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Supporting Culture as Transformational Strategy in Call Centres in India:
Examining its impact on Job Satisfaction with Stress and Career
Advancement as Mediators
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Abstract

The volatile, uncertain and challenging global business environment has resulted in
organizations adopting innovative strategies to enhance their performance and sustain
their competitive advantage. Organizations are trying to develop and sustain a culture
which can provide them a strong foundation. This paper tries to examine the
relationship between supportive culture and job satisfaction mediated by stress and
career advancement by using the data collected from women employees of call centres
located in Delhi and NCR. Multiple regression is used to analyze the data and test
the hypotheses. The findings indicate the significance of supportive culture in
enhancing the satisfaction of women employees in call centres in India.

Keywords: Culture, Job satisfaction, Women, Call centres, Stress, Career
advancement.

Introduction

Organizational culture has been widely acknowledged as the critical factor in determining the
success of organizations. It is considered as an important parameter of sustainable competitive
advantage (Schein, 1990, Zheng, et al., 2010). The effectiveness of strategies and systems
implemented in the organizations are explained by the culture adopted (Prajogo and Sohal,
2001). Culture consisting of values, beliefs, norms, communication, relationships and practices,
etc lays the foundation of any organization. Organizational culture can be strong or supportive
or weak. Strong and supportive culture leads to development of good systems and right structures
which acts as a transformational strategy to achieve organizational effectiveness.

The objective of the study is to provide insights on the effect of supportive culture on job
satisfaction of women employees in call centres in India with stress and career advancement
acting as mediating variables. The scheme of the paper is as follows. The next section describes
the theoretical framework to gain a more detailed overview of existing research on the topic.
Section 3 deals with the research methodology employed and data analysis. Then, in section 4,
the results of the study are reported. Results are discussed in section 5. Finally, the paper
concludes with an overall outlook which is included in the last section.
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Theoretical Framework and Hypotheses
Supportive Culture

Culture consists of a collection of fundamental values and belief systems which gives the
basis for existence of an organization (Pettigrew, 1979; Schein, 1985; Sackmann, 1991; Hatch,
1993). It exists as a combination of attitudes, values and assumptions (Moran & Volkwein,
1992) and is influenced by both internal and external environment (Alvesson, 1991). There are
innumerable studies discussing the importance of culture in organizations (Alvesson & Berg,
1992; Brown, 1995). In fact, it is said that human resource strategies and work environment of an
organization are influenced by its culture (Kerr & Slocum, 1987; Kopelman, Brief, & Guzzo, 1990).

When talking about supportive culture, work of Litwin & Stringer (1968) finds relevance. They
have established a link between attitudes and behaviours of employees and the work environment
of an organization. Out of the nine sub-scales of a 50 item questionnaire developed by them,
two sub-scales., ie, ‘support’ and ‘warmth’ explain supportive culture. By support, they mean to
state that mutual support and help extended by superiors to subordinates and by peers and
colleagues have a positive influence on employees. They feel happy and satisfied, and hence,
are motivated to perform effectively and be more committed to the organization. Similarly, warmth
refers to good interpersonal relationships among employees developing a congenial work
environment. Such a warm work environment results into happy, satisfied and stress-free
employees and are motivated to work more efficiently and effectively in the organization.

A number of studies (Flowers & Hughes, 1978; Huo & Randall, 1991) have developed several
important value dimensions relevant for the organizations. Taking clue from the work of Flowers
& Hughes (1978) who have identified comprehensive set of 12 discrete organizational values,
one value of ‘teamwork’ supports our concept of supportive culture. Teamwork implies the culture
of working in teams and positive and work teams have a positive influence on its members.

Similarly, Jones & James (1979) identified six dimensions of climate, out of which, leadership
facilitation and support, workgroup co-operation, friendliness and warmth, professional and
organizational esprit, and mutual trust can be related to supportive culture. These dimensions
have a profound influence on motivation and behaviour of employees (Litwin & Stringer, 1968;
Bowers, 1976) and on organizational effectiveness (Likert, 1961; Mudrach, 1989). Supportive
work culture of team spirit, mutual trust and support, friendliness and warmth, and caring attitude
help in developing positive perception and attitudes of employees and relieve them of stress.
Employees are motivated to work harder in the organization and improve their performance,
indirectly affecting their growth avenues which find support from literature. Friendly, supportive
and strong peer cohesion environment is likely to motivate employees to stay in the organization
(Hong & Kaur, 2008) Enjoyment and positive emotions in work have subsequently lower intention
to quit jobs (Sherman, 1989; Connolly & Viswesvaran, 2000). On the other hand, unsupportive
or negative organizational culture may trigger negative reaction among employees and may
result into adverse consequences for the organization.

Researches in the past have linked employee job satisfaction with a number of cultural factors
like, rewarding employees for good performance, providing growth opportunities, involving
employees in decision-making, support of supervisors, etc (Arnold & Spell, 2006; Chang & Lee,
2007; Mckinnon, 2003 and Rad, 2006). Employees in a supportive culture understand the values,
norms and requirements of their organizations and perform accordingly. On the other hand,
organizations having weak organizational cultures do not have values, systems, norms, structures
etc in synchronization with each other and thus might lead to chaos and confusion and
dissatisfaction of employees.
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With reference to call centres, the interviews with women employees revealed that call centres
work in teams. Employees are allocated different teams, headed by a team leader. Team leader
gives directions to his or her team members and is entirely responsible for the performance of
the team and its members. Building upon the above mentioned literature, it can be inferred that
if the team is positive and has good relationships among members and the leader, then it might
have positive influence on its members who will be motivated to work more efficiently and
effectively in their teams. Moreover, a number of call centres understand the family-related
issues of women and thus, have taken initiatives, such as, career break schemes, flexible
work arrangements, créche facilities, etc to motivate and encourage women to stay in the
organization and focus on organizational activities (Scholarios & Taylor, 2010). Thus, on the
basis of the review of the literature, it can be conjectured that:

H1: Supportive culture is positively related to job satisfaction.

H2: Supportive culture is negatively related to stress.

H3: Supportive culture is positively related to career advancement.
Stress

Lazarus and Folkman (1984, p. 19) define stress as “a particular relationship between the
person and the environment that is appraised by the person as taxing or exceeding his or her
resources and endangering his or her well-being.” Parker and DeCotiis (1983, p. 164) emphasize
on “psychological and physiological reactions to uncomfortable or undesirable conditions” as
leading to stress. Stress, also refers to the emotional and situational perception of people
(Pearlin, 1989). Also, it may be conceptualized as any condition that has an adverse impact on
the well-being of the individuals (Crank, 1991). Stress can be stimulated by a large number of
factors related to the environment, the organization and the individual (Robbins & Judge, 2007).
For instance, the work stress increases due to a) lack of support from seniors and/or
subordinates, b) less challenging job, ¢) prevalence of biasness by giving preferences to male
peers d) favouritism, €) lack of recognition / appreciation of a job well done, f) office politics or
g) high competition (Shikari, 2010). The climate of the organization also plays a major role in
creating job stress (Hemingway & Smith, 1999; Zeffane & McLoughlin, 2006). Employees
experience lower stress if they perceive the work environment favourable and vice versa. However,
call centres are generally described as stressful and hence, we hypothesize that:

H4: Stress acts as a mediator between supportive culture and job satisfaction.
Career Advancement

Career advancement is an important feature that employees look for in all organizations. Its
significance in an organization cannot be underestimated. Various researchers have explained
career progression or advancement in different ways but the underlying meaning remains the
same. Kaine (2010) defined career progression as a systematic approach which helps in ringing
out a match between the goals of employees and the organization. According to him, organization
undertakes initiatives for the development of its employees, enabling them to look for future job
opportunities who in turn benefit the organization with their dynamism and effectiveness. Such
initiatives of the organization tend to enhance job satisfaction of employees. Similarly, Donaldon
(2010) was of the view that lack of new challenges, bring job dissatisfaction. He further added
that people leave jobs because of lack of career progression in their organizations. Any employee
who joins an organization wants advancement in his career and would like to achieve success
in his profession (Mayo, 2008). This research is further supported by Lingham (2008) who
highlighted the role of career progression in developing and preparing people for taking up
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higher responsibilities in the organization. He further stated that career advancement provides a
certain level of autonomy to employees which in turn provides a sense of professional satisfaction
and security to them. On the other hand, lack of career progression leads to frustration and job
dissatisfaction among employees. Thus, on the basis of above literature, we hypothesize that:

H5: Career advancement acts as a mediator between supportive culture and job satisfaction
Mediator Model

According to Baron & Kenny (1986), a variable functions as a mediator when it meets the
following conditions:

Condition 1: Independent variable leads to dependent variable

Drawing analogy to our proposed model, supportive culture leads to job
satisfaction.

Condition 2: Independent variable leads to mediating variable
In our model, supportive culture leads to stress and career advancement.

Condition 3: Mediating variable leads to dependent variable rendering the previously significant
relationship between independent and dependent variables no longer significant

In our model, stress and career advancement lead to job satisfaction rendering
the previously significant relationship between supportive culture and job
satisfaction as non- significant.

The conceptual model based on Baron & Kenny (1986) model is given as under:

a(+)

Stress
b ¢()
Supportive
Culture Job Satisfaction
d+) e+)
Career
Advancement

Figure 1: Model of Supportive Culture and Job Satisfaction with Stress and
Career Advancement as Mediators (a indicates direct path,
b-c and d-e indicate mediated paths)
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Methodology
Participants

A total of 302 employees from 8 different call centres participated in the study. The participants
of the study were female executives serving both international and domestic clients. International
clients included clients from US, UK and Australia. For data collection, human resource managers
of the call centres were contacted. Only two managers gave a positive response and agreed to
conduct survey in their organizations. 117 data was collected through these two call centres.
The rest of the data was collected through snowball sampling method, wherein contacts were
used to identify respondents. Nearly 400 questionnaires were distributed through acquaintances/
contacts out of which 261 were returned, and 179 were found fit for analysis. Six questionnaires
(fit for analysis) were obtained from the online portal surveymonkey.com.

The age of the respondents varied from 18 years to 53 years. The mean age of the respondents
was 21.7 years. The educational qualification ranged from graduation to technical, professional
and post-graduation. 299 respondents reported their qualification and the most of the respondents
(47.8 %) were post graduates. Most of the employees were in the lower levels as is evident
from their reported work experiences. Demographic data shows that 72.2 percent of women had
0-3 years of experience. 301 respondents reported their marital status and majority of the
respondents (77.4%) were unmarried. Majority of the respondents (75.6%) lived in a nuclear
family.

Scales Used
A brief description of the scales used is as given below:
Supportive Culture

The scale for supportive culture was developed by adapting items from the questionnaire used
by NASSCOM-IIM (A) study (2009) on ‘Crossing the Digital Barriers’. The scale consisted of
five items with one item as reverse coded item. The sample items are: my organization has a
frank and open environment, all employees work with a team spirit in my organization, etc. The
items were rated on a five point rating scale (1= strongly disagree to 5 = strongly agree.

Stress

Stress was measured with four burnout and anxiety related items (eg. | feel emotionally drained
by my job, | feel tense at my job) adapted from the scale developed by Tate, Whatley, &
Clugston (1997). Participants indicated on a six-point scale the degree to which they experienced
each of these symptoms.

Career Advancement

The scale for career advancement was developed for this study consisting of four items. One,
out of four items was reverse coded. The construct validity was established by taking the
views of a group of people. Five point rating scale was used to rate the items (1 = strongly
disagree and 5 = strongly agree). A sample item is “I have got substantial growth in my career
during my stay in this organization.”

Job Satisfaction

Job Satisfaction was assessed through a six item scale developed by Brayfield and Rothe
(1951). Out of the six items, three items were reverse coded. The respondents were asked to
rate the items on a five point scale (1 = strongly disagree to 5 = strongly agree). A sample
item is “I feel fairly well satisfied with my job”.
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Analysis and Result

Multiple regression analysis was conducted to test hypotheses. Using the enter method, a
significant model emerged: F = 7.883, p < 0.001(condition 1 in both tables 3 and 4). Thus,
results offer support for hypotheses H1. Supportive culture is found significantly related to
stress (& = -0.260, p < 0.001) (table 3), thus offering support to H2. Similarly, there is a
significant relationship between supportive culture and career advancement (& = 0.453, p <
0.001) (table 4). Hence, our third hypothesis (H3) is also accepted.

We used regression based mediation analysis (Baron & Kenny, 1986) to test hypothesis 4 and
hypothesis 5. Hypothesis 4 suggests that stress mediates the relationship between supportive
culture and job satisfaction. A significant model emerged (F = 25.784, p<0.001) depicted in
table 3 (condition 3). Stress was found to be significantly related to job satisfaction (& = -0.450,
p<0.001) rendering partial mediation between supportive culture and job satisfaction (& = 0.143,
p = 0.007). Thus, the results partially support H4. In all the cases, age and marital status had
no relationship with job satisfaction. The partially mediated values are shown in table 3.0.

Table 3.0: Partial Mediation between Supportive Culture and Job
Satisfaction (Stress as a mediator)

Baron & Variables Beta F R? P value
Kenny’s (1986) values | Change

conditions

Condition 1 Age 0.077 0.277

Marital Status 0.059 0.105

SC 0.260 7.883 0.075 0.000

Condition 2 Age 0.094 0.182

Marital Status -0.090 0.204

SC -0.260 8.365 0.080 0.000

Condition 3 Age -0.034 0.588

Marital Status 0.018 0.772

ST -0.451 25.784 0.263 0.000

SC 0.143 0.007

Note: Independent Variable: Supportive Culture (SC), Dependent Variable: Job Satisfaction (JS),
Mediating Variable: Stress (ST)

The table 4.0 below shows the partially mediated relationship between supportive culture and
job satisfaction (3 = 0.141, p < 0.05) by career advancement. This implies that results partially
support H5. However, before partial mediation, the relationships between supportive culture and
job satisfaction (3 = 0.260, p < 0.001) and between supportive culture and career advancement
(3 = 0.263, p < 0.001) are significant. None of the control variable is found to be significant to
job satisfaction.
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Table 4.0: Partial Mediation between Supportive Culture and
Job Satisfaction (Career Advancement as a mediator)

Baron & Variables Beta F R? p value
Kenny’s values | Change
(1986)
conditions
Condition 1 Age -0.077 0.277
0.059 0.405
Marital Status 0.260 7.883 0.075 0.000
SC
Condition 2 Age 0.041 0.565
Marital Status 0.045 0.528
SC 0.263 7.853 0.075 0.000
Condition 3 Age -0.095 0.132
Marital Status | 0.039 0.540
CA 0.453 26.100 0.265 0.000
SC 0.141 0.008

Note:Independent Variable: Supportive Culture (SC), Dependent Variable: Job Satisfaction (JS),
Mediating Variable: Career Advancement (CA)

Discussions

The study partially supports our research model which shows stress and career advancement
as mediating variables between supportive culture and job satisfaction. Our findings suggest
several conclusions. Firstly, supportive culture is positively related to job satisfaction. Supportive
culture comprises of interpersonal relationships between employees and the warmth and support
extended by employees to each other (Litwin & Stringer, 1968). All these have profound effect
on the attitude and reactions of employees towards their organizations. If the culture and climate
of the organization are favourable to the employees, they will be happy and satisfied in the
organization and if the same is adverse to them, they may develop negative attitude towards
the organization. Similarly, if the value system of an organization matches with the values of
an individual, he/she feels satisfied and may result in positive work outcomes. Secondly, there
is a strong negative relationship between supportive culture and stress. An organizational culture
where superiors take care of their subordinates and there is mutual trust and support between
employees, is positively accepted by employees and motivates them to develop positive attitude
towards the organization. Employees are more likely to stay in the organizations, if they are
working in a perceived friendly, supportive and strong peer cohesion environment (Hong & Kaur,
2008). Such a supportive work environment is likely to reduce stress levels and provide
satisfaction to employees and when employees are satisfied, they are likely to concentrate on
their performance in the organization, which might result into growth of their careers providing
support to our third finding where supportive culture is positively related to career advancement.

Other significant results that emerge out of the study are partial mediation between supportive
culture and job satisfaction by stress and career advancement. Results clearly indicate the
strong significance of supportive culture in call centres for women employees. There is a
perception that women in call centres feel stressed, as the call centre work is stressful (Mitter,
Fernandez, & Varghese, 2004; Sharma, 2005). But, our results indicate that stressful environment
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of call centres only partially mitigates the strong relationship between supportive culture and
job satisfaction. Similarly, career advancement also only partially mediates the relationship
between supportive culture and job satisfaction which otherwise is considered a strong mediator.
This implies that in a call centre women consider supportive culture more important and seem
to have a more profound impact on job satisfaction.

Conclusion

The study contributes significantly to the literature of call centres by developing theory about
how supportive culture has a strong relationship with job satisfaction and stress and career
advancement only partially mediate their relationship. This clearly indicates that women in call
centres feel that even career growth cannot provide that much job satisfaction to them, as the
supportive culture can give. Similarly, stress caused by other factors cannot shake the relationship
between supportive culture and job satisfaction. This implies that the culture of an organization
which is favourable to its employees plays an important role in determining their satisfaction
and can be utilized in bringing about transformation in the organization. Zairi (1997) very rightly
stated that having good structures and systems only will not help organizations to achieve
effectiveness and efficiency, rather they should focus on their cultural aspects.

Limitations and Scope for Future Research

The entire sample was drawn from Indian call centres located in Delhi and NCR. Therefore, the
findings can be most reliably attributed to employees from ITES sector only. Future researchers
are advised to include a larger, and geographically diverse sample to improve generalizability
(external validity) of our findings.

Next, the conclusions of the study are based solely on self reported data, collected at one
point in time, causing common method variance which can be reduced in future researches by
using a variety of tools.

Finally, in the study supportive culture is taken with reference to the relationship with the boss
or the supervisor and open and frank environment whereas researches have taken supportive
culture as consisting of many dimensions. Future studies might take up supportive culture
including all dimensions and then study the impact of each dimension on job satisfaction.

References
e Alvesson, M. (1991). Organizational symbolism and ideology. Journal of Management Studies, 28(3),
207-225.

e Alvesson, M., & Berg, P. (1992). Corporate culture and organization symbolism. Berlin and New York,
NY: Walter de Gruyter.

e Arnold, T. & Spell, S.C. (2006). The relationship between justice and benefits satisfaction, Journal of
Business and Psychology, 20, 599-620.

e Baron, R.M., & Kenny, D.A. (1986). The moderator-mediator variable distinction in social psychological
research: Conceptual, strategic, and statistical considerations. Journal of Personality and Social
Psychology, 51(6), 1173-1182.

* Bowers, D. (1976). Systems of organization. University of Michigan, MI: Ann Arbor.

* Brayfield, A.H., & Rothe, H.F. (1951). An index of job satisfaction. Journal of Applied Psychology, 35,
307-311.

e Brown, A. (1995). Organizational culture. London: Pitman.

e Chang, S., & Lee, M.S. (2007). A study on the relationship among leadership and organizational
culture, operations of learning organization and employee job satisfaction, Learning Organization,
14, 155-185.

444

_|_



Supporting Culture as Transformational Strategy in Call Centres in India: Examining its impact
on Job Satisfaction with Stress and Career Advancement as Mediators

e Connolly, J. J., & Viswesvaran, C. (2000). The role of affectivity in job satisfaction: A meta-analysis.
Personality and Individual Differences, 29, 265-281.

e Crank, J. (1991). Work stress and job dissatisfaction in the public sector: An examination of public
safety directors. The Social Science Journal, 28(1), 85-100.

e Donaldon, C. (2010). Career progression: Key to retention. In Fanimehin, A.O., & Popoola,

e S. O. (2013). Effects of career progression, work motivation and leadership styles on job satisfaction
of library personnel in the Federal Civil Services of Nigeria. International Journal of Library and
Information Science, 5(5), 147-159.

* Flowers, V. S., & Hughes, C. L. (1978). Value system analysis: Theory and management application.
Dallas, TX: Centre for Values Research.

e Hatch, M. (1993). The dynamics of organizational culture. Academy of Management Review, 18(4),
657-676.

e Hemingway, M. A., & Smith, C.S. (1999). Organizational climate and occupational stressors as predictors
of withdrawal behaviours and injuries in nurses. Journal of Occupational and Organizational
Psychology, 72(3), 285-299.

* Hong, L. C., & Kaur, S. (2008). A relationship between organizational climate, employee personality
and intention to leave. International Review of Business Research Papers, 4(3), 1-10.

* Huo, Y. P, & Randall, D. M. (1991). Exploring sub-cultural differences in Hofstede’s value survey: The
case of the Chinese. Asia Pacific Journal of Management, 8(2), 159-173.

e Jones, A. P, & James, L. R. (1979). Psychological climate: Dimensions and relationships of individual
and aggregated work environment perceptions. Organizational Behaviour and Human Performance,
23, 201-250.

* Kaine, G. (2010). What is career development?. Retreived from

e http//jobs.virginia.gov/edwhat.html in Fanimehin, A.O., & Popoola, S. O. (2013). Effects of career
progression, work motivation and leadership styles on job satisfaction of library personnel in the
Federal Civil Services of Nigeria. International Journal of Library and Information Science, 5(5), 147-
159.

e Kerr, J., & Slocum, J. W. (1987). Managing corporate culture through reward systems. Academy of
Management Executive, 1(2), 99-108.

Kopelman, R. E., Brief, A. P., & Guzzo, R. A. (1990). The role of climate and culture in productivity. In
Schneider, B. (Ed.). Organizational climate and culture (pp. 282-318). San Francisco: Jossey-Bass.

Lazarus, R.S., & Folkman, S. (1984). Stress, appraisal and coping. New York: Springer.
Likert, R. (1961). New patterns of management. New York, NY: McGraw-Hill.
Lingham, L. (2008). Human resources: employee career progression plan, performance

appraisal systems In Fanimehin, A.O., & Popoola, S. O. (2013). Effects of career progression, work
motivation and leadership styles on job satisfaction of library personnel in the Federal Civil Services
of Nigeria. International Journal of Library and Information Science, 5(5), 147-159.

Litwin, G. H., & Stringer, R. A. (1968). Motivation and Organizational Climate. Boston, MA: Harvard
University Press.

Mayo, C. (2008). Job satisfaction: strategies to make work more gratifying. Retrieved from
http//www.mayoclinic.com/health/job-satisfaction/w/00051. In Fanimehin, A.O., &

Popoola, S. O. (2013). Effects of career progression, work motivation and leadership styles on job
satisfaction of library personnel in the Federal Civil Services of Nigeria. International Journal of
Library and Information Science, 5(5), 147-159.

Mckinnon, L.J. (2003). Organizational culture: association with commitment, job satisfaction, propensity
to remain and information sharing in Taiwan, International Journal of Business Studies, 11, 25-44.

Mitter, S., Fernandez. G., and Varghese. S. (2004). On the threshold of informalization: Women call
centre workers in India. In Carr, M. (Ed.), Chains of fortune: Linking women producers and workers
with global markets (pp. 165-183). Common Wealth Secretariat.

445

_|_



Monica Verma

Moran, E. T., & Volkwein, J. F. (1992). The cultural approach to the formation of organizational climate.
Human Relations, 45(1), 19-47.

Mudrack, P. E. (1989). Group cohesiveness and productivity: A closer look. Human Relations. 42(9),
771-785.

NASSCOM-IIMA Study (2009). Study on Crossing the Digital Barrier. Retrieved from NASSCOM
website: http://www.nasscom.in on June 19, 2010.

Parker, D. F., & DeCottis, T. A. (1983). Organizational determinants of job stress. Organizational
Behaviour and Human Performance, 32, 160-177.

Pearlin, L. I. (1989). The sociological study of stress. Journal of Health and Social Behaviour, 30, 241-
256.

Pettigrew, A. M. (1979). On studying organizational cultures. Administrative Science
Quarterly, 24, 570-581.

Prajogo, D.I., & Sohal, A. S. (2001). TQM and innovation: a literature review and research framework,
Technovation, 21, 539-558.

Rad, A. (2006). A study on the relationship between managers and leaders and employee job
satisfaction, Leadership in Health Services, 19, 11-28.

Robbins, S. P, & Judge, T. A. (2007). Organizational Behaviour. 12th edition. New Jersey: Pearson
Education.

Sackmann, S. (1991). Uncovering culture in organizations. Journal of Applied Behavioural Science,
27(3), 295-317.

Schein, E. H. (1985). Organizational culture and leadership: A dynamic view. San Francisco, CA:
Jossey-Bass.

Schein, E. H. (1990). Organizational culture. American Psychology, 45(2), 109-119.
Scholarios, T., & Taylor. P. (2010). Gender, choice and constraint in call centre employment, New
Technology, Work and Employment, 25(2), 101-116.

Sharma, S. (2005). Understanding BPO/call centre industry and HR issues. Retrieved from website:
http://www.bpoindia.org on April 17, 2009.

Sherman, J. D. (1989). Technical supervision and turnover among engineers and technicians:
Influencing factors in the work environment. Group and Organization Studies, 14(4), 411-421.

Shikari, A. (April, 2010). Forget the barriers out there. WILL interview series: An interview with Amita S
Guha, Global Design Team Member, Leadership Development Programs, IBM India Ltd., Human
Capital, 13(11), 28.

Tate, U., Whatley, A., & Clugston, M. (1997). Sources and outcomes of job tension: A three-nation
study. International Journal of Management, 3, 350-358.

Zairi, M. (1997). Business Process Management: a boundaryless approach to modern competitiveness,
Business Process Management Journal, 3, 64-80.

Zeffane, R., & McLoughlin, D. (2006). Cooperation and stress: Exploring the differential impact of job
satisfaction, communication and culture. Management Research News, 29(10), 618-631.

Zheng W, Yang B., & McLean, G. N. (2010). Linking organizational culture, structure, strategy, and
organizational effectiveness: Mediating role of knowledge management, Journal of Business
Research, 63, 763-771.

446



