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Abstract

The objective of this study was to assess the sources of job stress and its impact on call center
employees and the effect of job stress on turnover intentions in ethio telecom call center
employees. The causes of job stress are believed to be many but selected causes were taken and
analyzed namely call monitoring, dialog scripting, time pressure, work overload and job
monotony. The effects of job stress were also assessed based on their impact on turnover
intention. The overall purpose of this study is to assess causes of job stress, to measure levels of
job stress and show the relationships between job stress and turnover intentions in ethio telecom
call center employees. To conduct this paper, descriptive and inferential statistics design of
research was used. The sample size was 317 and respondents were selected by systematic
random sampling technique using strata. 5 level Likert scaled questionnaire and interviews were
used as instruments for data collection. The data was analyzed by using descriptive and
inferential statistics and presented in tables and graphs. The major findings show that call
monitoring, dialog scripting, time pressure, work overload and job monotony are sources of job
stress. Job stress and turnover intention have positive relationships. It was found that there is
high level of job stress and turnover intention in ethio telecom call center.

viii



CHAPTER ONE

INTRODUCTION

1.1 Background of the study

According to tele negarit (2010), Ethiopian Teleooumications Corporation (ETC) which by
now (after transformation) reborn as Ethio Teled&mM) is the oldest public telecommunications
operator in Africa. It is a state owned enterpiasel the sole telecom service provider in the
country. Ethio Telecom was formed in 2011 by Frartekecom called Orange to give
international standard telecom services in Ethioglarrently, Ethio Telecom has a total of
12,320 permanent employees (ERP system as of DeceBili4). The organization has 7
divisions operating end to end. Among these dimsjadCustomer Service is one which consists
of different departments. Of those departments| Gaiter (Front Office) is one which gives

distant after sales support for customers.

Job stress results from a combination of high EwéWworkload demands, and low levels of
autonomy and control over the job. A stress reteingp exists when demand exceed an
individual’s resources. (Khoury (2009) providesadinition of stress based on a review of other
definitions as “a perceived dynamic state involvimgertainty about something important.” The
dynamic state can be related to demands, oppddsimit constraints. Constraints are the forces
that prevent individuals from doing what they desind demands refer to the loss of something
desired, thus impacting on their effectiveness. e\aw, for potential stress to become actual
stress, individuals must feel that outcomes areontapt and uncertain. Stress is highest for those
who perceive that there is doubt about the outcdhmsseek to achieve and when the outcomes
are considered important to them. Several authairg put that stress level is determined by an
individual's perception of the situation rathernfthe situation itself (Khoury, (2009). It is
contended that stressful work conditions are aasettiwith employee tardiness, increased
absenteeism, lower productivity, high labor turmpaad thus a waste of the investment made in

their training and the cost of training new emples/éo replace those who quit. Moreover, more



sick days will be claimed, more depression wilufeand the possibility of hurting ones-self and

others will increase.

Burnout can be seen as a chronic affective respgyrsdrome, a type of stress that develops in
response to stressful working conditions. It doatsdevelop overnight. When people experience
burnout they usually experience a gradual sensesefthat develops over an extended period of
time. With the onset of burnout, an engaged, pasiind energetic relationship with one’s work
progressively turns into disengagement, a lossnefgy, limited commitment and a sense of
ineffectiveness, which, over time, becomes regheaform of reduced accomplishment. Factors
that could lead to burnout in call centers, nanvabyk overload, monitoring and surveillance of
employees, competing management goals, lack of ipgaaeer movement, lack of skill variety,
and emotional labour (Rothmann, (2010). These facttan possibly lead to call center

employees turnover.

According to Bandhanpreet Kaur, Mohindmd Dr. Pankaj (2013 mployee Turnover may be

defined as the change in the workforce during andeftime period. In other words it is a

measure of the extent to which the old employeeweleand new employees enter the
organization in a given period. Turnover can beegatized as voluntary turnover and
involuntary turnover. When employees decides todethe organization their own choice, is
called voluntary turnover, while, when an organatremoves an employee is called
involuntary turnover. Historically, it has been @stigated that involuntary turnover is generally
good for the organizational interest but volunt&ugnover is considered very detrimental for

organization.

Actual Turnover is expected to increase as theniite increases. The measurement of Turnover
Intention can determine the likelihood of the sta#fving the organization. This helps to
determine how one can find opportunities to redheeoverall turnover. Much attention is not
given for the effect of turnover intention on orgaational performance. This includes direct
costs like recruitment and training costs for geving employee as well as the new employee to
be replaced. The indirect costs include the coseofice quality decrement due to losing trained

and experienced man power.



Turnover intention has been a critical issue fonagement for many years and it is a major
problem for organizations till now. Therefore, iasp few years much attention has been given
towards employee’s turnover behavior and the mapuses that lead towards the turnover
intention of employees due to higher turnover ititers. Many organizations have taken it
seriously and started to invest in their employieeterms of orientation, training, maintaining,
developing and retaining them at any cost becausever has great impact on business. In call
centers, customer service representatives (CSBgfaignificant importance for the delivery of
services to the customers. For this purpose, tB&iRs are given specific training and if they
leave the organization, the cost related to turn@av¢he training cost of the employees (CSRs)
as well as the training cost of newly hired empe&s/E€Shahzad, (2011).

The development and use of call centers to handf®ws aspects of customer relationship
management continues to grow rapidly. Call cerpenside both customer service (via inbound
calls) and sales opportunities through telemargeto the public (via outbound calls). Many
firms rely on call centers to address customer eorx about billing issues, new accounts,
problems with a product or service and productrimition. While the call center is increasingly
known as a valuable resource for firms in managujomer relationships, it has also developed
a reputation as a stressful work environment. feuytsiress may be the primary problem behind
such negative organizational outcomes as high w@mand absenteeism in the call center
industry (Tuten, (2002)

Although call centers are appreciated by all kiofi®rganizations worldwide, the call center
industry also faces key challenges from its alagmioluntary turnover rates, which entalil
considerable costs. In addition to the direct castshiring and training new employees,
substantial indirect costs arise from the declinsggvice quality that results from a less
experienced, often decimated, and therefore lessvamed workforce. These far-reaching
consequences make it crucial for the industrynd fivays to ensure employee commitment and
protect employees from emotional exhaustion, whagipear decisive for voluntary turnover

(kraemer and gouthier, (2010).



The impact of job stress on call center agentsiveise. Call Center Agents both physically and
psychologically are getting drained because okstr®rganizations are in a way getting affected
with decrease in productivity and on the other byplyee turnover. To mitigate the stress
organizations, employees and various unions muskt wallectively. The Practice of call center
service in ethio telecom has been started longsyago since exact date is not found (when the
organization’s name was Ethiopian Telecommunicat@orporation). That time, calls were
handled by manual normal telephone calls with mimmmsupervision and few employees. The
service quality was also low (ETC Quarterly Magazi2010).

Today’s organizations main concern is to get profitputting high targets for employees. The
resulting effect on employees’ productivity doesgédt any concern which is a cause for job
stress. The job stress also results in turnoventign which organizations may lose their trained
employees. This research has answered the proldénod stress and the resulting turnover

intention in call center employees of ethio telecom

1.2. Statement of the Problem

Call centers are emerging as central hubs for m&t@access for many companies and rapidly
becoming a key source of customer-specific knowdesigd a source of competitive advantage in
an increasingly customer-centric world. It has baegued that the customer service position is
one of the ten most stressful jobs in today’s eaon(Ruyter, We tzels & Feinberg, (2001)

Many researchers have carried out research ors gtnesturnover intentions and the causes of
stress and turnover intentions but in service itrgidke call centers there is a great need to

study this factor because call centers are theigggector providing employment in many
countries which is an indication towards indusizeion. Unfortunately, the working

environment of call centers has resulted in songatne consequences such as stress, emotional
exhaustion, turnover and low levels of job satigstac Abusive supervision is also a factor

related to negative outcomes such as decreasifhgfBehcy (effectiveness). These relationships
provide a helping hand for employees to build upr@ness and understanding of being treated
wrongly which in turn causes lower self-esteem alpitities (Shahzad & Rehman, 2011).



Currently, ethio telecom has established a callezredepartment to handle customers’ queries
and requests via voice-to-voice interaction sing&l2using modern computerized controlling

mechanism. The employees are mostly new or fremtiugites who start work for the first time.

The working environment is most of the time noaaged according to the ergonometric
principle. There are many unsafe conditions whiakethe call center employees stressed.
Among these, the monitoring mechanism which isaige system which means every
conversation is recorded for evaluation and thevement is limited. The job itself is
monotonous and is repetitive which doesn’t reqairg skill that results in a question of why
they have graduated since they don’t use theirétieal and practical knowledge. The career
path is not clear as how many years must an employek there and there is little chance of
promotion. The job itself has created health pnobden employees’ ear, throat, headache, eye
and spinal cord pain as a result of long hours@kwThe shift schedule has also created social
problems which also forced advisors to work at highe employees’ conversation is predefined
and scripted and any conversation beyond the sdgptls to punishment. The employees’ daily
performance is measured using a key performancesitad (KPI) like their working time and
productivity in general. Any deviations from the KBrget leads to punishment. These

conditions cause an employee to develop job stnreddeads to turnover intension.

Since call center service is new in Ethiopia, theeeno researches conducted in call center
employees job stress conditions and turnover iden€Call center plays a vital role in getting
customers and knowing any gaps observed betwearuttemer and the organization but the
service is not expanded in Ethiopia. There is ndysbn call center employees’ job stress in
Ethiopian context since the man power is diffesgith the rest of the world by its way of life,
culture and work habits.

This study, therefore, focuses on the call centgrleyees’ job stress conditions. Since job stress
is believed to be the main factor for employee pobidity decrement, this research paper was
intended to identify the sources of job stresstanstudy whether those sources of job stress

results in turnover intention or not.

Consequently, this research paper has answerddlihing research questions.



» What are the major sources of job stress in edlecom call center?
» What are the levels of job stress in ethio telecathcenter?

» What are the levels of turnover intention in ett@lecom call center?
» What is the relationship between job stress ambter intention?

1.3 Obijectives

1.3.1. General objective

The general objective of this study was to ass#ssiress and its effects on turnover intention
among ethio telecom call center employees.

1.3.2. Specific objective

The researcher has addressed the following spedijectives.

» To assess the levels of job stress and turnovention among call center employees.

» To identify the sources of job stress experiengedthio telecom call center employees.

> To determine the relationship between job stredstamm over intention of ethio telecom
call center employees.

1.4. Significance of the study

The significance of the study will be to expand bloely of knowledge in the practices of call center
services by assessing current organizational jgeaoficall center in ethio telecom. This researiéh w
help top managers of call center to take decisimutthe current problems of job stress and turnove
intentions. Moreover the study will help the compémtake corrective measures based on the refsult o
this research and especially for ethio teleconmnidenstand how job stress in call center decreabes |
satisfaction, employee morale and motivation whidlhresult in turnover which may have high costs
related to turnover and it will also help to pravidr researchers, academicians and studentslestlata

if it will be published.

1.5. Scope

This research concentrates on ethio telecom cateceavith inbound calls which has two

categories, that is 994 and 980. 994 is used foy@es of customers where as 980 is used for



customers categorized as high class based on themamf revenue generated for ethio telecom
and sensitivity of the organizations for the coynifthe company also has outbound call but for

simplicity and due to very large population, inbdwalls only were selected.

Geographically this paper is delimited in Addis Abadecause the call center is centralized and
found in Addis Ababa only.

Even though there are many causes of job stresaslinenter, this research was mainly
concentrated on call monitoring, monotony, dialogping, work overload and time pressure
variables due to time, resource and knowledge cainss.

1.6. Limitation of the study

Though large sample size is essential for in-daeptterstanding of job stress and turnover
intension the sample taken may not be accurateseptative compared with the target
population due to time and financial limitation. Wever; the study tried to enhance the quality
of the research by conducting in-depth inexw with relevant stockholders and
determining the result of the survey witlcaw®edary data sources. Job stress is mostly
psychological impact so that it is difficult to neeme numerically and tangibly. The endogenous
factors are only explained to a certain degreefsealues in regression table). This calls for an
extension of the analysis regarding other influegdactors of job stress. Since there are many

sources of job stress; it is difficult to give coste conclusion about the subject matter.

1.7 Definition

Job Stress is stress involving work. According to the curtr®orld Health Organization's
(WHO) definition, occupational or work-related sis€'is the response people may have when
presented with work demands and pressures thabaraeatched to their knowledge and abilities
and which challenge their ability to cope. In tsisdy call monitoring, dialog scripting, time
pressure, work overload and monotony are studieshtesedents of job stress, and these

variables are conceptualized below.



Call Monitoring: Call Monitoring (also known as call logging) is theactice of listening to,
recording and assessing interactions between @atéc agents and callers. This practice is
generally used for staff training and developmeuastomer quality control and liability

protection.

Call monitoring provides a mechanism for qualityicol, if it is used in a constructive manner,
for skill development purpose. However, frequettit manitoring can signal to employees that
management does not trust them to do their job. el employees often complain that the

lack of privacy and constant exposure to managewoigsgrvation increases stress at work.

Work Overload: According to Rizzo (1970), work overload is defireslincompatibility
between the work requirements and the amount & &nd resources available to comply with

these requirements.

Here it refers to call center employees who aremivigh targets in terms of calls, which they
need to fulfill in a given amount of time, and soaféhe common aspects of work overload for
them are high levels of customer contact, not bahlg to take a break between calls, receiving
calls on a continuous basis and pressure to redray@up time and in this study work overload

is considered as of the independent variableslo$jess.

Monotony: According to the Oxford American Dictionary, 200@dnotonous” means “tedious,
and repetitious; lacking in variety and interestiaccording to Collins Concise Dictionary,
1989 “ monotonous” mean “Tedious, especially beeaisepetition”. Thus it implies that a

work which consists of tasks performed again arairag

Call center employees encounter the problem of rtamydbecause of the highly repetitive

nature of their job.

Time Pressure:Also known as Average Handling Time (AHT), time gsere is a call center
metric for the average duration of one transactigpically measured from the customer's
initiation of the call and including any hold tintalk time and related tasks that follow the

transaction. AHT is a prime factor when decidinty center staffing levels.

Call centers does have a continuous emphasis amining call duration and time between

calls (collate time) so as to minimize the cosbagded with it, however, a strong emphasis on

8



performance targets is unrelated to customer nebi$h may lead to increased conflict between
the demands of meeting performance targets argfysag customers. Thus time pressure is

considered as one of the independent variablasbadtyess.

Dialog Scripting: Dialog scripting is an action of defining the wowttsd way to speak to the
customers. Call center employees are requireditmnf@ scripted dialog strictly and they are not
allowed to speak to the customer/client using tbein style while interacting with the

customers and these scripts are often displayedesncomputer screens (this doesn’t exist in
ethio telecom call center). This may be in the fafma greeting message which needs to be
repeated verbatim before interacting with eacharust, as well as an array of alternative scripts
to be followed as per the response of the custdraBarmulating customer’s question). It may

be in the form of opening greeting, interest evgkguestion, & may include purpose of call or
request for permission to continue, introduce affentify and answer objections,

order/appointment confirmation, thank you and gbygd-

Turn Over: The term “turnover” is defined by Price (1977) the ratio of the number of the
organizational members who have left during théogdbeing considered divided by the average

number of people in that organization during thequk

Turnover can be categorized as Voluntary turnowdriavoluntary turnover. When employees
decide to leave the organization by their own abgicis called voluntary turnover while when
an organization removes an employee is called untaly turnover (Price & Mueller 1981).
Wherever in this study we mention the term turnpiteshall be considered as voluntary
turnover. Even though the definition of turnoveb@th joining and leaving the employer, for

this particular study turnover means leaving theleyer.

Turnover Intention: Tett and Meyer (1993) defined turnover intentiaasconscious willfulness

to seek for other alternatives from other orgamnbrest

In human resources context, turnover or staff tuenor labour turnover is the rate at which an
employer loses and gains employees. Simple wagisdoribe it are "how long employees tend
to stay" or "the rate of traffic through the reMaly door". Turnover is measured for individual
companies and for their industry as a whole. [éamployer is said to have a high turnover

relative to its competitors, it means that empleyekthat company have a shorter average
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tenure than those of other companies in the sacesiry. High turnover may be harmful to a
company's productivity if skilled workers are ofteaving and the worker population contains a

high percentage of novice workers (Wikipedia, tleefencyclopedia).

Here in this study we are using turnover intentiather than actual turnover as a dependent
variable because, employees typically make consalegision of quitting their job well in
advance and it is more practical to enquire fronplegees their intention to quit when they are
in job rather than actually tracking them down aingitudinal study to see if they have left

their organization or not.

Organization: are groups of people who work interdependentiyatal some purposd&/icShane
and Glinow: 2007). In this paper when the researcher refers organiz#tdoes mean ethio

telecom.

Call Center: According to Oxford dictionary, it is an office which large numbers of telephone
calls are handled in the form of inbound and outiobealls, especially one providing the

customer services functions of a large organization

Burnout stress: is a psychological term that refers to long-teshaaistion and diminished
interest in work. Burnout can be seen as a chraffiective response syndrome, a type of stress
that develops in response to stressful working itmms. It does not develop overnight. When
people experience burnout they usually experiergra@dual sense of loss that develops over an
extended period of time (Rothmann, 2010).

1.8. Organization of the paper

This paper was organized into five chapters: Chapte contains the introduction part dealing
with back ground of the study, the research probljective of the study, delimitation (scope)
of the study, significance of the study and defamitof terms. The second chapter has discussed
the literature review about the subject mattecHapter three the research methodologies has
been presented. In chapter four presented resudtgiacussion of the study and finally, chapter

five presented the major findings, conclusions @admmendations.
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CHAPTER TWO

LITERATURE REVIEW

2.1 The Historical Development of Call Center
The Oxford English Dictionary defines the term lca@ntre’ as follows:

Call centre is an office staffed and equipped todialarge numbers of telephone calls, using
computer technology to assist in the managemeclts, supply of information, etc. especially
such an office providing the centralized custonmtact and customer service functions of a

large organization.

According to a UK magazine called helper, call eemtas we know them today originate from
the Automatic Call Distributor developed in 1973W$ firm Rockwell (the Rockwell Galaxy)

to allow Continental Airlines to run a telephonekimg system. As it turns out, this was all
good marketing baloney. Rockwell did indeed depéleir ACD (Automatic Call Distributor)

in 1973 and it was installed that year. But itaely was not the first. Rockwell’s claim to the
first ACD installation may be inaccurate, but tivegre certainly amongst the first and most
successful manufacturers. The basic features ahtidern call centre can be recognized almost
ten years before this, in the mid-1960s. PrivateoAated Business Exchanges (PABX) began
to be used to handle large numbers of customeactmt

The invention of ACD technology made the concep oéll centre possible. That computer
technology is the Automatic Call Distributor, amsl development is closely linked to that of the
call centre. ACD systems allow calls to be filtesetl assigned to the best possible agents
available at the time. An algorithm determines Whagent receives which call. The invention of
ACD technology made the concept of a call centssiide. Essentially it replaced the human
operator with a far more flexible automated systaypable of handling much greater numbers of

calls.

The first ACD systems would probably have emergeithé 1950s to handle central operator

enquiries at the main telephone companies as shote following picture.
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Fig.2.1. Earliest example of call centre in UK atningham Press and Mail.

In May 1972, théNew Scientist magazine reported that Barclaycard had installeiEssey
PABX at its Northampton processing centre. Thisuded an ACD to allow up to 72 enquiries
to be dealt in cyclic order. The agents on thisesyiswere able to check the credit card records of

Barclaycard’s 1.6 million customers via a microgateference system.

In the 1990s the call centre industry continuedrtaw, spurred on by the rise of the internet.
From 1995 onwards internet-based ‘dot com’ commaaitracted vast amounts of investment

from venture capitalists excited by the potentialriipid growth offered by the online economy.

The early 2000s saw a trend for large companiésitsfer customer service departments
overseas. Cheaper labour costs and in some casessdbdls in the workforce made offshore
call centers attractive to businesses seekingttoasis. Locations in India, the Philippines and
South Africa aggressively marketed themselves faoife call centre destinations. India was
particularly popular, as a large number of gradsiaisilable for call centre work made for

cheaper and technically able agents for techniggbart phone lines.

The call centre has now been an invaluable busfaeggy for three decades. With the recent

rise of social media and technology that may albaW centers to become virtual networks.
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2.2 Definition of Job Stress

The word stress comes from the Anglo-Saxon wortthaas first applied in physics for
designating the mechanical force (Newhouse, 2q0@@ven and Potocan, (2005) define stress
simply as “an interaction of the individual to lisher environment”. They also define this term
in detail as: “adopted response of a person aieztien of their diversity and/or psychological
processes to activities, states, or events inrtkiz@ment creating exaggerated psychological
and physical needs”.

The word “stress” is one of the most frequentlydus®rds today. We live in a world developing
fast, requiring constant adaptation. Technologshesnging, so are social habits, values, social
structures, and people. Everybody has to copetiwitbe changes, not only individuals, but the
organizations and governments as well (Petting®2P The pace of life is getting quicker, too.
What was new yesterday is already old today. Adfqieople are aware of positive values of
those changes, but very few would think of the tiggaonsequences that may ensue.
According to some estimation, humankind loosesrhdllon workdays every year due to the
aftermath of stress. What matters more, 50 to 7&epé of today’s diseases are related to stress.
The European Agency for Health and Safety at Wtates that stress within organization is the

second most frequent trouble and affects as ma@g aercent of employees (Pettinger, 2002).

Job stress results from a combination of high eweéworkload demands, and low levels of
autonomy and control over the job. A stress rehedgp exists when demand exceed an
individual’s resources. (Khoury (2009) providesedinition of stress based on a review of other
definitions as “a perceived dynamic state involvimgertainty about something important.” The
dynamic state can be related to demands, oppddsimit constraints. Constraints are the forces
that prevent individuals from doing what they desind demands refer to the loss of something
desired, thus impacting on their effectiveness. elmwv, for potential stress to become actual
stress, individuals must feel that outcomes areontapt and uncertain. Stress is highest for those
who perceive that there is doubt about the outcdhmsseek to achieve and when the outcomes
are considered important to them. Several authairg put that stress level is determined by an
individual's perception of the situation rathernftae situation itself (Khoury, 2009). It is

contended that stressful work conditions are aasetiwith employee tardiness, increased
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absenteeism, lower productivity, high labor turmpwaad thus a waste of the investment made in
their training and the cost of training new emples/éo replace those who quit. Moreover, more
sick days will be claimed, more depression wiluteand the possibility of hurting ones-self and

others will increase.

2.3 Causes of Job Stress

2.3.1 Call monitoring

Call monitoring is continuous ongoing process ith@anters, while talking to various employees
during the survey we found, organizations think @ a tool of quality control, they believe
unless they adopt such techniques they will naitide to improve the quality of calls and ensure
satisfaction of customers/clients. Advocates of ranitoring say, it enables the organization to
monitor and improve employee performance, redusésand ensure customer satisfaction
(Chalykoff & Kochan, 1989), while at the same tieraployees regard it as an exploitation and
distrust. Employees believe that their organizatidon’t trust them, such practices lead to loss
of privacy and employees believe their organizaiaant to keep track of all what and how they
do at their work place so as to eliminate any lahcest given to them during the work.
Monitoring is also considered to intensify emplog/egorkload and increase the level of work
demands. The threat of monitoring and the highlledemand are thought to impact employee
well-being negatively. The primary disadvantagemiployee monitoring is that it tends to
increase stress levels. When employees are awnarth#y're being watched or listened to, they
might become more conscious of their behavior. Byg®s might also feel pressured to behave

in certain ways or perform according to a particslaervisor's standards.

In call centers, performance monitoring occurstigiothe continuous electronic monitoring of
guantitative performance indicators such as leogttall, number of calls, and amount of time
logged on and off the system. In addition, a cafil be listened to or recorded remotely (with or
without the employees knowledge) in order to asgespiality. Performance monitoring is thus

a highly prominent and pervasive feature of eveyyda in call centers.

It is evident from the various research findingst ttall monitoring creates stress among

employees.
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In this regard a study was carried out by Holmaf2@02) the participants of the study were 347
customer service agents from two U.K. call centéhss study was conducted to investigate the
relationship between performance monitoring and-tveihg and mediating effect was measured
by emotional labour. Regression analyses reveaddnmance monitoring had a strong

negative association with well-being.

Study conducted by Christine A. Sprig and Pauld®sdn (2006) A sample of 823 call handlers
from 36 call centers was taken Findings confirntet employees who experience greater dialog

scripting and more intensive performance monitoshgw higher level of stress.

Study conducted by Smith, (1992) examines crijaaldesign elements that could influence
worker stress responses in an electronic monitaramgext. A questionnaire survey of
employees in telecommunications companies reprasenpf each region in the United States
examined job stress in directory assistance, serejpresentative and clerical jobs with specific
emphasis on the influence of electronic monitorifge results of this survey indicated that
employees who had their performance monitored releictally perceived their working
conditions as more stressful, and reported highal$ of job boredom, psychological tension,
anxiety, depression, anger, health complaints atigue. It is postulated that these effects may

be related to changes in job design due to electpmrformance monitoring.

Ditecco (1992), Attempted to identify the major sms of work-related stress among telephone
operators, with special emphasis on computer mongand telephone surveillance. A cross-
sectional random sample of over 300 telephone tgrsrparticipated in a survey designed to
measure perceived stress, management practicesfjsjmd stressors, and monitoring
preferences. About 55% of operators reported #laphone monitoring contributed to their
feelings of job stress. If given the opportunit$%4 of operators stated they would prefer not to

be monitored by telephone at all, while 23% staitey would prefer some monitoring.

Gozde & Keser conducted a study in 2006; the staflgcts the employer & employee
perspective by measuring the effect of electroranitoring on call productivity of these
employees. Lack of electronic monitoring causeg@@&ehse in the number of outgoing calls and
increased the duration of calls. These findingartyeshow that call center employees attempted

to decrease their high workload by increasing tinaiibn of call and decreasing the number of
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outgoing calls. There is no doubt that employergelfiefrom the electronic monitoring by
increasing the call productivity of call center atg while this monitoring causes job burnout

among these employees.

2.3.2 Dialog scripting

Scripts are representations of what is to be saidre for word. Call center employees need to
speak to the customers in scripted language ared tomost of the call centers representatives
are required to use scripts verbatim. While calangall centre, one can’t help feeling like
talking to a pre-programmed robot, such kind otexysbrings uniformity but to employees it is

stressful as reveled by some research studies below

Study conducted by Christine and Paul (2006) A sammp823 call handlers from 36 call centers
was taken. Findings confirmed that employees wipgegnce greater dialog scripting and more
intensive performance monitoring show higher lefedtress.

Study conducted by David and Sue (2000) from tditferent call centers of U.K. reveals
Customer Service Representatives (CSRs) were ymegsure to finish a call within a specified
time, they were also required to follow a scriphjet limits their ability to vary the way in
which they could talk to customers and these saonatmake a call center job stressful and
CSR'’s dissatisfied with their job.

UNITES India (2012) conducted a study to highlitite issue of insecurity and stress call center
workers of India face. Survey was conducted ond@BHcentre employees working in

Bangalore. The results reveal the dialog scripigngositively correlated with job stress. The
feeling of being controlled through scripts in therkplace explains 47% of the variance in work
life balance. The experience of being controllediglt scripts leaves employees exhausted and
tired and they are unable to regenerate themsbivesgaging in recreational and other cultural

activities at home.

2.3.3 Time Pressure

Call center jobs are characterized by high degfeemputerization and standardization of
work. Because of these features, this type of wstally depicted as an unskilled work with
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high time pressure and de-humanization of work §ellis2002). Ensuring a low response time;
continually improving the quantity and quality afstumer services; reduction of cost, are key
strategic objectives of call centers, but detrimaktd the physical and psychological health of the
employees working in call centers. There are ewadsrirom the research that high time pressure

is a source of stress for call center employees.

Study conducted by Meera (2011) on various Callt€rsr(CC) of Dehradun found irregular
sleeping / working hours, time pressure, highwallime and low job security as the main
stressors found among CC employees and resporuidge that their 50-75% productivity
decreases due to these stressors.

Study conducted by David and Sue (2000) reveals€8&e under pressure to finish a call
within a specified time. They were also requiredaltow a script, which limits their ability to
vary the way in which they could talk to customansl these situations make the call center job
stressful and CSRs dissatisfied with their job.

2.3.4 Work Overload

Call centers in general have a reputation of egperng high call volumes, which often turn out
to be higher than what the CSR’s can manage anecexphich creates stress among them. This

aspect of job stress experienced by call centet@mes is studied by some researchers.

Study conducted by Meera (2011) on various caltezsrof Dehradun found irregular sleeping /
working hours, time pressure and high call voluméh@ main stressors found among CCs
employees and respondents believe that their 50pt8#ctivity decreases due to these

stressors.

Christine (2007) conducted a study of 936 employems 22 call centers to examine the
relationship between workload and job stress, thikaas found that the work overload causes

the lower and upper back muscular disorder whidiuin leads to job stress.

A study conducted by L. A. Witt, 2003 the authaxarined the relationship of the interaction
between emotional exhaustion and conscientiousmiéis®bjectively-measured call volume

performance and subjectively-measured service tyualings among 92 call center customer
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service representatives (CSRs) of a financial sesvinstitution. Results supported the
interactive effects on call volume but not sengerlity. Specifically, the relationship between
emotional exhaustion and call volume was strongergy high- than low-conscientiousness
CSRs. Among CSRs reporting low levels of emotianddaustion, those high in
conscientiousness achieved higher call volumestti@se low in conscientiousness. In contrast,
among CSRs reporting high levels of emotional extian, those high in conscientiousness

achieved lower call volumes than those low in carg®usness.

2.3.5 Monotonous work

With an increasing trend toward the applicatiocaiputer control, more jobs are becoming
automated, there is concern that this trend resulisnet increase in the number of fragmented
and routine jobs; the repetitiousness of job ceesteess among employees and is becoming
important consideration in job design and personmaiagement.

Study conducted by Holman, 2003, reveals that eyeglovell-being in call centers is associated
with effective job design. Employee development barachieved by supportive human resource
practices not by performance monitoring. Lack sktaariety is found to be one of the job

design factors which can improve the well-beinghaf employees.

UNITES India (2012) conducted a study to highlitite issue of insecurity and stress call center
workers of India. Survey was conducted on 154 @aitre employees working in Bangalore.
The results reveal the call center employees regdd have high task monotony which led to

their feeling of job stress.

2.4 Definitions and Concepts of Turnover Intension

2.4.1 Definitions

According to Bandhanpreet, Mohindru and Dr. Parikajployee Turnover may be defined as
the change in the workforce during a definite tipeeiod. In other words it is a measure of the
extent to which the old employees leave and newl@yaps enter the organization in a given
period. Turnover can be categorized as voluntanotter and involuntary turnover. When

employees decides to leave the organization by tivei choice, is called voluntary turnover,
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while, when an organization removes an employealled involuntary turnover. Historically, it
has been investigated that involuntary turnoveeiserally good for the organizational interest

but voluntary turnover is considered very detrinaéfdr organization.

On the other side, turnover intention may be defiag the intention of employees to quit the
organization. Intentions are a statement aboueeifsp behavior of interest .Turnover intent is
the probability that an individual will change luisher job within a certain time period and thus
it leads to actual turnover. It is the individuahsention to voluntary quit the organization oeth

profession. Turnover intention has been acknowlddgethe best predictor of actual turnover.

Actual Turnover is expected to increase as theiite increases. The measurement of Turnover
Intention can determine the likelihood of the sta#fving the organization. This helps to

determine how one can find opportunities to redheeoverall turnover.

According to the definition of Sulaiman (2011), Maver intention is a conscious and deliberate
willingness to leave an organization. In spitetefdbvious impact on organizational survival, it
has not received as much attention as other betahaiotcomes at work. It however remains an
important component of measuring employee’s deidicaiven the potent and immediate
impact that intentions have in work place behavide effects of turnover intention can be
negative or positive on the organization and irdiral employee. On the basis of the above, a
greater understanding of the process of intentiayuit can increase the degree to which

organizations and employee within organizationiofloence its effects.

Turnover at work place has received attention bgynwasearchers. Mangers and researchers
consider turnover a problem because of costs agsdawith it and considers turnover
inevitable. The cost to an organization of replgarsingle call centre agent is about $15,000 in
Australia (Teodora, (2009)) and R110, 000 in Sd\ftica. Similarly West (2007) found that the
impact of turnover on a business can be quiteyost number of different ways. “Replacing a
long tenured manager is quite visible; howeverla@pg a manager, particularly a marginally
effective one, has positive effects outweighingabst. Consider increased working hours is a

cause of work stress and turnover intentions (§&ddazia, 2008).
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2.4.2 Conceptual Framework of Turnover Intentions

There are various determinants for voluntary tuem@uch as Job Satisfaction, Job Stress
(Psychological), Quality of work Life (Economic)@dAge, Tenure, Marital Status
(Demographic) etc. It can also be concluded froena¥ailable literature that there are
significant correlations between turnover intentaod demographic variables such as age,
gualification designation and it was found that,atgsignation and experience are negatively

significantly correlated with turnover intentiorBandhanpreet, Mohindru and Dr. Pankaj).

According to Mohammed (2012) in their study revdaggnificant associations between
turnover intention and demographic variables ofdgenage, marital status, dependent children,

education level, nursing tenure, organizationalitenpositional tenure, and payment per month.

Organizatio

nal Justice Turnover

Intensions

Job
Satisfactio

Quality of
Work Life

Fig. 2.2 Antecedents of turnovmtension.
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The above four factors have significant influenogwnover intensions. The main Aim of this

research is on Job stress and Turnover intendiebsts high light their definitions as below:
Quality of Work Life

Quality of work life (QWL) constitutes a major paftany employee’s life. As most the time of
an employee’s life is spent on their jobs so itriportant to have better quality of work life.
Quiality of work life means the favorableness oravofableness of the work environment of the
people. It refers to the quality of relationshipgviaeen employees and the total working
environment (Bandhanpreet, Mohindru and Dr. Par#@i3).

Organizational Justice

Organizational justice is the study of the fairniesan organization and how the people perceive
it. It is the perception of fairness accordingrtdividuals. “At its most general level,
organizational justice is an area of psychologitquiry that focuses on perceptions of fairness
in the workplace. It is the psychology of justigghed to organizational settings. It becomes
imperative for the organizations to have commitiad loyal employees, thus the organization
needs to be fair in its system regarding distrimujustice, procedural justice, and interactional
justice (Bandhanpreet (2013).

Job Satisfaction

Job satisfaction is the end feeling of a persoer gferforming a task. To the extent that a
person’s job fulfils his dominant needs and is tstest with his expectations and values, the job
will be satisfying. The level of job satisfactioeesns to have some relation with various aspects
of work behaviors such as accidents, absenteeismgver and productivity. Most of the studies
showed that low absentee employees were moreisdtigith their jobs. Less satisfied
employees are more likely to quit their jobs thaorersatisfied employees (Bandhanpreet,
2013).

Job stress

According to Bandhanpreet (2013), stress is stateemtal or emotional strain or tension

resulting from adverse or demanding circumstang#sss is synonymous with negative
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conditions. A job stress individual is likely toveagreater job dissatisfaction, increased
absenteeism, and increased frequency of drinkidgsaroking, increase in negative
psychological symptoms and reduced aspirationsalicgsteem. The use of role concepts
suggests that occupational stress is associatedmditvidual, interpersonal and structural
variables. Stress on the job is costly for emplsyesflected in lower productivity, reduced
motivation, job skills, turnover and increased deaits. It adds to the health costs and so is a
significant cause of economic loss for both indiidtand the organization. It has been

evidenced that employees who experience more jebsshave more intention to quit.

Among the above dimensions of turnover intensitmsresearcher takes job stress only.

2.5 The Relationship of Job Stress and Turnover Imntions

In this study on the basis of some research firgljo stress considered to be one of the

antecedents of turnover intention.

A study conducted by Khurram, Umer, Ikramullah, Asamd Muhammad (2011), examined the
relationship of the work life policies and job ssdo the turnover intentions of customer service
representatives (CSRs) in Pakistan. Data was tetldoom 118 CSRs working in call centers to
test the relationship among variables. Results@study showed negative relationship of

turnover intention with work life policies and ptige relationship with job stress.

Study conducted by Sarooj & Nazia (2008), examihedantecedents of turnover intentions
among marketing executives in Pakistan. In thidystelationship between stress and work life
conflict with turnover intentions was examined. Thesearch data was collected from 248
marketing executives working in different organiaas across Pakistan. The results suggest that

work life conflict and stress have a significansipioe relationship with turnover intentions.

Study conducted by Chen, Mei-Fang (2011) investdjdhe mediating role of job stress in
predicting turnover intention. A survey of 255 epydes from Taiwanese banks was executed
and the results reveal that employees with higiezl§ of job stress are more likely to think

about leaving.
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In another study, conducted by Gupta, Nina, Beefie&y(1979) the relationship between four
job stressors (role ambiguity, role overload, untgzation of skills, and resource inadequacy)
and two employee withdrawal behaviors (absenteaisdnturnover) was investigated. Data was
gathered from 651 employees from five organizatibnsugh personal interviews and company
records. Analysis indicated that job stressorscardributing in a significant manner towards the
employee withdrawal behaviors. Confidence in thergjth of the findings is enhanced by the

use of multiple data sources and multiple datatgoin

Call centers working environment and the way tr@semanaged has resulted in high level of
stress which in turn resulted in absenteeism amobuer. Work stress has become a major cause
of voluntary turnover in the organizations leadiodoss of employees. There are many
researchers who found that the greater the amdwtitass, the higher will be the turnover

intention of employees (Younis, 2013).

There appears to be an indirect but negative oglshiip between stress and turnover and/or
absenteeism. In this case, stress affects an esgfoyoluntary choice to leave employment
through its influence of job satisfaction. Streaases half of all absenteeism and one-fourth of
all voluntary turnovers. This phenomenon was madan a study of food service workers
conducted by Babin and Boles (1998). Though, th&y f@und a strong gender effect between
stress and negative job outcomes. Increased stnemsg physicians resulted in several forms of
withdrawal. The physicians reported higher turnaagentions and an increased likelihood to
reduce work hours or withdraw from direct patieatec Thus, it appears that stress first
manifests itself as an increase in job dissatigfactvhich may lead to an increase in quitting

intent (or an increase in absenteeism) Tracy, Rréab02).
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In this study the following diagram shows the clielra of relationships and Variables Identified

so far. This is the main conceptual framework thatresearcher is going to conduct.

Call
Monitoring

Dialog
Scripting

Job Stress Turnover

Time Intensions

Pressure

Work
Over load

Monoton
ous Work

Source: Own Justifications.

Fig 2.3 Relationships among Job stress variabteefdendent variables), Job stress (dependent

variable) and Turnover Intension (dependent vagabl
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CHAPTER THREE

RESEARCH METHODOLOGY

3.1 Research Design

The research design which has been employed istilnity was descriptive and inferential
statistics. We use inferential statistics to tryrti@r from the sample data what the population
might think. Or, we use inferential statistics tak®a judgments of the probability that an
observed difference between groups is a dependakler one that might have happened by
chance in this study. Both quantitative and qaalie research approaches have been used
because it describes or portrays a reality reggr@ustomer Service Representative (CSR) job
stress with turnover intention dimensions and erasiihe relationship that exists between the
two. The study involves survey of different docunsdike books and journals in ethio telecom
library, St. Mary's university library, differendyrnals obtained from different websites. Primary
data has been collected using questionnaire (eloded) and interview with different
supervisors and managers in ethio telecom calbcenhe researcher has employed 5- point

Likert scale method.

3.2 Source of Data

In order to address the problem of job stress ambver intention, the researcher has used both

primary and secondary data sources.

The secondary data has been collected from EtHec®m data bases, from unpublished
materials of Ethio Telecom, books, journals, thesid web sites/internet and other available

sources which is used to give evidence and supiperfindings in analysis part.

With regard to primary data, the data collectiomtiygh questionnaire has been obtained by
distributing questionnaire to the call center &tafthe selected target population was asked the
same set of standardized questions which are lbgredated to the problem under study and
interview has been conducted with supervisors aadagers. This is the main data source to

analyze the objectives and research questionséherach at a conclusion.
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The questionnaire was used in order to obtain étaildd information concerning the major

sources of job stress and to measure the levebadtyess which may result in turnover intention.

3.3 Sampling Technique

The population of this study is contact centerisaatmployees of Ethio Telecom in Addis
Ababa. Given all Customer Service Representatstadf¢) of Ethio Telecom as population of
this study, a probability sampling called stratifeampling method was used by dividing the
population into two subgroups (strata) based onyibe of service they provide. They are First
level or residential (994) and enterprise (980) CHfen representatives have been selected
from each stratum using a systematic random sampliine total population in Ethio Telecom
call center is 1520 (1450 are from 994 and 70 ram@ ©80). The sample to be taken is 317 as

calculated from the below formula.

1520/317 = 5 so, every"®mployee has been selected to fill the questioen@he employees'’
seat is labeled and identified by seat number abitls easy to select according to this
procedure.

Systematic random sampling is selected to getirelieesult and to make the sample
representative of the target population. For shisly since the current population of contact

center employees at Ethio Telecom are 1520, thelsanill be calculated as follows.

N = n
14+ (n)e2

Sample size (n) =1520/1+1520%(0.02)= 317 where n = total population, N= sample sizeé a

e2 is sampling error.

In research, sampling error is between 0.01 ansl G0r this study, the researcher selected 0.05

that is mostly expressed in percentage point iss&fbpling error and 95% confidence interval.

To get the sample size in first level & enterpssetions, we divide the population in first level
(994) by the total population in call center anerttmultiply the result with total sample

calculated as above. We do the same for enterpeitéon CSRs too.

26



Strata by Number of | Sample Number in
service type employee | multiplier sample
First level CSR| 1450 0.953947 302
Enterprise CSR 70 0.046053 15

Total 1520 1.00 317

Table 3.1 sampling technique

Concerning the interview, interview questions hagen prepared and supervisors in the section
were interviewed including the managers. Ther&arenagers and 11 supervisors; as a result to
extract valuable information the researcher ineamad all supervisors and the two section

managers as well.

3.4 Design of the Questionnaire

The Questionnaire was prepared by English langaabesince the respondents are diploma and
above who can understand English. The questionhaseéwo parts. The first part explains about

demographic variables like gender, age, educatdreaperience of respondents.

The second parts of the questions are the mairop#re questionnaire which consists of 25
statements each aimed at the respondents’ optitairuag to the subject matter under study.
The first 10 Likert scale questions are about semiaf job stress. These questions are adopted
from (Yonuis, (2013) but reshuffled with the sameaming and rephrased to be understandable.
The second Likert scale questions are 9. It is tlewel of job stress and is also adopted from
(Virginia, Kingsley andDr Judy, 2007) and updated according to the subjatter under study.
The remaining final Likert scale questions aboutdwer intention are adopted from

organizational behavior book (Stephen & marf{ edition, 2008).

3.5 Analysis of Data

In meeting the objectives stated in chapter oneany data has been collected from
guestionnaire and there was interview with managedssupervisors. Then it was analyzed
using SPSS V.20.0. To get desirable output, theareber used Pearson correlation to identify

the relationships between job stress and turnexeniion and linear multiple regression has
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been also used to identify whether the selectegifalmes namely Job monotony, time pressure,
dialog scripting, work overload and call monitoriaige causes of job stress or not. Simple linear
regression was also used to show the effect o$ti@ss on turnover intention. Microsoft office
excel 2007 particularly descriptive statistics Ifkequency, percentage, mean and standard

deviation were used which clearly show the suljeatter under study.

3.6 Reliability and Validity Test

Any research based on measurement must be conacgithettie accuracy or dependability or, as
we usually call it, reliability of measurement (@hach, 1951). Cronbach's alpha provides a
measure of the internal consistency of a testalesmternal consistency is concerned with the
interrelatedness of a sample of test items. IxBessed as a number between 0 and 1 (Tavakol
and Dennick, 2011). The higher the score, the medi@ble the generated scale is. Nunnaly
(1999) has indicated 0.7 to be an acceptable refjaboefficient. The alpha coefficient for the
300 items in the questionnaire is 0.848 as shoam the table below suggesting that the items

have relatively high internal consistency.

Table 3.1 Cronbach's Reliability
Statistics for Job stress and turnover

intensions
Cronbach's Alpha No. of Items
0.848 317
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CHAPTER FOUR
RESULTS AND DISCUSSIONS

This chapter deals with presentations, discussioniraerpretation of data collected through
guestionnaire, interview and secondary data. Teeudsion particularly focuses on respondents’
profile, job stress in call center and its effecttornover intention, the relationships between job

stress and turnover intention.

Out of three hundred seventeen (317) questionndiséibuted to respondents three hundred
five (305) were returned (accepted). From the aeckpesponses five were found invalid where
as the remaining three hundred (300) responsesfauand valid and used for the analysis. This
accounts for 94.63% response rate. Thus, basdweaesponses obtained from the respondents

data presentation and analysis were made on tlesvioh sub sections.

4.1. Demographic Characteristics of Respondents

The demographic profile of the sample respondentsasented and analyzed below. The
purpose of assessing respondents’ sex is thagtéordine whether the researcher considered
heterogeneity of sample units. On the other hardssing the work experience and education
level of the respondents’ is that, when the respatglare more experienced and educated they
have better opportunity to understand the casayamdbetter response. The current work section

of the respondents helps to analyze the reseamniparison between the two sections.
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Table 4.1 Personal Characteristics of Respondents

Personal Characteristics Frequency Percentageal
Male 141 47%

Sex
Female 159 53% 300
20-30 years 249 83%

Age 31-40 years 48 16%
41-50 years 3 1% 300
below 1 year 36 12%
1-2 years 171 57%

Work Experience
2-3 years 63 21%
Above 3 years 30 10% 300
Diploma and
below 12 4%

Education Qualification
Degree 270 90%
Above Degree 18 6% 300

Source: Own survey, 2015

Gender frequency shows that the numbers of fenealgondents are greater than male

respondents. That is 53% female and 47% male regpdswhich is almost proportional.

According to table 4.1 the frequency distributidmespondents work experience, the greatest

share of experience is 1-2 years which shows thremiwork force are new comers which
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accounts for 57%. The second figure is 21% whieh?aB years work experience followed by
12% with less than 1 year experience and 10% wihtgr than 3 years experience. This

experience frequency distribution shows the workdads almost new.

At the reform carried out in 2010, minimum qualdiion criteria of ethio telecom was diploma
and above to be assigned in ethio telecom. Asatelicfrom the table 90% of respondents
qualified first degree. Currently the minimum criéeto join call center is first degree and above.
Diploma holders are old staffs of the company whicbounts 4%." degree and above
accounts for 6% of the total samples taken. Thdgcates that the respondents are well qualified

to give better responses.

When we see the age distribution, it is dominatethk youth (20-30 years) which is 83%. This
shows fresh graduates join call center. The reimgiage groups accounts for 16% with 30-40

years of age and 1% with 41-50 years of age.

4.2 Sources of Job Stress

Table 4.2 the major sources of job stress

SA= Strongly Agree A=agree M= Medium D= Disagred &D= Strongly Disagree and S=
standard deviation

No Response categories
Item Mea
SA A M |D SD S
n
| am usually under a lot of pressure | Freq. | 54 105 | 75| 57 | 9
1 | when I am at work. 3.46| 1.08
% 18 35 25| 19| 3
a lot of time my job makes me Freq.| 69 102 | 66| 54 | 9
2 frustrated % 3.56 1.12
23 34 22| 18 | 3
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My company constantly monitors my Freq. | 66 138 | 72| 18 | 6
calls
% 5> 138 |0.92
22 46 24| 6
| cannot react strongly to customer | Freq.| 69 126 | 69| 24 | 12
abuse
% 4 372 | 103
23 42 23| 8
| cannot deviate from the script Freq.| 63 123 | 90| 18 | 6
provided to me % 3.73 | 0.93
A : :
21 41 30| 6 2
| "'m not allowed to speak to the Freq.| 63 129 | 45| 48 | 25
customer using my own style 359 | 1.13
% 121 |43 | 15| 16| 5
| am unable to give adequate time ftéreq.| 75 126 | 57| 33| 9
customers 3.75 1.04
% : :
° |25 42 | 19| 11| 3
Mea
SA A M |D SD S
my work load is too heavy n
Freq.| 93 126 | 63| 9 9
3.95 | 0.95
% 31 42 21| 3 3
the amount of work | have to do Freq.| 99 135 | 39| 21| 6
interfere with the quality | want to
0,
maintain & 40 1096
33 45 13| 7 2
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| encounter the same situations evefyreq.| 135 117 | 36| 6 6

10 | day - 4.23 | 0.88
Yo
45 39 | 12| 2 | 2

1.00
Total Average 3.78

Source: Own survey, 2015
Job Stress

To identify whether employees are under pressurmbthey were asked the first question and
responses were as follows. 18% (54) respondemtsgyr agree, 35% (105) respondents agree,
25% (75) respondents are medium, 19% (57) resptmdesagree and 3% (9) respondents
strongly disagree. The average mean of the resptsiddows 3.46 and standard deviation is

1.08 which indicates employees are highly underptebsure when they are at work.

Call center employees frustrate because the morgtanechanism is too tight and if there is

any deviation from the target leads to measurée ttaken. Employees are not sure what will
happen while they are working due to system moinigoand fear of punishment. This makes
them frustrate on their job (interview). From thmeae table, 23% (69) respondents strongly
agree, 34% (102) respondents agree, 22% (66) rdsptsiare medium, 18% (54) respondents
disagree and 3% (9) respondents replied strongggdee. The mean value of the respondents is
3.56 which is near to 4 and the standard deviasidn12. So, we can say that there is high

degree of job frustration in the company.

The two average mean is 3.51 and standard deviagtibd. From the two questions responses,

we can say that there is job stress among calecespresentatives in ethio telecom call center.
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As Pettinger, (2002 states Job stress results &rocombination of high levels of workload
demands, and low levels of autonomy and controf theejob. From the above table, the first

two questions explain about job stress.

According to (Younis Ahmed, (2013) there are 5atigince sources of call center employees job
stress namely call monitoring, dialog scripting)eipressure, work overload and monotonous
work. We have defined each terms in chapter onthisnsection, we are going to see the impact

of these sources in detail in ethio telecom caitee

4.2.1 Call Monitoring

Table 4.3 Call Monitoring

No Response categories

Iltem SA A M D SD | Mearl S

My company Freq.

constantly monitors 66 | 138/ 72 |18 | 6

1 my calls % |22 |46 24| 6| 2 |38 |092
| cannot react Freq.| 69 126/ 69 24 |12
strongly to customef
% 4
2 abuse 23 42 | 23 8 3.72 | 1.03

Call monitoring is defined by two questions aboaeely “my company constantly monitors my

calls” and “I can’t react strongly to customer abls

The researcher wants to identify whether ethicctate constantly monitors calls or not. As
depicted from the above table, 22% (66) respondepliged strongly agree, 46% (138)
respondents replied agree, 24% (72) responderitsdegs medially control calls , 6% (18)

respondents replied disagree and 2% (6) respondegpiied strongly disagree. In general the
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mean value of the respondents is 3.8 with standi@vthtion 0.92 which indicates there is high

trend of call monitoring practices in the company.

When abusive customers call to call center, emggyee not allowed to strongly react customer

abuse. The researcher wants to identify whetheiighrue or not.

23% (69) respondents strongly agree, 42% (126 pretgnts agree, 23% (69) respondents are
medium level, 8% (24) respondents replied as desagnd finally 4% (12) respondents strongly
disagree. The respondents’ average mean is 3.7tharslandard deviation is 1.03 which means

there is high degree of restricted strong custabese responses.

From the two questions asked about call monitattiegaverage mean value of respondents is
3.67 and standard deviation 0.97 which indicatdswanitoring is one source of job stress in

ethio telecom call center.

4.2.2 Dialog scripting

Table 4.4 Dialog Scripting

No Response categories

Item SA A M D SD | Mean S

| cannot deviate Freq.

from the script 63 123190 118 | 6

provided to me

1 % 21 41| 30 | 6 2 [3.73 | 0.93
| "'m not allowed to | Freq.| 63 129| 45 48 | 25
speak to the
. %
customer using my
2 own style 21 43 | 15 16 5 [3.59 | 1.13

The researcher need to find out whether this iscgoof stress or not. For Dialog scripting, 2

guestions were asked to respondents. The firstignestates “I can’'t deviate from the scripts
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provided to me.” For this question; 21% (63) respents strongly agree, 41% (123) respondents
agree, 30% (90) respondents are medium, 6% (18ypmelents disagree and 2% (6) respondents
replied strongly disagree. The overall respondeman is 3.73 and standard deviation is 0.93

which means respondents can't deviate from th@tsand is source of stress.

The second item for dialog scripting states “| ‘ot allowed to speak to the customer using my
own style.” From this question, 21% (63) respondetitongly agree, 43% (129) respondents
agree, 15% (45) respondents are medium, 16% (4Bdnelents disagree and 5% (25)
respondents replied disagree. The mean value poneents’ show 3.59 and standard deviation
1.13 which means employees are not allowed to sfoelle customer using their own style.

This is one cause of job stress.

Scripts are representations of what is to be saidre for word. Call center employees need to
speak to the customers in scripted language ared tomost of the call centers representatives
are required to use scripts verbatim. While calangall centre, one can’t help feeling like
talking to a pre-programmed robot, such kind otexysbrings uniformity but to employees it is
stressful according to researches finding (Yoni2813). In Ethio telecom call center, every

conversation is scripted or predefined to be set@. script looks like this

Greeting part “Good morning/ Good Afternoon Ethigl@dcom, I'm Mr. X, How can | help you

please”
Reformulating and identifying what the customerdchaad give solution
Welfare (Ending) “ Thank you for calling, goodbye”

From the above analysis, we can see that the avenagn value for dialog scripting is 3.66 and
standard deviation is 1.03. This shows dialog siagps one source of job stress in ethio
telecom call center and researches support thdefin

4.2.3 Time Pressure:
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Table 4.5 Time Pressure

No Response categories

Iltem SA A M D SD | Mean S

| am unable to give| Freq.

adequate time to 75 | 126|57 |33 |9

1 customers % |25 |42 19 | 11| 3 |3.75 | 1.04

In Ethio telecom call center, the maximum timeitosh conversation with a customer is 60 sec.
there are different questions of customers whigire even 10 min. like telling telephone bills
for many service numbers. This time, employeestieafulfilling the target average talk time.
Because the supervisor ask them to minimize aveaedgéme and to increase number of
handled or served customers per employee. Sointleegiven to serve a single customer is not
enough and the quality of services to be deliveastt be fulfilled during this time so that

employees develop job stress. (Interview)

The call center service is 24 hours open and stiifedule is prepared every week. The rest (Day
off) days per week are decided every week for emsployee. Weekends and holidays are

working days

To analyze the shortage of time to handle a customgpondents were asked whether they can
give adequate time to customers or not. Accordini@h@o (75) respondents strongly agree, 42%
(126) respondents agree, 19% (57) respondentsed®im, 11% (33) respondents disagree and
3% (9) respondents strongly disagree. The overafilondents mean value is 3.75 and standard
deviation 1.04. Since mean is near to four, itaéatks that there is shortage of time to handle

customers properly which is a possible cause ofkf@lss.

It is also known as Average Handling Time (AHT),sta call center metric for the average

duration of one transaction, typically measurednftbe customer's initiation of the call and
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including any hold time, talk time and related w#hat follow the transaction. AHT is a prime
factor when deciding call center staffing level®(viis, (2013). The above analysis supports

this research idea so that time pressure is oneeof job stress.

4.2.4 Work Overload

Table 4.6 Work overload

No Response categories

Iltem SA A M D SD | Mean S

my work load is too| Freq.

heavy 93 |126/63 |9 |9

1 % 31 421 21 | 3 3 [3.95 | 0.95

the amount of work | Freq.

| have to do 99 135 39 21 | 6

interfere with the %
quality I want to
2 maintain 33 45 | 13 7 2 |4 0.96

Call centers in general have a reputation of egperng high call volumes, which often turn out

to be higher than what the CSR’s can manage anecexphich creates stress among them.

In ethio telecom call center, an employee is exgeth answer or handle 334 or more customers
per day. This job needs continuous talking witle&amds rest when every call ends. Movement,
side talk, calling to a family is not allowed. 8it§ with proper position is needed too. When
going to toilet, asking permission is mandatorye3érconditions make the work load heavy.
Long hours of sit also create health problemsdigimal cord disorder, eye problem due to

computer brightness, Ear damage, and throat prabtecur. (Interview)
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To identify whether there is work overload or ngbtquestions were asked. The first one states
“my work load is too heavy” and responses wereoligviis. 31% (93) respondents strongly
agree, 41 (126) agree, 21% (63) respondents ar@liyezhree, 3% (9) respondents disagree and
3% (9) respondents disagree. Generally the meare v&l3.95 and standard deviation 0.95

which indicates there is high work overload in ettglecom call center.

As indicated above, the expected amount of calepgloyee is 334 and above. This interferes
to have quality work because employees are thinkiegamount of customers served not the
quality of work given. When quality is not securedstomers will shout at call center employees

in the first place so that employees are stresgetid situation (Interview).

The researcher wants to identify whether this legjiicue or not using the question “the amount
of work | have to do interfere with the quality nt to maintain” and the results were as

follows. 33% (99) respondents strongly agree, 4536) respondents agree, 13% (39)
respondents medially agree, 7% (21) responderdgmis and 2% (6) respondents disagree. The
mean value of the respondents is 4.0 and standardtibn is 0.97 which indicates there is high
quality and quantity interference among call ceetaployees. When we see the average of the
two questions for work overload, the mean is 318 standard deviation is 0.96 that shows
there is high work overload in ethio telecom calhter which is one source of job stress among

call center employees.
4.2.5 Job Monotony
In Ethio Telecom call center, employees are gives task that is receiving customers online

then solve after sales problems and give informatiothing else. Their everyday duty is the

same and is repetitive which is not challengingefiview).

Table 4.7 Job Monotony
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Response categories
No

Iltem SA A M D SD | Mean S

| encounter the sameFreq' 135 117} 36 6 6

10 o 423 | 0.88
situations every day

% 45 39| 12 | 2 2

To identify whether job monotony is source of stres not, respondents were asked “I encounter
the same situations every day” and the followirgpomses received. 45% (135) respondents
strongly agree, 39% (117) respondents agree, 1B8Ya€3pondents medium, 2% (6) respondents
disagree and 2% (6) respondents strongly disagteeaverage mean value of respondents’
shows 4.23 and the standard deviation is 0.88. Mk@n value is the highest in all responses and
the lowest standard deviation which shows everyltpounter the same situations every day.
This conclusion indicates job monotony is amongntfagor sources of job stress of call center

employees in ethio telecom.

With an increasing trend toward the applicatiomaihputer control, more jobs are becoming
automated, there is concern that this trend resuliset increase in the number of fragmented
and routine jobs; the repetitiousness of job ceeateess among employees (Mohindru,(2013).
So, in Ethio Telecom call center this is found snarce of job stress supported by a research
finding.

4.3 Job Stress and Demographic characteristics

Job stress may be different form age to age, wgkimder differences, based on work
experience, based on education and the current semtion of employees. The researcher tried

to identify the job stress in different demograpbaciables.
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Table 4.8Demographic variables and job st

Gender Agen yrs Experience in yrs Education Section
Male | Female| 20- | 31-40| <1| 1-2| 2-3 >3 | Diplo | Degre | >Degree| ResideEnterpr
30 ma e ntial ise
Mean | 3.79 | 3.77 3.8 | 3.7 3.6| 3.8| 3.9 3.6 3.72/ 3.77 3.88 3.82 3.47
Std. 0.51 | 0.55 0.51|0.60 | 0.7 05| 0.5 0.6 0.83 0.47 0.55 0.52 0.47
devian
Fig. 4.1 Job stress and demographic variabl
3.79-3.77—3.8 3.8 3.91 2959 377 3.88 382
4 e . 3.7 36 356 3.74 . 347
3.5 -
3
2.5 4
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1 B Mean
0.5 - 0 M Std. deviation
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Source: Questionnaire analysis, 2014

To analyze the demographic variables, the reseaudsel mean and standard deviations o

respondents.

As depicted from the above tabboth male and femalemployees develcalmost the same
level of job stress. Since job stress is not aff@dty gender differences, the organization |

hire both equally.

The researcher needs to identify the age diffee job stresses. From the above table, the

group 2030 years develops more stress than the age gr-40 years because their mean ve
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score shows it (3.8>3.7). Here the age group 4is-80nstant or has no value according to the
SPSS v. 20.0 result. The standard deviation fotwleeage groups is 0.51 and 0.60 respectively
which supports the above logic. The age group 2&-3@ostly the youth age. This age is
characterized by refreshment and enjoyment widmtts. This age group can’t handle job stress
rather go out of such stressful environment. Ij/tban’t avoid it or if they have engaged in a job
with stress, they will be more stressful than ttleebage groups. But the older age group can
stay with stressful conditions due to their magurit

Work experience is another factor which can affeetjob stress levels of employees. From the
above table, for workers with experience less thgear have 3.6 mean value and the next 1-2
years experience has 3.8. This shows the job d&eskincreases as experience increases. We
can proof it by the experience of 2-3 years wittamealue stress level of 3.9. To compare the
means 3.9>3.8>3.6. So, this sequence shows thendspts with experience group less than one
year has less job stress than the others and gegierce group of 1-2 years is less stressful than
experience of 2-3. This shows as experience inesggsb stress also increase with the exception
of above 3 years. Above 3 years respondents am@sakt from the enterprise (980) section with
low job stress. So, those respondents make the wadas to be low compared with others. In
ethio telecom call center when an employee worksads and above, there is a possibility of
transfer. They transferred to enterprise sectidh l@w work load because the maximum

number of customers to be handled in enterprid® iwhere as in residential the minimum is 334
(KPI targets). That is why the mean value for ab®wears experience is 3.6 which are the same
as the new staffs. From this analysis, it will lb@d if the company rotates or transfers
employees every three years or less before thestj@ss become high since we said job stress
decreases productivity and employee morale.

The final comparison is with residential (994) atexprise (980) sections. Residential section
has high workload which has no rest. As indicatealva 334 calls expected per employee in
residential and only max. Of 40 calls expectedefaterprise which is not comparable. Enterprise
employees handle on average one customer everynl@es where as residential employees
handle one customer every 5 seconds even no tigh@dowater. So, the job stress in residential
is higher than the job stress in enterprise. iltdéscated using mean value that the mean value of

respondents for residential is 3.8 and 3.47 foeramise which is lower.
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4.4 Measuring the Level of Job Stress

Table 4.9 Levels of job stress & Turnover intension

AL= Always MOT=Most of the time FR= Frequently O@ecasionally N= Never S= std. dev.

No Response categories
Item MO Mea
AL FR| OC | N S
T n
How do you rate the frequency of stress|dfreq. | 81 108| 60 45| 6
1 your job? 371 1.0
% ' 3
27 36 20| 15| 2
How often do you rush to complete Taskd?eq. | 72 102 | 87 30| 9 10
2 3.66 |
% |24 |34 | 29| 10| 3 5
How do you rate the frequency of your | Freq. | 90 75 63| 42| 3(
3 level of job dissatisfaction? 351 13
% 10 |~ 2
30 25 21| 14
Do you feel you are undervalued by your Freq. | 63 78 60| 36| 63
- 1.4
current job?
4 J % 21 | 314 |,
21 26 20| 12
How often you are depressed by your jopPreq. | 66 81 54 66| 33 1.3
5 3.27
% |22 |27 | 18] 22| 11 2
6 How often do you feel emotionally draineéreq. | 51 54 69| 90| 36 298 1.
(exhausted) at work? % 17 18 23| 30 | 12 9
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Is your work load to excessive at times toFreq. | 102 | 90 48 42| 18
provide quality of work? 372 12
% 6 ' 4
34 |30 16 | 14
How often do you have increasing anxietyreq. | 60 69 87 63| 21
(feeling of worry)? 3.28 12
% 7 : 0
20 23 29| 21
How often are your reactions irritable Freq. | 48 57 84| 75| 36
(easily annoyed)? 7 302 12
A .
16 |19 | 28] 25 | 12 5
Total Average 3.37 | 1.24

Source: own survey, 2015

In the first section we have identified that thisrg@b stress in ethio telecom call center inclgdin
the major sources of job stress. Here we are goimgeasure the level of job stress in call center

using the above table.

The researcher needs to know whether the frequafijop stress is high or low. According to
the responses; 27% (81) respondents replied ah8&9s,(108) respondents replied most of the
time, 20% (60) respondents replied frequently, 18%) respondents said occasionally stressed
and 2% (6) respondents do not have stress. Thagerenean of the respondents is 3.71 with
standard deviation of 1.08 which indicates thedesgpy of job stress is high in call center.

In call center, tasks are to be completed withehart time. The time given to complete a task is
not enough in our case 60 sec. to serve one custmdeother tasks simultaneously in

residential section. So, call center employeesras@ort of time to do so. Here respondents were
asked whether they rush to complete tasks or nmtorling to the responses, 24% (72)
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respondents replied they always rush to complstesi&84% (102) respondents answered most
of the time they hurry to complete tasks, 29% (@gpondents frequently rush to complete their
tasks, 10% (30) respondents replied occasionatly3f (9) respondents never rush to complete
tasks. The average mean is 3.66 and standard idevigtl.05. This indicates call center
employees rush to complete a task which is a pless#use to increase the level of their job
stress.

Job dissatisfaction is the opposite of job sattgfaovhich means not satisfaction. The
researcher wants to rate employees’ job dissatisfaat call center. 30% (90) respondents
replied always dissatisfied, 25% (75) responderdstrof the time dissatisfied, 21% (63)
respondents replied frequently dissatisfied, 142) (dspondents occasionally dissatisfied and
finally 10% (30) respondents never dissatisfiedi®gyr job. The general mean value is 3.51 and
standard deviation is 1.32. These indicate highgpgrtions of employees are dissatisfied by
their job. If dissatisfaction occurs, the leveljab stress increases so that those employees job

stress level will increase.

Some employees feel according to my observatiarthies current job do not much with the
professional skills they have at universities. tBey feel that they are undervalued by the
company. To assess these feelings, they were agkettier they are undervalued by their
current job or not. 21% (63) respondents answelkeaya, 26% (78) respondents replied most of
the time, 20% (60) respondents replied frequed®Pp (36) respondents replied occasionally
and finally 21% (63) respondents replied that theyer feel they are undervalued by their job.
From the general mean value 3.14 and standardtaevian43 we can understand that frequently
or in a medium manner, they feel undervalued by therent job. It implies the impact of this
parameter is less than others even though themme. The level of job stress may be increased
due to this factor.

The researcher needs to know about the impactpredsion on employees job stress. To
identify this, employees were asked “How often woe depressed by your current job?” and
answers were as follows. 22% (66) respondentsecplways depressed, 27% (81) respondents
replied most of the time depressed, 18% (54) redgais answered frequently depressed, 21%
(66) respondents replied occasionally they areessed. But 11% (33) respondents have never
been depressed by their current job. The mean wdltesspondents is 3.27 and standard
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deviation is 1.32. This indicates there is mediwgprdssion by employees. This has a possibility

of increasing level of job stress in call center.

Due to the nature of the job, after employees cetegheir tasks, they become too much
exhausted or drained because they do not have lerioug to get rest and the job itself is not
enjoyable. To understand this, employees were askether they are emotionally drained or
exhausted or not. 17% (51) respondents alwaysxéwausted, 18% (54) respondents are most of
the time drained by their job, 23% (69) respondegpdied frequently exhausted, 30% (90)
respondents said occasionally drained and the rengai2% (36) respondents never exhausted
on their job. The mean value of the responders98 and standard deviation is 1.29. This
means near to 3 average mean somewhat mediumvizrt tilan other factors. Even though the

impact is lower than others, this has also a ptessduse for level of job stress to increase.

Workload is high in call center especially the desitial section who handles calls every 5
seconds. And the expected amount of calls per graplmakes it difficult to secure quality and
rushing for quantity. To understand this we neeeMaluate whether employees workload is
excessive at times of providing quality work or aatl the responses are as follows. 34% (102)
respondents replied always, 30% (90) respondepliedemost of the time there is work load to
give quality services, 16% (48) respondents ansvesrfrequently occur this situation, 14% (42)
respondents reply occasionally they have obsenveld gractices and 6% (18) respondents
answered they have never encountered such probleemean value of respondents is 3.72 and
the standard deviation is 1.24 which shows thehegis trend of discrepancy between quality
work and the workload to be done by an employees [Bads to increase the level of job stress

in ethio telecom call center.

In call center, due to unsafe working environmehicl is too much noisy because everybody
works by talking staffs may worry about their jabunpleasant. To know this factor, the
researcher has asked whether employees have degelagiety or worry or not. 20% (60)
respondents always worry about their job, 23% (68pondents most of the time they worry or
have feeling of anxiety, 29% (87) respondents egplhey frequently have anxiety, 21% (63)
respondents occasionally have feeling of worry &/fifo (21) respondents do not develop any

anxiety towards their job. The General mean vafuegpondents is 3.28 and standard deviation
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is 1.20 which shows there is moderate feeling afryim call center. This factor has a possible

cause to increase the level of job stress in ealter.

The call center job by its nature requires intenactvith many customers who have many
different characters like abusive customers. Thpleyees encounter different types of abuses
including sexual harassment. When employees fade challenges, they will become angry and
annoyed but they can’t respond angrily due to systentrolling. To analyze this problem the
researcher asked whether employees’ reactionsraablie or annoyable or not when such
circumstances happen. 16% (48) respondents repkgdalways annoyed, 19% (57)
respondents most of the time they annoyed by statttipes. 28% (84) respondents replied
frequently annoyed, 25% (75) respondents answeaseasmnally annoyed and 12% (36)
respondents replied they have never annoyed bymactices. The mean value is 3.02 and the
standard deviation is 1.25. So, the researchedftiat there is medium degree of being irritable
by abusive customers, work colleagues, the managsonéhe work environment in general.

This factor also is a possible cause to increass jeb stress.

Generally, the researcher identified 9 questiomadasure level of job stress and the analysis
shows unless the above factors decrease or eleninatievel of stress may increase and as a
result turnover intention will increase. The gehenaan 3.37 and standard deviation 1.24 shows
this fact.

4.5 Turnover Intentions

Table 4.10Turnover intentions

SA= Strongly Agree A=agree M= Medium D= Disagred &b= Strongly Disagree and S=

standard deviation
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No

Response categories

Item Mea
SA | A M | D SD S
n
| often think about quitting Freq.| 66 87 84| 51 | 12
1 3.48 | 1.13
% 22 29 28| 17 | 4
I will definitely look for a new job in | Freq.| 96 87 66| 39 | 12
the next year
2 y % 2 1372 | 116
32 29 22| 13
I may look for a new job in the next| Freq.| 111 | 72 66| 42| 9
ear
3 |Y % 31378 | 117
37 24 22| 14
Job stressors contribute for employed-req.| 93 108 | 72| 21| 6
4 | withdrawal behavior 387 | 1.00
% 2 . .
31 36 24 | 7
coping with stress strengths me rathdfreq. | 33 78 87| 72 | 30
5 | than leaving the company % 304 | 1.16
A . .
11 26 29| 24 | 10
despite stress | can achieve my goalBreq.| 27 54 72| 87 | 60
6 2.67 | 1.24
% 9 18 24| 29 | 20
Total Average 3.43 | 1.14

Source: Own survey, 2015
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To analyze the turnover intension of call centeplayees, certain questions were asked and

interpreted as follows.

Most employees think about quitting and find al&give jobs even though the reasons behind
quitting may be different (interview) and researoblieservation. To identify intention of
quitting, employees were asked whether they allaiyg about quitting or not. 22% (66)
respondents strongly agree, 29% (87) responderge a28% (84) respondents medially agree,
17% (51) respondents disagree and 3% (9) respandiongly disagree. The average mean
value of respondents is 3.48 and standard deviaidril3. This indicates almost more than half

staffs often think about quitting their current job

The researcher intended to find out whether caltereemployees will definitely look for a new
job next year or not and responses were as follB2& (96) respondents strongly agree, 29%
(87) respondents agree, 22% (66) respondents dapkelium, 13% (39) respondents disagree
and 4% (12) respondents strongly disagree ondk. iThe general mean of respondents is 3.72
and standard deviation is 1.16. This indicates rab#te employees will definitely find a new

job next year which is an indication of high tureontention among ethio telecom call center

employees.

The other question asked was to identify mediumadwer intention means may or may not find
new job next year. According to the responses, 8/Ph) respondents strongly agree which is
the higher share of respondents. 24% (72) respisdgnee, 22% (66) respondents medially
agree, 13% (42) respondents disagree and 3% (@mndents replied strongly disagree. The
average mean of respondents is 3.78 and standaatide is 1.17. This indicates high
proportions of employees are not sure of leaviggcitbmpany or staying here. We can say that
there is turnover intention but not decided. Thetof turnover intention decreases employees’
productivity.

According to the definition of Sulaiman (2011), Maver intention is a conscious and deliberate
willingness to leave an organization. In spitetsfabvious impact on organizational survival, it
has not received as much attention as other betahaiotcomes at work. It however remains an

important component of measuring employee’s deidicagiven the potent and immediate
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impact that intentions have in work place behavgar, the above factors affect turnover

intention of employees in call center.

In a study conducted by Gupta, Nina, Beehr & Td9yQ) the relationship between four job
stressors (role ambiguity, role overload, undamatilon of skills, and resource inadequacy) and
two employee withdrawal behaviors (absenteeismtambver) Analysis indicated that job
stressors are contributing in a significant manoesards the employee withdrawal behaviors. In
this regard, the researcher needs to find out vengblb stressors are causes of employee
withdrawal behavior or not. 31% (93) respondentsnglly agree, 39% (108) respondents agree,
24% (72) respondents medium, 7% (21) respondeségie and 2% (6) respondents strongly
disagree. The mean of respondents is 3.87 andasthddviation is 1.00. This proves job

stressors contribute for employee withdrawal bebravi

The researcher needs to identify those respongdrisan cope with stress. To do that
respondents were asked whether coping with sttessgshs them rather than leaving the
company or not and responses are as follows. 1BYa¢é3pondents strongly agree, 26% (78)
respondents agree, 29% (87) respondents medium(22espondents disagree and 10% (30)
respondents strongly disagree. The mean valuespbrelents is 3.04 and standard deviation is
1.16 which means coping with stress has mediuneshaans may or may not cope with job
stress. The other question asked regarding the seemario is whether they can achieve their
goals regardless of stress. 9% (27) respondewisgiyragree, 18% (54) respondents agree, 24%
(72) respondents medium, 29% (87) respondentsreisag0% (60) respondents replied strongly
disagree. The mean value of respondents is 2.68tandard deviation 1.24. This indicates if
there is stress, they can’t achieve their goalsvalideave the company to shift to less stressful

condition.

4.6 Turnover Intention and Demographic Variables
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Table 4.11 Demographvariables and Turnover intdon

Gender Age in yrs Experience in yrs Educatiol Section
Male | Female | 20-30 31- |<1 1-2 | 2-3| >3 Dipl | Degre | >Degre | Reside | Enterp
40 oma |e e ntial rise
Mean 3.38| 3.46 341347 |3.15| 34| 34 368| 3.963.3€ |4.14 3.39 3.65
Std. 0.65 | 0.59 0.61 |0.65 |0.67 | 0.5|0.6|0.66 | 0.66|0.5¢ |0.38 0.61 0.43
deviation. 6

Here based on demographic variables, the naturgrudveris analyzed. The turnover intion
of male or female is different as well as otheialales. As indicate in the above table, there are

different figures for eery variable so that the intdion of leaving the company also diffe We

can see that female eloyees have more turnover intemt than male employees since fems

mean value is greater than thmale counterparts. And the standard deviation sti®ovs

females have more turnover iniion than malebecause respondents are not scattered b

concentrated in one ar

3.96 414

3.47

w
(0 <]
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Fig. 4.2 turnover intention and demographic variables
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When we compare according to age, the old age gaodghe youth have no significant
differences on leaving the organization. The mesnesfor the youth and old age group is
comparatively similar (3.47 & 3.41 almost the sanBgsed on work experience as experience
increases, turnover intention also increases asatatl in the above figure and table. At below 1
year experience mean of respondents is 3.15, wvA®yehrs experience, it is 3.4, when 2-3
years experience it is the same 3.4 and when eeriis above 3 years mean of respondents is
3.68 which shows increasing trend. So, experieecgployees have more intention to leave their
job. When we compare education qualification, dipdoholders have more intent to leave than
degree holders but above degree holders haveghedtimean value score to leave their job.
Here for this study diploma holders are found itegurise section that have long years of
experience, so they have the intent to leave thgeoy but degree holders are fresh graduates
who have maximum of 2 and half years experienddaithey do not develop turnover

intention. Since above degree holders can accbsspsily, they have the intent to leave their
job. The last comparison is residential and entsgmections. Enterprise has more turnover

intention than residential due to old staff andglgears of service years as discussed earlier.

4.7 Relationships between Job Stress and Turnoventention

4.7.1 Correlation Analysis

Correlation analysis describes about two variaiesther they are related or nAs indicated
from the methodological part, correlation analysiased to show these relationships by the data
fetched from SPSS V. 20

Table 4.12 Correlation Coefficient

Correlation coefficient Interpretation

-1 Perfectively negatively correlated
1 Perfectively positively correlated
(1, 0.3) Positively correlated

(-1, -0.3) Negatively correlated

(-0.3,0.3) No correlation

SourceWilkinson, 2005
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Table 4.13 Correlation between turnover intentiod b stress

Correlations

job stress [Turnover
intentions
source of job stresPearson Correlatiql 460"
Sig. (2-tailed) 509
N 300 300
Turnover -
lintensions Pearson Correlatiq.460 1
Sig. (2-tailed) [ 009
N 300 200

**_Correlation is significant at the 0.01 level@iled).

Correlation coefficient (r) measures the degreknefr association between variables
(Wilkinson, 2005). As indicated from the aboveléaithe correlation between turnover intention
and job stress is 0.46 which lies between thevatdd, 0.3]. This shows job stress and turnover
intentions are positively correlated. This indisades job stress increases, turnover intention also

increases.

The relationships between the two have been stumjietifferent scholars as stated in literature
part. Among them, atudy conducted by Khurram, Umer, lkramullah, Assnd Muhammad
(2011), examined the relationship of the work ptdicies and job stress to the turnover
intentions of customer service representatives @ 8RPakistan. Results of the study showed
negative relationship of turnover intention withnkdfe policies and positive relationship with

job stress. So, job stress and turnover intentawe Ipositive relationships.
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4.8 Regression Analysis

By regression analysis, the researcher needs w sii@ther call monitoring, dialog scripting,
time pressure, work overload and job monotony augces of job stress or not and by how much
value is every variable contribute for job stress.

The dependent variable is Job Stress and the indepevariables are call monitoring, dialog

scripting, time pressure, work overload and job atony.

Fig. 4.3 Regression model development

Job Stress

- Call Monitoring
- Dialog Scripting
- Time Pressure
- Work Over Load
- Job Monotony

Source: Researcher’'s Own Justification

4.8.1 Model Development

This Model is developed by the major job stressdestified from literature and the practical
work environment in call center specifically in Ettielecom call center. Every Variable has a
contribution of increasing job stress in call cemste stated in the above analysis. According to
the result of SPSS, the Variables are represemntethier questions and the related questions for
every variable were taken for this model. Threeidfdes namely call monitoring, dialog
scripting and work overload have 2 questions ea&bdfor respondents and their average
(SPSS) regression result is taken for this analysie other two variables are explained by one
guestion so the (SPSS) result is taken directlyw®ohave 5 independent variables to be

considered which require multiple regression tabed.
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Let:
Y= Sources of Job Stress
R = coefficient

o = autonomous or constant
X1 =call Monitoring

X2 = Dialog Scripting

X3 =Time Pressure

X4 =work Overload

X5 = Job Monotony
U = Standard Error
Then,
Y=o+ B1X1 + (2X2 + R3X3 + 4X4 +R5X5 +U

Y =0.46 + 0.138 X+ 0.116 % + 0.113 %+ 0.114 X%+ 0.121 %

When we look correlation it tells us only eithespively correlated, negatively correlated or no
correlation between the independent variable apeérmdent variable. But in regression we can
identify the magnitude or by how much dependeniaée increase or decrease when

independent variable increase or decrease by dhe un

From the above equation, it tells us that whenrmoalhitoring is increased by one unit, the

dependent variable (source of job stress) willfmegased by 0.138 units which is explained by

0.138 X in the above equation. Similarly, when Dialog sinig, time pressure, work overlog@d job
monotony increase by one unit; the job stressingliease by 0.116, 0.113, 0.114 and 0.121

units respectively according to the above equation.
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How much percent of the independent variable X% X3, X4, and X5) have explained the
dependent variable (Y)? The answer is by caICLgaﬁFcoefficient of determinatidnA better
measure of goodness of fit is the coefficient dedaination, which is given by the square of the
correlation coefficient, and is usually denotedRasThis does have a precise quantitative
interpretation and it measures the proportion efttital variation in the dependent variable that
is explained by the relationship with the indeperidé/hen R is low it means that other

variables play an important part in affecting tlependent variable (Wilkinson, 2005).
Table 4.14 Model summary

Model Summary

Change Statistics

Std.
Adjusted| Error of | R
R R the Square | F Sig. F | Durbin-

Model | R Square| Square | Estimate| Change Change| dfl | df2 | Change| Watson

1 946 | .894 .885 17859 | .894 96.192 8§ 91 .000 2.098

Predictorsi, X3, X2 X3 X4, Xs
Independent Variable: Y

Source: SPSS V. 20.

From the above table’is 0.894 or 89.4% of dependent variable is expthimethe above
mentioned independent variable, whereas 0.106 .624.0f variation is not explained by the
variables mentioned in the model which indicatesedlare other variables which explains the

dependent variable (U).

Multicollinearty refers to the situation where twomore of the independent variables are highly
correlated with each other (Wilkinson, 2005). Dofi/atson test lies between 1.5 and 2.5 the
test is reliable (https://files.nyu.edu/mrg217/paiohulticollinearity _handouts.pdf).

From the above table Durbin- Watson measures ¢qua098. So multicollinearty between

independent variable is insignificant or it has @oesult of explaining the dependent variable.
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The other point is to show the effect of job str@sgurn over intention by using regression model.

Using the same procedure above:

Y = o + X, simple regression model where

Y = Turn over intension

3 = coefficient

a = autonomous or constant

X = Job stress.

Here, turnover intention is dependent variable jabdstress is the independent variable.
Y =2.71 + 0.306X

This equation indicates when job stress increagesé unit; turn over intention will increase by
0.306 units. This implies turn over intention ant gtress have positive relationships since

0.306 is positive number.

From the above table, the measure of goodness (@béfficient of determination) of °0.938
(93.8%) which means the dependent variable is engiaby the independent variable by 93.8 %
where as 6.2% doesn’t be explained by it (U).
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CHAPTER FIVE
SUMMARY, CONCLUSION AND RECOMMENDATION

This chapter reviews summary, conclusion and recendation of the study.

5.1 Summary

Based on the results of the study obtained thevatlg summaries are given.

The average mean shows there is job stress redrdtadrustration and pressure at work place
in Ethio telecom call center. This is due to highdls of work load demands and high control
over the job.

Too much monitoring results in job stress. The ysialaverage mean is high which means there

is job stress experienced by call monitoring.

The number of staffs in call center is huge comghavigh other departments. To control these
staffs and to secure uniformity, every employeesversation is scripted. Employees always
think of the scripts since any deviation from the results any form of punishment. The

average mean value was high in dialog scripting.

The company is working to minimize average handlimg if possible to 60 seconds. The
managements concern is to serve more customersawtibrt time. This creates customer
dissatisfaction and employees to develop job stfgssn the analysis there was high mean value

of time pressure.

The work load is high due to many customers caliingall center. There is only 5 seconds rest
time when a conversation ends until another custesmanline. Employees are expected to serve
334 customers per day which creates job stresordey to the analysis, the quality expected
and the quantity (KPI) to be maintained do not maide job itself requires continuous talking.

This is supported by high mean value and fairlyriiated standard deviation.
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The nature of call center job is repetitive andaésn’t challenge the employee. The same
procedure is applied again and again everyday whkithesome and routine. From all the

variables, job monotony has the highest mean \ahddow standard deviation.

When analyzing job stress with demographic varmbieale employees have developed more
stress than the female ones. The Job stress dafiffgence shows the youth age group (20-30
years) is stressed than the old age group (31-d&)eAs the experience of employees increase
in call center, the job stress also increase. dhesjress is highest with 3 years and above
experience. When we compare job stress acrosesgcthe residential section develops more
job stress than the enterprise section (the cosmars made based on mean value of
respondents). This is due to the work load is lmgtesidential and lower in enterprise as
discussed earlier.

The level of job stress to be measured was baséuegusychological substances of employees.
This was measured using psychological related guessabove so that it is measured based on
psychological impact on employees. According tordselts obtained by using different
guestions, all the items have high mean valuestardlard deviations. The items used to
measure level of job stress include frequency bfsess, rush to complete tasks, level of job
dissatisfaction, undervalued by current job, deggddy their job, feel emotionally drained

(exhausted) at work place, and excessive work toguovide quality service.

According to this study, turnover intention is themediate result of job stress. Due to job
stressors observed above, the last option of erapkois the intention of quitting. To prove this,
six questions were asked which are related to wanmtentions (quitting). The result supports
the above analysis with high mean values of turnowtention among call center employees.

When comparing turnover intention and demographi@bles, females have developed more
intention of quitting than males. The old age grang the youth ones have similar average
mean values. When experience increases, turnotetion also increases. Based on education
qualification, above degree holders have more tigeno leave due to the probability of getting
new jobs. Here, diploma holders have also highekegf quitting than degree holders because

these staffs are found in enterprise section wiinyryears of experience. Lastly, enterprise
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section has more turnover intention due to longs/ehexperience than residential section with

fresh graduates.

According to the correlation analysis using SPS20/.job stress and turnover intention are
positively correlated with 0.46 value which meas®ae increases, the other also increases and

vice versa.

By using the regression analysis, it is proved daditmonitoring, dialog scripting, time pressure,
work overload and job monotony are sources of jodss in ethio telecom call center. By the
same talken, job stress and turn over intentiorev&sted by simple regression and the result
shows job stress is the cause of turnover interdgrdarnover intention is aggravated by job

stress. The model is as follows:
Y=o0+ RBIX1 + R2X2 + R3X3 + R4X4 + R5X5 + U

Y =0.46 +0.138 X+ 0.116 % + 0.113 %+ 0.114 X+ 0.121 %

5.2 Conclusion

Based on the assessments made, the researcheardamhak follows.

According to this study, due to too much call monitg, there is high job stress in Ethio
Telecom call center. This is supported by high mesdnes and fairly distributed standard
deviation values. The call monitoring is aided bynputers and soft wares that do not allow any

deviation.

In ethio telecom call center, every conversatioscigpted like greeting, Understanding the
customer, following proper procedure and endingyjumsform for every employee. If an
employee is required to serve 334 customers, haksbe to introduce his/her name 334 times
and the same are true for other scripts. As thysisaeveals, dialog scripting is one source of
job stress in call center.
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The other cause of stress is time pressure whiansine work given and the amount of time
allotted to complete the task are not proportioBatployees have too short time versus too
many jobs to be completed at a time. So, the wovkrenment is full of continuous orders
which do not give time to complete the first ordEnis is another source of job stress in call

center.

The next cause of stress is work overload. Workload is the amount of work to be completed
per day or within a given time. So, the targetifSalilt to be met. If KPI target is not met, the

employee will be punished in different ways whislaicause of job stress.

Finally, job monotony is the other cause of jolestrbecause the employees are from different
professions like electrical engineers, Computesrsm®, IT, and business streams. The graduates
need to work with their profession but this job sl@érequire any special skill and is too routine

and monotonous. Due to the monotony nature ofdbgethis is another source of job stress.

The level of job stress in ethio telecom call cemtas measured using a standardized

guestionnaire. The result shows there is high lef/@b stress.

Turnover intention has been measured and the r&solts the employees have developed high
level of turnover intention due to high job strassobserved above. When there is high turnover
intention, there is high probability of leaving tbempany which will have cost of losing trained

professionals and incurring additional costs farugment & training new employees.

Correlation analysis shows there is positive retathip between job stress and turnover
intention. The multiple regression analysis alsovwshcall monitoring, dialog scripting, time
pressure, work overload and job monotony were ifledtas sources of job stress. Job stress is

the cause for turnover intention by simple reg@ssnodel test.

5.3 Recommendation

» To sustain quality of work, controlling the empleggcall monitoring) activities is a vital
role for a company. Since this is the cause ofjobss in call center, the organization

should make awareness creation that the purposalghonitoring is used not for
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punishment or because the organization do notumeéenployees rather it is used to
recommend trainings if gaps were observed andiilshoe practical on the ground.
Dialog scripting is the other call center metridsieh causes stress. The scripts are strict
to be followed for every conversation as indicatethe analysis part. To miss all or part
of it results in zero point evaluation. To minimizeif possible eliminate this cause for
job stress, the organization should be flexible gind a room for certain errors.
Sometimes, respecting children like the old one®tsusual in our country so that such
selected scripts should be entertained as norndalised to decrease dialog scripting
stress.

Time pressure is the other source of job stresalircenter. When the amount of work to
be done and the amount of time given to performloaik do not match or work greater
than the time given to complete that task, themictime pressure job stress. So, the
organization should give ample time to completér ttask with excellent quality what
time it takes but to give trainings how to shori@mg talk times and how to lead
customers must be in line with this recommendat®nce employees are serving a
customer, their time must not be limited to inceeagstomer satisfaction and to decrease
job stress caused by time pressure.

When the amount of work to be performed is givetihai measurable target per day and
when an employee is unable to meet the targetaldéferent reasons, then job stress
caused by work overload will be developed. Themigtinuous talking with a customer,
no movement; long hours of sit, ear damage dueundand others make the work load
heavy. So, the organization should consider thoskel@ms and revise the target work to
be performed, the work environment should alsodbe and ergonomically comfortable
for psychological and physical wellbeing of empleye

The last cause of job stress is job monotony wisdaused by routine and repetitious
nature of the job which doesn’t require any sHib. address this job stress, the
organization should rotate employees every 3 yeacause job stress is higher when
employees work 3 years and above. The organizationld also arrange promoting best
performing employees to other departments andwf veecancy opens, call center
employees should be selected instead of recrugtagrnal vacancy. The new employees

should work at least three years in call centeniteimize this type of job stress.
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» Based on demographic variables, female employedsate ones have the same job
stress so that they have equal chance to be entblblatured age group is
recommended due to low job stress than the youtls.dvlore experienced employees
have developed more job stress so that rotatiorirandfers are required for experience
of 3 years or if possible below before job stressdme higher. The job stress is higher in
residential section than enterprise so that traresfd rotation is required in this section.

» To decrease the level of job stress in call cetiterprganization should decrease the
influence of stressors of level of job stress bkimgthe work environment attractive, by
giving special benefit packages for call center leyg®es, by giving more time to
complete their task, by giving special trainingsvito cope with job stress and how to
solve it, to appreciate and encourage what emp$ogieeand reward the best performers,
by arranging more refreshment time like free ted @ffee, allowing employees to hung
up the phone when they encounter abusive custokeeséxual harassment.

» To decrease turnover intention of call center eygrs, the organization should clearly
identify and prepare the career path of employaes currently there is no any career
path means the employee doesn’t know how many yeaysshould work in call center
and where they should be transferred or promotddfaabove listed mechanisms to
decrease level of job stress also works here bedheaultimate cause of turnover
intention is job stress as discussed above.

» Demographic characteristics have contributed higitesfor turnover intention. Age
differences have no effect on turnover intentigrtsithey have almost the same average
values. Employees with high work experience haweld@ed more turnover intention so
that the organization should rotate or transfeartother sections. Above degree holders
have high turnover intention due to imbalance efrteducation qualification the job
given to them. So the organization should assigmtbn a place where they can exploit
their professional skills.

» Since job stress has direct impact on turnoventida (due to positive correlation), the
organization should minimize job stress sourcedl&viate the problems related to

turnover intention.
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APPENDIX A

St. Mary’s university
School of graduate studies

Department of Business Administration

A Questionnaire to be filled by Ethio Telecom Gaéinter Representatives:

Dear Respondent,

The purpose of this questionnaire is to colleatary data for conducting a study on the topic,
“Job Stress and Turnover Intentions” for the partial fulfillment of the Masters of Busiss
Administration (MBA) Program at St. Mary's univeysil kindly request you to provide me
reliable information. Your responses will be kephfidential.

- No need to write your name

_ Circle your choice inside the box or table foradternative you think is right.

For any doubt, please use 0911509932slaye tasew@yahoo.com

Thank you in advance for your cooperation.

Part I: Background Information
1. Gender Male [ Female [

2. Educational Level

Diploma & below [ Degreél above Degreéd
3. Age
20-3001 31-4] 41-501 Above 511
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4. Work Experience In call Center

Below 6 months O

Above 3 yearsl]

5. Current working section of the em

Residential (994) Enterp

Part II: Likert scale Questions

ployee

rise (98

6 months- 1 yeall

2-3 yearkl]

The following tables contain the features that relate to your feelings about your level of job

stress and turnover intensions. Please show the extent in each feature that is close to your

view of job stress and turnover intensions by circling your choice.

3= Medium
4= Agreeand 5=S

1= Strongly Disagree

2= Disagree

1. The following questions are designed to identifyosirces of job stress.

tpAgree.

_ Agree

S/ Strongly | Disagre Strongly
No | Sources of job stress Disagree| e Medium Agree

| am usually under a lot of pressure wheni 2 3 4 5
1.1 | am at work.

A lot of time my job makes me very 1 2 3 4 5
1.2 | frustrated or angry and | feel tense.
1.3 | My company constantly monitors my callsy 2 3 4 5

" | and keep track of all my shortcomings

1.4 | | cannot react strongly to customer abuse1 2 3 4 5

as my calls are monitored.
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i Agree
Strongly | Disagre Strongly

S/No | Sources of job stress Disagree| e Medium Agree

| cannot deviate from the script (change
the script) provided to me while speakingl 2 3 4 5
15 to the customer/client.

| am not allowed to speak to the
1.6 customer/client using my own style.

| am unable to give adequate time to
customers as | have to finish each of my 1 2 3 4 5
1.7 calls within a given time.

My workload is too heavy since | have | 1 2 3 4 5

1.8 been given too much responsibility.

The amount of work | have to do interfereg 2 3 4 5
1.9 with the quality | want to maintain.

| encounter the same situations every daX
1.10 in performing my job since my duties ar
' repetitious.

11%

2. The levels of Job stress and turnover intentions
The below questions will measure the level of Jokss and turnover intentions. Please indicate

Your choices by circling the boxes provided.

S/ Most of Occasio
No | Levels of job stress and turnover intensions &\sv| the time | Frequently nally | Never
How do you rate the frequency of stress|o
3.1 | your Job? 5 4 3 2 1
3.2 | How often do you rush to complete tasks? 5 4 3 2 1
How do you rate the frequency of your |5 4 3 2 1
3.3 | |evel of Job dissatisfaction?
Do you feel you are undervalued by your
Y Y yyog 4 3 2 1
3.4 current job?
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3.5 | How often you are depressed by your job?® 4 3 2 1
3.6 | How often do you feel emotionally draineds 4 3 2 1
(exhausted) at work?
37 Is your workload too excessive at times {05 4 3 2 1
" | provide quality of work for clients?
3.g | How often you got increasing anxiety 5 4 3 2 1
(feeling of worry)?
3.9 How often are 2your reactions irritable | 5 4 3 2 1
" | (easily annoyed)?

1. The relationships between job stress and turnovenientions

The following questions will measure the relatiapstbetween job stress and turnover

Intention. Please indicate the level that shows yeeling.

Agree

S/ | Relationships between job stress and Strongly J Strongly
No | turnover intensions Disagree| Disagree| Medium Agree
2.1 | | often think about Quitting 1 2 3 4 5

I will definitely look for a new job in the 1 5 3 4 5
2.2 | next year
2 3 | I may look for a new job in the next year 1 2 3 4 5

Job stressors contribute for employee

ek 2 3 4 |5

2.4 | withdrawal behaviors
2 5 | Coping with stress strengths me rather than 2 3 4 5

leaving the company
2.6 | Despite stress, | can achieve my goals 1 2 3 4 >
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Appendix B: Interview check list

1) Do you believe there is job stress among ethictstecall center employees?

2.
3.
4.

If there is job stress, what do you think are trgancauses of job stress?

Among the causes of job stress, which are the ser&ius ones?

Do you think there are turnover intentions amoroetelecom call center
employees? If so, what do you think are the causes?

What do you think are the relationships betweersjobss and turnover intentions in
ethio telecom call center?

How do you measure the level of job stress inaatiter?

7. To minimize turnover intentions and to make empésystay longer time with the

company, what is ethio telecom doing as a plan.
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Appendix C: Statistical analysis using SPSS V. 20.

Correlations

source of jod Turnover
stress intensions
_ Pearson 1 260
source of job Correlation
stress
Sig. (2-tailed) 009
N 300 300
Pearson .260° !
Correlation
Turnover
_ _ .009
intensions Sig. (2-tailed)
N 300 300

**_Correlation is significant at the 0.01 levekH@iled).

Model Summary on Sources of Job stress

Std. Change Statistics
Error of R
R Adjuste the Square| F Sig. F | Durbin
Mode Squar| dR Estimat| Chang| Chang Chang -
I R e Square e e e dfl| df2 e Watson
1 946, .894 .885| .17859 .894| 96.192| 8 91 .000| 2.098
a

a. Predictors: (Constant), | encounter the sami@tsiins every day, | am unable to give
adequate time to customers, | ‘'m not allowed ta@akpe the customer using my own style, My
company constantly monitors my calls, my work Igatb heavy, | cannot react strongly to
customer abuse, | cannot deviate from the scriptiged to me, the amount of work i have to
do interfere with the quality | want to maintain
b. Dependent Variable: source of job stress
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ANOVA

Sum of Mean
Model Squareg df | Square F Sig.
1 Regressior] 24.544| 8| 3.068| 96.192| .000°
Residual 2902 91 .032
Total 27.446 99

a. Dependent Variable: source of job stress
b. Predictors: (Constant), | encounter the sanuatsins
every day, | am unable to give adequate time stocners,
| "'m not allowed to speak to the customer usingomm
style, My company constantly monitors my calls, work
load is to heavy, | cannot react strongly to custoabuse, |
cannot deviate from the script provided to me,ahmunt
of work i have to do interfere with the quality bwt to

maintain
Coefficients
Unstandardized | Standardized
Coefficients Coefficients
Std.
Model B Error Beta t Sig.
1 | (Constant) .046 141 .325 .746
Call .138 .021 .254| 6.572 .000
Monitoring
Dialog 116 .020 .223| 5.868 .000
Scripting
Time 113 .019 .225| 6.040 .000
Pressure
Work Over 114 .021 .208| 5.477 .000
Load
Job 121 .023 .204| 5.307 .000
Monotony

a. Dependent Variable: source of job stress

74




Model Summaryfor Turn over Intension

Change Statistics

Std.
Adjusted| Error of R
R R the Square F Sig. F | Durbin-
Model| R | Square Square | Estimate| Change| Change| dfl | df2 | Changel Watson
1 0.98| .938 .960| .60144 .042| 7.100| 1| 98 .009| 2.024

a. Predictors: (Constant), source of job stress

b. Dependent Variable: Turnover intensions

Coefficients®

Unstandardized

Standardized

Coefficients Coefficients Collinearity Statistics
Std.
Model B Error Beta t Sig. | Tolerance VIF
1 (Constant) | 2.271 .438 5.184 | .000
source of .306 115 .260 | 2.665 | .009 1.000 1.000
job stress
a. Dependent Variable: Turnover intensions
Residuals Statistics®
Minimum [ Maximum Mean Std. Deviation N
Predicted Value 2.8213 3.7390 3.4267 .16107 300
Residual -1.20524 1.36965 .00000 .59839 300
Std. Predicted Value -3.759 1.939 .000 1.000 300
Std. Residual -2.004 2.277 .000 .995 300

a. Dependent Variable: Turnover intensions
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