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ABSTRACT

Background: The Business Process Outsourcing (BPO) industry has emerged as a critical sector

in the global economy, experiencing remarkable growth in recent decades. However, stress in

the workplace remains a pervasive issue, linked to adverse outcomes such as decreased job

satisfaction, reduced productivity, and various health problems. Despite its prevalence, limited

research has focused on understanding stress levels and coping patterns among BPO personnel

in India, particularly in Bangalore, a major BPO hub. This study aims to bridge this gap by

assessing stress and coping patterns among BPO personnel. Methods & Materials: This study

employed a cross-sectional design to investigate the stress and coping mechanisms among

employees in BPO industries in Bangalore. A sample of 50 participants, aged 20 to 35 years, was

selected using convenience sampling. Data collection involved self-administered questionnaires,

which included a socio-demographic data sheet, a work stress scale, and a coping checklist.

Results: The study revealed that a substantial proportion of respondents (38%) experience

high levels of work stress, with 50% experiencing moderate stress, and a smaller group (12%)

reporting mild stress levels. ‘Acceptance and redefinition’ emerged as the most significant coping

strategy, with a mean score of 7.52, indicating that employees primarily utilize adaptive

approaches to manage stress. This was followed by ‘positive distraction,’ with a mean score of

7.28, indicating the use of engaging activities to divert attention from stressors.

Conclusion: The findings highlight the prevalent stress levels and coping mechanisms among

BPO personnel in Bangalore. Given the significant proportion experiencing high or moderate

stress, interventions are urgently needed to mitigate these stressors. The dominance of adaptive

coping strategies underscores the importance of implementing targeted interventions and support

mechanisms to alleviate work-related stress and promote employee well-being in the BPO industry.

Future research and organizational initiatives should focus on developing comprehensive strategies

to address stressors and enhance coping resources among BPO personnel.
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INTRODUCTION

Business Process Outsourcing (BPO) has

emerged as a significant industry globally,

p rov id ing  cos t -e f fec t i ve  so lu t i ons  t o

organizations by delegating non-core business

functions to external service providers.

However, the BPO sector is characterized by

demand ing  work env i ronment s ,  h igh-

performance expectations, and round-the-

clock operations, leading to heightened levels

of stress among employees. Understanding

the  dynam ics  o f  s t re s s  and  cop ing

mechanisms within this context is essential

for promoting employee well-being and

organizational effectiveness (Smith & Jones,

2021). Recent studies have delved into various

facets of stress and coping among BPO

employees, shedding light on the multifaceted

nature of this phenomenon(Johnson et al.,

2020).The extent of work-related stress have

highlighted the prevalence of stressors such

as workload, job insecurity, shift work, and

role ambigui ty (Johnson et a l .,  2020).

Moreover, studies have explored coping

strategies adopted by BPO employees to

manage stress effectively. These coping

mechanisms range from problem-focused

strategies, such as time management and task

prioritization, to emotion-focused approaches,

including seeking social support and engaging

in relaxation techniques. Understanding the

eff i cacy of  these  cop ing s t ra teg ies  in

mitigating stress and enhancing resilience

among BPO workers is crucial for developing

targeted interventions (Brown & Smith, 2019).

Despite advancements in research on stress

and coping in the BPO sector,  severa l

challenges persist. High turnover rates,

attrit ion, and job dissatisfaction remain

prevalent, indicating ongoing issues with

stress management and employee retention.

Additionally, the dynamic nature of the BPO

industry, characterized by technological

advancements and market f luctuations,

presents unique challenges for the employee

(Wi l l i ams e t  a l .,  2022) .  Research has

consistently highlighted the detrimental

effects of work-related stress on individual

health and organizational outcomes(Machado

et al.,2013, Padma et al.2015) .Machado et

al.(2013)examined psychological distress,

burnout, and coping strategies among 1,209

employees in a BPO organization in India.

Findings revealed significant psychological

distress in 38% of the sample, particularly

among women, permanent employees, data

processors, and those with longer tenure.

Burnout levels were low, and employees

exhibited a diverse range of coping behaviors.

Padma et al.(2015) investigated stress levels,

health issues, and quality of l ife among

employees in the IT and BPO industries.

Resul ts  revea led a high preva lence of

musculoskeletal symptoms, newly diagnosed

hype r tens i on ,  d i abe tes ,  dys l i p i demia ,

depression, anxiety, insomnia, and obesity

among participants. Higher stress scores were

associated with the development of diabetes,

hypertension, and depression. Studies by the

HSE (2005) reveal a significant correlation

between stress, depression, anxiety, and

absentee i sm ,  resu l t i ng  in  subs tant ia l

productivity losses. Specific sectors, such as

Information Technology (IT), face unique

stressors, including increased workloads and

round-the-clock availability, leading to feelings

of inadequacy and burnout (Fischer, 1998;

Moore, 2000).Despite advancements in

understanding stress and coping mechanisms

within the BPO sector, notable gaps remain,

particularly in the Indian context where limited

research has been conducted. This study aims

to address these gaps by investigating the

socio-demographic profile of BPO employees,

assessing their levels of work-related stress,

and exploring their coping strategies. The

f ind ings  a re  expec ted  to  i n fo rm  the

development of evidence-based interventions

and policies designed to enhance employee

well-being, boost organisational resilience,
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and support the long-term sustainability of the

BPO industry.

METHODS & MATERIALS

Th i s  s tudy u t i l i z ed  a  c ro ss -sec t i ona l

descriptive research design to explore stress

leve l s  and  cop ing  mechan isms among

employees within the Business Process

Outsourcing (BPO) sector in Bangalore.A

sample of 50 BPO personnel, aged between

20  and  35  yea rs ,  was  se le c ted us i ng

convenient sampling techniques. The age

range of 20 to 35 years was chosen to target

individuals in the early to mid-career stage,

where work-related stress may be particularly

salient. The   respondents included both male

and female individuals working in the BPO

sector,  w ith  a  m in imum o f  one  yea r ’s

expe r i ence  i n  the i r  re spec t i ve  ro l es .

Proficiency in the English language was also

required for participation. These criteria

ensured that participants had sufficient

experience in the BPO industry and were able

to comprehend and respond to the study

measures effec t ive ly.  Indiv idua ls  w i th

significant physical or psychiatric disorders

were excluded from participation to mitigate

confounding factors that could impact stress

levels and coping responses. Additionally,

indiv idua ls who had previously sought

professional help for stress-related issues

were excluded to ensure homogeneity within

the sample. Ethical considerations in this

study included ensuring informed consent

from participants, maintaining confidentiality

of data, and protecting participants’ rights and

well-being. Participants were fully informed

about the study’s purpose, procedures, and

potent i a l  r i sks ,  and  the i r  vo lun ta ry

participation was emphasized. Confidentiality

measures were implemented to safeguard

sens i t i ve  i n format ion ,  and  da ta  were

anonymized dur ing ana lysis  to protect

participants’ identities. ethical approval was

obtained from the Institutional Review Board.

Tools

1. Socio-Demographic Data Sheet:

The Socio-Demographic Data Sheet is a

structured questionnaire designed to gather

in fo rma t i on  abou t  the  pe rsona l  and

professional characteristics of the study

participants. This tool typically includes items

such as age, gender, educational background,

marital status, length of employment in the

BPO sector, and any other relevant socio-

demographic var iab les.  I t  serves as a

foundational instrument for contextualizing

the study population and understanding the

demographic profile of the participants.

2. Work Stress Scale (WSS) (Chan et

al., 2000): The Work Stress Scale (WSS) is a

standardized instrument developed by Chan

and colleagues to assess the levels of stress

experienced by individuals in their workplace.

This scale comprises items that capture

various stressors commonly encountered in

work environments , such as workload,

interpersonal conflicts, role ambiguity, and

organizational constraints. Respondents rate

each item based on their perceived level of

stress, allowing researchers to quantitatively

measure and analyze work-related stress

levels among participants.

3.   Coping Checklist (CCL) (Rao,

Subbakrishna, and Prabhu, 1989): The Coping

Checklist (CCL) is a tool designed to assess

the coping strategies employed by individuals

to manage stress and adversity in their lives.

Developed by Rao and col leagues, this

checklist consists of a comprehensive list of

coping behaviors categorized into different

domains, such as problem-focused coping,

emotion-focused coping, and social support

seeking. Participants indicate the frequency

or extent to which they engage in each coping

strategy, providing insights into their adaptive

or maladaptive coping responses.

Statistical analysis

The collected data was coded, entered, and
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analyzed using the Statistical Package for

Socia l Sciences (SPSS) version 15. The

obtained data was analyzed using descriptive

statistics.

RESULTS

Socio-demographic data

A total of 50 individuals were included in the

present study. About age of the respondents,

48% were in the age range of 20-25, 46%

between 26-30 years where as 6% were in

the age range of 31-35 years. The male

respondents constituted 70% of the total

samp le  wh i le  the  fema le  respondents

accounted for 30% of the total sample. The

majority of the respondents had technical

qual if icat ions (68%) whi le  32% of the

respondents had non-technical qualifications.

The majority of the respondents, 76% were

unmarr ied whi le 24% were marr ied. A

majority of (78%) respondents were Hindus;

the remaining 16% and 6% belonged to

Christians and Muslims respectively. Those

from the nuclear families formed the majority

(68%) whereas the remaining 32% came from

joint families. Out of the total, 60% of

respondents were from outside Karnataka and

40% of respondents were from Karnataka.

Concerning the detai ls of stay 40% of

respondents were staying with friends, 34%

were  w i th  fam i l y  and  the  r es t  26%

respondents were staying alone. About the

family background, 52% and 48% of the

respondents hailed from urban and semi-urban

backgrounds respectively.

 

Sl. No. Personal Profile Variable Value Frequency 
(N= 50) 

Percentage 
(%) 

1 Age 
 

20-25 24 48 
26-30 23 46 
31-35 03 06 

2 Education Technical 34 68 
Non-technical 16 32 

3 Gender Male 35 70 
Female 15 30 

5 Marital Status Married 12 24 
Unmarried 38 76 

6 Religion Hindu 39 78 
Muslim 03 06 
Christian 08 16 

7 Type of family Joint 16 32 
Nuclear 34 68 

8 Details of stay Alone 13 26 
With friends 20 40 
With family 17 34 

9 Domicile Urban 24 48 
Semi-urban 26 52 

Table 1: Socio-demographic variables

Level of stress

The assessment of work stress among the 50

respondents, utilizing a work stress scale with

six factors, revealed notable findings. Out of

the total respondents, 19 individuals (38%)

were reported to have high work stress levels.

Add i t i ona l l y,  25  re spondent s  (50%)

experienced moderate work stress, while only

6 respondents (12%) reported mild stress

levels. These results indicate that a significant

portion of the respondents, comprising 88%,

experience moderate to high levels of work

stress (table 2)

Table 2: Level of work stress among the respondents  

Level of Work Stress Frequency Percent 

High 19 38 

Mild 06 12 

Moderate 25 50 

Total 50 100 

Dimensions of Work Stress

Table 3 illustrates the area-wise distribution

of stress among BPO personnel, highlighting

various dimensions of work stress. The data

reveals that ‘performance pressure’ is the

most significant stress factor, with the highest

mean score of 12.06. This is followed by

‘work-family conflict’ with a mean score of

11.38, indicating that balancing work and

family responsibilities is a substantial source

of stress. ‘Bureaucratic constraints’ come

next with a mean score of 10.30, suggesting

that organizational procedures and policies

contribute notably to stress levels. ‘Poor job

prospects’ and ‘poor relations with colleagues’

also significantly impact stress, with mean

scores of 9.88 and 8.76, respectively. Lastly,

‘poor relations with superiors’ have the lowest

mean score of 8.20, yet still represents a

considerable stress factor. Overall, the total

work stress score (WSS) among the 50

respondents ranges from 5 to 100, with a mean

of 60.58 and a standard deviation of 23.603,

reflecting substantial variability in stress

levels among BPO personnel.
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Table 3: Dimensions of Work Stress among BPO Personnel  

Factors of WSS N Mini.  Max. Mean S. D 

Performance Pressure 50 1 22 12.06 4.631 

Work-Family Conflict 50 0 24 11.38 5.799 

Bureaucratic Constraints 50 0 22 10.30 5.052 

Poor Job Prospects 50 1 20 9.88 4.711 

Poor Relations With Colleagues 50 0 18 8.76 4.719 

Poor Relation with Superior 50 0 20 8.20 4.945 

Total WSS 50 5 100 60.58 23.603 

 

Coping Strategies

Table 4 presents the analysis of various

coping strategies among the respondents,

with the mean scores of each dimension

arranged in descending order. The results

indicate that ‘acceptance and redefinition’ is

the most significant coping strategy, with the

highest mean score of 7.52, suggesting that

respondents primarily rely on accepting their

situations and redefining their perspectives to

manage stress. This is followed by ‘positive

distraction’  with a mean score of 7.28,

highlighting the use of engaging activities to

divert attention from stressors. ‘Problem-

focused’ coping, which involves addressing

the root cause of stress, scored 6.34. ‘Denial

and blame’ and ‘religion and faith’ had mean

scores of 5.58 and 5.06,  respect ive ly,

ind icat ing moderate re l iance on these

strategies. ‘Social support’ scored 4.08,

re f l ec t ing  the  r o l e  o f  i n t e rpe rsona l

relat ionships in coping, while ‘negative

distraction’ had the lowest mean score of

3.54, suggesting it is the least favoured

strategy. Overall, the total coping score among

the 50 respondents is 39.46 with a standard

deviation of 8.732, indicating varied coping

mechanisms among individuals.

Table 4: Coping Strategies among BPO Personnel 

 

Coping Factors N Mean S. D. 

Acceptance & Redefinition 50 7.52 2.023 

Positive Distraction 50 7.28 2.711 

Problem Focused 50 6.34 1.912 

Denial & Blame 50 5.58 2.475 

Religion and Faith 50 5.06 2.161 

Social Support 50 4.08 1.275 

Negative Distraction 50 3.54 1.897 

Total Coping 50 39.46 8.732 

 

DISCUSSION

In the present study work stress among the

respondents was assessed using a work

stress scale encompassing six factors. A

higher score indicated higher levels of work

stress, while a lower score indicated lesser

stress levels. Among the 50 respondents, 19

(38%) reported high work stress, 25 (50%)

reported moderate stress, and the remaining

6 (12%) reported mild stress. The total work

stress among the BPO employees revealed a

maximum score of 100 out of 136 on the work

stress scale, with a minimum score of 5. The

mean score was 60.58 with a standard

deviation of 23.603.

Area-wise distribution of stress among BPO

personnel  ind icated that ‘ performance

pressure’ was rated the highest among other

stress dimensions (Mean = 12.06), followed

by ‘work-family conflict’ (Mean = 11.38),

‘bureaucratic constraints’ (Mean = 10.30),

‘poor job prospects’ (Mean = 9.88), ‘poor

relations with colleagues’ (Mean = 8.76), and

‘poor relations with superiors’ (Mean = 8.20).

The findings of the present study align with

those of Chan, Lai, Ko, and Boey (2000), who

examined work stress among six different

professionals: engineers, teachers, nurses,

and life insurance personnel. Their results

indicated that performance pressure and

work-family conflicts were perceived as the

most stressful work aspects, significantly

con t r i but i ng  to  overa l l  work s t r e ss .

Furthermore, stress arising from work-family

conflict, performance pressure, and poor job

prospects was negatively associated with work

satisfaction levels, while poor relationships

with superiors constituted the least stress .In

India’s BPO industry, employees face high

work speed, t ime pressure,  confl ic t ing

requirements, odd hours, permanent night

shifts, high targets, and loss of identity. These

factors contribute to maladaptive stress and

strain. Effective coping mechanisms and

better management practices can mitigate
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stress and enhance employee well-being in

the BPO sector (Brar et al., 2022). Das and

Mitra (2023) investigated the impact of work

stress on job performance and aggression

levels among BPO employees, utilizing the

Occupational Stress Index, Job Satisfaction

Scale, and Aggression Scale. They found that

s t res s  i s  a  common workp la ce  i s sue ,

significantly affecting individuals’ physical and

mental health, as well as organizational

productivity.In another study, Thorsteinsson,

Brown, and Richards (2014) explored the links

between work stress, organizational support,

supervisor support, staff health (psychological

stress, anxiety, depression, fatigue), and work

outcomes (turnover intentions, organizational

commitment, job satisfaction) among 201

office staff. They found that high work stress

correlated with poor health and negative work

outcomes, mediated by perceived stress.

In the present study the analysis of coping

strategies among respondents shows that

‘acceptance and redefinition’ and ‘positive

distraction’ are the most significant, with

mean scores of 7.52 and 7.28, respectively.

The tota l  cop ing  score  among the  50

respondents is  39.46,  w ith a  standard

deviation of 8.732, indicating diverse coping

mechanisms.Verma, Pradesh, and Bhadouriya

(2019) assessed the level of stress and coping

strategies among employees of selected

banks. The study showed that the majority of

respondents were suffering from a moderate

level of stress and had poor coping strategies.

There was a significant negative correlation

between stress and coping strategies among

bank employees. The study also found an

assoc iat ion between stress and coping

strategies. Brar et al., (2022) found that

adaptive stress coping strategies among

employees included positive interpretation

(10%), instrumental social support (10%),

venting emotions (15%), active coping (15%),

re l ig ious cop ing (3.3%), humor (2%),

acceptance (3.3%), planning (15%), and

emotional support (10%). However, 28% of

workers lacked social support from colleagues

or  supe rv i so r s .  Dysfunc t iona l  cop ing

strategies included substance abuse (65%),

mental disengagement (61.7%), behavioral

disengagement (53.3%), restraint (55%),

suppression of competitive activities (50%),

and denial (48.3%) among Business Process

Employees in North India.Overall, these

studies contribute to our understanding of

stress and coping among BPO personnel,

highlighting the importance of addressing

work-related stressors and implementing

targeted interventions to promote employee

well-being in this demanding industry.

IMPLICATION

The present study underscores major issues

that resonate across various sectors, ranging

from social work professionals to individuals,

families, organizations, and society at large.

The findings highlight the pervasive nature of

work stress and its multifaceted impact on

emp loyees ,  emphas i z ing the  need  for

comprehensive strategies to address this

growing concern.  In recent years,  the

interre la t ion between work st ress and

substance abuse has garnered considerable

attention from researchers. The pathways

mediating stress and their influence on health

are intricate, affecting cognitive, affective, and

behav io ra l  funct ions .  Th i s  comp lex i ty

underscores the urgency of developing

e f fec t i ve  prevent i ve  measures  and

interventions to mitigate stress. Effective

strategies are crucial not only for enhancing

individual well-being but also for improving

ove ra l l  workp lace  p roduc t iv i ty  and

satisfaction.

To improve work-related mental health,

governments, organizations, and employers

must implement measures that minimize the

effects of work-related stress and other

psychosocial risks. This includes creating

supportive work environments, promoting
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work-life balance, and providing access to

mental health resources.

CONCLUSION

The findings highlight the prevalent stress

levels and coping mechanisms among BPO

personnel in Bangalore. Given the significant

proportion experiencing high or moderate

stress, interventions are urgently needed to

mitigate these stressors. The dominance of

adaptive coping strategies underscores the

impor tance  o f  imp l ement ing  ta rgeted

interventions and support mechanisms to

alleviate work-related stress and promote

employee well-being in the BPO industry.

Future research and organizational initiatives

should focus on developing comprehensive

strategies to address stressors and enhance

coping resources among BPO personnel.
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