is the waste

of time, money and energy. Most importantly it megd to loss of the talented performers.

Therefore it has become necessary to continuotlngglcon the performance of the employees and memasumt
and analysis of their duties and task given to thdere the performance management system plays@oriant role as it

would help the employees to enhance and develapski#s in which they are lacking.
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DISCUSSIONS

Performance Appraisal is the part of the perforreamanagement system. There are various methodsiaeai
for measuring the performance of the employees.|&yaps are the most valued asset for the orgamisatine can not
produce the replica of these. Assessing their pmdace, measurement, positive reinforcement, convation and
decision making are the key elements for the perémice appraisal. The methods chosen for measumngdrformance
of the employees should have these elements bethespresence of these elements shows the effaeSgeof the
performance management system. A good performammeiaal method is the one which ensures that dinittual gets
perception of ways to achieve the organisationalgyand objective. If the employees know exactlyutlthe goals then it
acts as a motivational factor for them. Motivatedpeoyees work harder and put their best which lgadacrease in the

productivity of the organisation.

It is the duty of the management and superiorsotomunicate to the employees or subordinates how dhe

performing. Because it would help in making theisieas about what kind of training is required teegto employees so
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that they do less mistake while doing the job eslactivities.

The effectiveness of the performance managemem¢rsys needed to know in BPO sector because hes t
sector where labour turnover is very high. Stabitif the employees has become necessity for thencgations. If the
employees will leave the organisation in a shaotiod then they would not perform wholeheartedig aot work hard
because they are aware of the fact that they woelpbining the organisation or BPOs for short tifdae of the reasons
for this is hiring of unskilled employees. The plkohired in BPOs are the youngsters and thereticniteria for higher
educational qualification therefore people who jthia organisation is just to fetch money. They dohave any objective
or goals for joining the organisation. The BPOsudtidocus on hiring the skilled and well qualifiedhployees who have

certain goals and mission in their life.

At the time of joining, this sector pay higher sglaut later on there is a constraint on increm&here is no
scope for increasing the pay. After a certain gkvilhen employees find that there is no incremeniéir pay then it acts
as demotivational factor. They avoid doing work ethleads to decrease in the productivity of the legges as well as

organisation.

It has been found that in BPOs sector, there s tdanotivational factors such as monetary and mametary
rewards. Motivation is the important element fag #ffective performance management system. Theoyegs should be
given various monetary and non-monetary rewardbabothey get motivated to perform well. If theywleb be motivated
then will stay in the organisation for longer perid is necessary for the employees to be motivdfetie employees are
motivated themselves then their performance woeldrioich higher. Performance of the employees alperdis on the

work environment.

The work environment of the employees should beyatjle. It should be transparent. It should beduldsee.
The employees should be provided with the facHlitad services in which they feel comfortable. Woenen working in
this sector should be treated with respect anditgigrhey should be given free cab services sotthey can easily arrive

at the workplace without any problem.

In BPOs there is a time constraint. Employees havevork atleast for twelve hour per day. Time skiobk
reduced so that they can enough time for relaxatiwdh rest. They can give enough time to their famid friends. This
way of working will allow them to be more active tite workplace and will increase their satisfactiewel. It will

encourage them to work and perform efficiently affdctively.

The employees should support and encourage theirockers. Rather than working for themselves otitgy
should listen to the problems of each other andilshmake efforts to resolve those problems. If yoaiworker is lacking
in his performance then one should motivate himftmeimprove his/her performance. Even during thecpss of
performance appraisal co-workers, superiors andrsifate should give clear and true feedback abimtemployees’
performance. It should not suffer from any halohorn effect. One should not rate someone highéhénperformance
because he/ she is a good friend or rate low becalusome personal issues. If the performance woeldated unbiased
free and co-workers would motivate each other tdope well then the performance management systeyldvbe
effective otherwise it will be waste of time, monagd resources. In hiring the employees, a largeuamof cost is
incurred. Later on a huge amount of money is bsp&nt on training and development of the employEes.organisation

should consider all these factors in mind.
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Leadership and effective team-work promotes goatbpeance. The group leader or team leader shootida
rigid. If they know that they can provide the guida related to their performance and work then dteyuld put a step

forward in providing them necessary guidelines.

The work pressure in BPO industry is very high. rfEhis no flexibility in the job. Employees should hllowed
to work in either night shift or morning shift acding to their comfort level. The women are morenfartable in the
morning shift because of the family issues and sigcissues. If there will be less work pressurerttiheir performance
would be better because certain amount of pressuegjuired for the employee to get motivated tdgren well and work
hard. But that pressure should not be get conventedstress. Job stress will hinder the perforreaotthe employees.
Due to job stress the performance of the employte affected in a negative way and the productizitg growth of the

organisation reduces.

It has been found by many surveys that due towateking hours, the employees’ health gets affectexte
working hour’s leads to job stress which ultimataffect the health of the employees. This is thgomaroblem which is
occurring in the BPO sector. The health problemsmfwhich most of BPOs’ employees are suffering digestive
problems, sleeping problems and eyesight probléneseates job dissatisfaction among employeesaBse of this more
and more employees are leaving the job. Job sgéke real reason for the depression. It affdegamily life of a person
along with his/her career. Unclear roles and pupadso lead to job stress. Working timings, wadd, repetitive work,

insufficient holidays are the cause of the stress.

The employees do not get holidays easily becauses tis lack of leave policy. The employees do ratt gnough to

socialise and to be with friends and family. Itweds the morale of the employees and their satisfalevel.

There are various challenges which the BPO industfgcing. If this sector can meet these challenben it can

be one of the best sectors.

In this sector, the jobs are target oriented. lansethat the employees have to meet the targetoanyhe targets which
are given to the employees should be such thatretitley can achieve them or if they can not therptiessure should not

be given to them in achieving those. The targetsilshnot be too high that it becomes difficult tdfit the criteria.

In most of the BPO, the shifts are nightshift bessamost of the business processing is of US andvbkte there
is time difference between India and these couwstridie late working hours has led to the problerbroken marriages.

Therefore there should be flexibility in workingurs.

Employees should be provided with enough numbehalidays so that they can rest at home. Leaves are
important for any individual as it increases thiicefncy of the employee. The organisation can diséday packages to
the employees. It will act as a reward for the emppes which will motivate them to perform well asthy in the

organisation. The reward system is lacking in sigistor which can be one of the reason for thenotuer.

One of the biggest challenges is to bring the parency in the system. The performance appraisalldhoe
conducted in a way so that the employees havedndgtonfidence about the results given to thererfne whether the
subordinate, superiors, co-workers, stakeholdarstomers should give fairer feedback about theopmince of the

employees.
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CONCLUSIONS

From the above study it can be concluded that BRIDstry needs give a concern on managing the meafoce

of the employees. If the industry can meet the althallenges then the working conditions can behnhetter than the

present time.
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