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ABSTRACT   

Customer Service Representatives (CSRs) had to perform simple and repetitive tasks, but in fact, they are in-charge of 

highly complex activities. Organisations are designed for individual tasks, but activities actually require team and 

collaboration, and people are not supported when doing their work either by technology or by the organisation. Technologies 

are difficult to access and to use. The organisation stops people building up organisational memories and sharing them; 

sharing knowledge is simply episodic. Call centres make it difficult to learn. The present study conducted with the objective 

to assess the satisfaction of the customer service representatives through organizational climate inventory and job 

satisfaction scale. Nearly half of CSRs (46.67%) were not satisfied with their current position as it was not the best method 

to achieve their goals and dreams. More than half of the CSRs (56.67%) were moderately satisfied with their job, followed 

by 30.83 percent of the CSRs who falls under the satisfied category. Only 9.17 percent were found CSRs were highly 

satisfied with their current job and did not want to change their job. Regarding the climate of the call center 46.67 percents 

CSRs reported that the organization climate was of medium category. Majority of the CSRs (72.50%) reported for high level 

of communication flow. Except this most of the CSRs (75.83%) notified that the reward system of their organization was of 

medium level. while 55.83 CSRs felt that the support system of their organization was high. High level of warmth in the 

organization was felt by the 46.67 percent. Majority of the respondents were facing identity problem in their organization. It 

was found that most of the CSRs were not very satisfied with their current job and also the organisational climate was of 

medium level. 
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INTRODUCTION 

Call centres constitute a vast economic phenomenon. 

They constitute one of the most rapidly growing 

forms of employment. On an average, the number of 

call centres is increasing by approximately 30-

35percent per annum in terms of call volumes, and by 

20-25 percent per annum in terms of the number of 

Customer Service Representatives. An organization 

has a structure; it reflects class relation; it has roles 

and status; ownership, specific goals, psychological 

environment, members characteristics etc. An 

organizational climate plays an important role for the 

employees who are working in call center or any 

organization. It is concerned with various factors 

which may influence the CSR’s work performance, 

job satisfaction, identity, psychological state of mind 

etc. Admin (2010) reported in a study that conducive 

and congenial physical, social, and psychological 

conditions present in the workplace have potential to 

enhance the job satisfaction of the call center 

employees. The present study is important to know 

that organizational climate and level of job 

satisfaction may influence positively or negatively to 

the employees and which directly affects their work 

performance and professional growth.  

MATERIALS AND METHODS 

Two call centers were selected located at Noida, 

Uttar Pradesh. From each call center total numbers of 

120 respondents were selected randomly. Job 

satisfaction scale developed by Sharma (2001) was 

adapted to measure the customer service 

representatives’ job satisfaction and categorized as 

highly satisfied, satisfied, moderately satisfied, not 

satisfied, highly dissatisfied. Organizational Climate 

Inventory developed by Chattopadhyay and 

Agarawal (1976) was adopted to understand the 

organizational climate (is an outcome of interplay 

between a number of variables of the societal system, 

the organization, and the individual members) which 

taken into consideration as reflected the social system 

as reflected in the economic relations, class relations, 

culture, political system technological level and so 

on. Several organizational variables which influence 

organizational climate like communication flow, 

performance standards, support system, warmth, 

responsibility, reward system, member identity, 

conflict resolution, participation in decision making, 

organisational structure and level of motivation were 

measured on five point scale on the basis of personal 

observation of the CSRs. 

RESULTS AND DISCUSSION  

Assessment of Organisational climate 

All the selected organizational variables were 

categorised as high, medium and low on the basis of 

score obtained by the respondents. The obtained 

scores were dividend into three categories as given 

by Chattopadhyay and Agarawal (1976). The 

obtained results were given in table 1 and showed 

that 9.17 percent CSRs reported that the performance 

standard in their organization was low and there was 

need for lots of improvements, while 46.67 percents 

of the CSRs reported that the performance in their 

organization comes under medium category, whereas 

44.17 percent reported for high performance standard 

of their organization. Except this most of the CSRs 

(75.83%) notified that the reward system of their 

organization was medium, while rest (24.17%) of the 

CSRs stated high for reward system of their 

organization. Eighty five percent of the CSRs opined 

that level of responsibility taken attitude was of 

medium level, whereas fifteen percent felt that the 

responsibility taken attitude of their organization was 

high.  
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Table 1. Assessment of Organisational climate N=120

Along with them according to 63.33 percent of the 

CSRs the conflict resolution was of medium level 

whereas 36.67 percent were very satisfied with the 

conflict resolution strategies and they reported for 

high. 

Majority of the CSRs (82.50%) reported that 

organisational structure was medium. Regarding the 

motivational level of the organization nearly half 

(55.00%) respondents felt medium while forty five 

percent felt that it was high. Majority of the 

respondents (79.17%) opined that they found a 

medium level of decision making process in their 

organization. Besides this 44.17 percent respondents 

reported that support system of the organization was 

of medium   and 46.67 percent respondents felt a high 

level of warmth followed by 43.33 percent 

respondents who reported for medium level 

warmness of their organization. Majority of the CSRs 

reported that they were facing the medium level of 

identity problem in their organization, while 25.83 

percent CSRs felt a high level of identity problem in 

the organization. 

Job Satisfaction of Customer Service 

Representatives 

Analysis of job satisfaction of the customer service 

representative was done with the job satisfaction 

scale developed by Sharma (2001). It was 

categorised as highly satisfied, satisfied, moderately 

satisfied, not satisfied and highly dissatisfied. 

Table 2. reveals the job satisfaction among the 

customer service representatives regarding different 

parameters. It was found that 52.50 percent of the 

CSRs were satisfied with the present job in call 

center, which helped them in increasing the standard 

of living of their family followed by 44.17 percent 

who were moderately satisfied with it. Besides this 

55.83 percent CSRs were moderately satisfied with 

their job as it was helping them to send their children 

in a better school. Coming to the next 42.50 percent 

CSRs were not satisfied with job as it was not 

helping them to improve their communication, 

followed by 30.83 percent CSRs who were 

moderately satisfied with improvement. Nearly half 

of the CSRs were moderately satisfied with that 

organization was providing required salary 

increments based on performance and education 

followed by 23.33 percent CSRs who were highly 

satisfied. Most of the CSRs (42.50%) were 

moderately satisfied with Job and financial security 

followed by 34.17 percent who were not satisfied 

with that, while 13.33 percent CSRs were highly 

satisfied with job and financial security.  Besides that 

69.17 percent CSRs were satisfied with the statement 

that their job is boring, monotonous or repetitive. The 

70.83 percent CSRs were satisfied with that they 

hardly got time for family entertainment followed by 

19.17 percent CSRs who were moderately satisfied 

with it. The 46.67 percent CSRs satisfactorily 

reported that their job had increased the prestige in 

society followed by forty percent respondents who 

were moderately satisfied with that. Most of the 

CSRs were not satisfied with their current position as 

it was not the best method to achieve their goals and 

dreams followed by 26.67 and twenty four percent 

who were satisfied and moderately satisfied with 

their current position in fulfilling their goals. Slightly 

less than half (46.67%) CSRs were not satisfied with 

that they were learning as much as they desired to 

learn in their career and on the contrary thirty and ten 

percent CSRs were satisfied and moderately satisfied 

with that they were learning as much as they desired 

to learn in their career. In the context of any support 

which received from the workmates, 46.67 percent 

CSRs were not satisfied. Half of the CSRs were 

highly dissatisfied with the regular appreciation and 

feedback from seniors followed by 20.83 percent 

who were also not satisfied. Half of the CSRs were 

not satisfied with the progress the made, while 27.50 

percent were moderately satisfied with their progress. 

Forty percents CSRs were not satisfied with the pay 

they receive while, 26.67 percent were moderately 

satisfied with their pay followed by 16.67 percent 

who were highly dissatisfied. The 55.83 percent 

CSRs were moderately satisfied with the statement 

that the organization had taken up all the finance 

followed by 24.17 percent CSRs who were not 

satisfied. The study can be supported by Ruyter et al. 

(2001) as Job satisfaction was found to be conducive 

to job performance. Furthermore, it was revealed that 

job satisfaction reduces turnover intentions, directly 

and indirectly via organizational commitment. It was 

also found that CSRs (45.83%) were not satisfied and 

reported that the organisation did not valued their 

decision at work , while 27.50 percent CSRs were 

moderately satisfied with that their decision were 

valued. Except these 42.50 percent CSRs were highly 

S.No. Dimensions  Low Medium High 

  Frequency Percent Frequency Percent Frequency Percent 

      1. Performance standard 11 9.17 56 46.67 53 44.17 

   2. Communication flow - - 33 27.50 87 72.50 

     3. Reward system - - 91 75.83 29 24.17 

     4. Responsibility  - - 102 85.00 18 15.00 

     5. Conflict resolution - - 76 63.33 44 36.67 

     6. Organisational structure - - 99 82.50 21 17.50 

     7. Motivational level - - 66 55.00 54 45.00 

     8. Decision making process 3 2.50 95 79.17 22 18.33 

     9. Support system - - 53 44.17 67 55.83 

    10. Warmth  12 10.00 52 43.33 56 46.67 

    11. Identity problems - - 89 74.17 31 25.83 
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satisfied with the statement that their full potential 

was not being utilized by the organisation followed 

by 24.17 percent CSRs who were moderately 

satisfied with the same, while 23.33 percent CSRs 

were not satisfied with it. At the end of query 

regarding job satisfaction it was found that 56.67 

percent were not satisfied with that their health was 

damaging due to their career, while twenty percent 

CSRs highly satisfied and reported that their health 

was damaging due to their career followed by other 

twenty percent CSRs who were also satisfied with the 

same. 

Assessment of Job Satisfaction of Customer 

Service Representatives 

On the basis of scores of job satisfaction among the 

CSRs Table 3 was prepared which showed that more 

than half (56.67%) of the CSRs were moderately 

satisfied with their job, followed by 30.83 percent of 

the CSRs who came under the satisfied category. 

Along with this some of the CSRs (9.17%) were 

highly satisfied with their current job and did not 

want to change their job, while a few numbers 

(3.33%) of the CSRs were not satisfied with the 

current job and they were trying for another job. 

Table 2 : Job satisfaction of Customer Service Representatives N=120 

Add (Figures in parenthesis show percentage). 

Table 3:Assessment of Job Satisfaction of Customer Service Representatives N=120 

 

 

 

 

 

CONCLUSION 

It is very clear that the nature of job of the CSRs 

require continuous concentration for performing the 

tasks like attending the call of customers and data 

processing. And they need a high level of 

communication skill and patience to deal with the 

Customers. For all these factors they need a good 

organisational climate, in which they can perform 

their activities with optimisation. One another 

important factor is job satisfaction level of the 

employees which is directly related to the workload, 

salary, social prestige, work environment and 

fulfilment of dreams and goal of the employees and 

their families.  This calls for a change in 

organisational design, based on the notion and 

principles of distributed cognition and knowledge, 

and on teamwork-centred structure. A change in 

managerial and organisational culture is also much 

needed. 
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Helped me in increasing standard of living of my 

family 

- 63 (52.50) 53 (44.17) - 4 (3.33) 3.46 

Helped me in sending my children to better school 4 (3.33) 45 (37.50) 67 (55.83) - 4 (3.33) 3.38 

Helped me in improving my communication skills 

and personality 

20 (16.66) 8  (6.66) 37 (30.83) 51 (42.50) 4 (3.33) 2.06 

Organization providing required salary increments 

based on performance and education 

28 (23.33) 12 (10.00) 64 (53.33) 12 (10.00) 4 (3.33) 3.4 

I am satisfied with Job and financial security 16 (13.33) 8 (6.66) 51 (42.50) 41 (34.17) 4 (3.33) 2.93 

I feel that job is boring. Monotonous or repetitive - 83 (69.17) 33 (27.50) - 4 (3.33) 3.63 

I hardly get time for family entertainment 8 (6.66) 85 (70.83) 23 (19.17) - 4 (3.33) 3.78 

Job gave prestige in the society 4 (3.33) 56 (46.67) 48 (40.00) 8 (6.66) 4 (3.33) 3.40 

I feel that there is room for advancement in my 

career. 

4 (3.33) 48 (40.00) 48 (40.00) 16 (13.33) 4 (3.33) 3.27 

I feel that staying in my current position is the best 

method to achieving my goals and dreams. 

4 (3.33) 32 (26.67) 24 (24.00) 56 (46.67) 4 (3.33) 2.80 

I feel that I am learning as much as I desire to learn 

in my career. 

- 48 (30.00) 12 (10.00) 56 (46.67) 4 (3.33) 2.87 

I feel satisfied with any support which receive from 

my workmates 

4 (3.33) 20 (16.67) 36 (30.00) 56 (46.67) 4 (3.33) 3.80 

I get regular appreciation and feedback from 

seniors 

8 (6.66) 15 (12.50) 12 (10.00) 25 (20.83) 60 (50.00) 2.05 

I feel satisfied by progress I have made 8 (6.66) 19 (15.83) 33 (27.50) 60 (50.00) - 2.79 

I get fair pay for my work done 12 (10.00) 8 (6.66) 32 (26.67) 48 (40.00) 20 (16.67) 2.53 

It provides flexibility to balance the demand of 

work and professional life 

16 (13.33) 31 (25.83) 45 (37.50) 24 (20.00) 4 (3.33) 3.26 

The organization had taken up all the finance 8 (6.66) 12 (10.00) 67 (55.83) 29 (24.17) 4 (3.33) 3.34 

Organization valued your decisions at work 4 (3.33) 24 (20.00) 33 (27.50) 55 (45.83) 4 (3.33) 2.74 

I feel that my job does not use my full potential. 8 (6.66) 51 (42.50) 29 (24.17) 28 (23.33) 4 (3.33) 3.26 

I feel that my career is damaging to my health. - 24 (24.00) 24 (20.00) 68 (56.67) 4 (3.33) 2.37 

Categories  Score Frequency Percentage 

Highly satisfied 81-100 11 9.17 

Satisfied 61-80 37 30.83 

Moderately satisfied 41-60 68 56.67 

Not satisfied 21-40 4 3.33 
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