
VOLUME NO. 6 (2016), ISSUE NO. 07 (JULY)  ISSN 2231-1009 

 A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

Indexed & Listed at:  
Ulrich's Periodicals Directory ©, ProQuest, U.S.A., EBSCO Publishing, U.S.A., Cabell’s Directories of Publishing Opportunities, U.S.A., Google Scholar, 

Open J-Gage, India [link of the same is duly available at Inflibnet of University Grants Commission (U.G.C.)], 
Index Copernicus Publishers Panel, Poland with IC Value of 5.09 & number of libraries all around the world. 

Circulated all over the world & Google has verified that scholars of more than 5000 Cities  in 187 countries/territories  are visiting our journal on regular basis. 

Ground Floor, Building No. 1041-C-1, Devi Bhawan Bazar, JAGADHRI – 135 003, Yamunanagar, Haryana, INDIA 

http://ijrcm.org.in/ 

 



VOLUME NO. 6 (2016), ISSUE NO. 07 (JULY)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

http://ijrcm.org.in/ 

ii

CONTENTS 
 
 

Sr. 
No. 

 

TITLE & NAME OF THE AUTHOR (S) 
Page 
No. 

1. DYNAMIC AND CENTRALIZED NETWORK INTRUSION DETECTION SYSTEM FOR REAL TIME WEB 

APPLICATIONS 

M. M. KARTHIKEYAN, DR. V. JAIGANESH & P. VASANTHA KUMAR 

1 

2. OVERVIEW OF TRAJECTORY DATA MINING AND THE TECHNIQUES USED 

DR. R. KOUSALYA & S. DHARANI 
6 

3. THE MULTIFACETED INDIAN MIDDLE CLASS AND INDIA’S GROWTH STORY 

DR. P. SHALINI 
11 

4. A STUDY OF THE RELATIONSHIP BETWEEN INCREASING NETWORK OF AUTOMATED TELLER MACHINES 

(ATMs) AND BANKS’ PROFITABILITY 

ABHINAV D. JOG 

13 

5. THE DEMAND FOR INTERNATIONAL RESERVES: A CASE STUDY OF INDIA 

MOHAMMAD KASHIF & DR. P. SRIDHARAN 
16 

6. A STUDY ON CONFLICT MANAGEMENT STRATEGIES ADOPTED BY MOTOR PUMP SET INDUSTRIES WITH 

SPECIAL REFERENCE TO COIMBATORE CITY 

DR. P. SEKAR & VISHAKA SATISH 

21 

7. LI-FI IS FUTURE TECHNOLOGY OF WIRELESS COMMUNICATION 

SHAHID RAMZAN & MOHD. IRFAN 
24 

8. A STUDY OF BEHAVIOR ON INFORMATION SYSTEM IN A UNIVERSITY CAMPUS BY ANALYSIS OF PEOPLE 

MOBILITY 

LAKSHMI NARAYANAN. J, BALAJEE. J & RANJITH. D 

29 

9. A STUDY OF INTERNET VOTING FOR THE ELECTIONS OF UNIVERSITIES IN SRI LANKA 

JAYASUNDARA GAMAGE CHANDANI 
33 

10. MUTUAL FUND INVESTMENT: FUND MANAGERS VIEW 

SHASHI KUMAR.C 
38 

11. INVESTORS PERCEPTION TOWARDS OPTION AND FUTURE TRADING WITH SPECIAL REFERENCE OF 

MALAPPURAM DISTRICT 

ROHITH.R 

45 

12. WORKFORCE DIVERSITY: CHALLENGES AND ISSUES 

AJAY R 
48 

13. STRESS MANAGEMENT IN BPO SECTOR 

SINDHU A 
51 

14. DATA HIDING BY USING WATERMARKING TECHNIQUE ON HIGH DYNAMIC RANGE IMAGES 

SHARANJEET SINGH, AMARDEEP SINGH & SHRUTI 
57 

15. CUSTOMER RELATIONSHIP MANAGEMENT FOLLOWED BY COMPANIES SELLING ORGANIC PRODUCTS 

WITH REFERENCE TO PATANJALI AND ARJUNA NATURAL EXTRACTS 

VIVEK P.S, VISHNU N BHAT & RAJATH K 

60 

16. ASSESSING THE ROLE OF MICRO AND SMALL LOANS CENTRE (MASLOC) IN ENHANCING THE GROWTH OF 

MICRO AND SMALL-SCALE ENTERPRISES (MSEs) AS A STRATEGY TO ALLEVIATE POVERTY IN THE CENTRAL 

REGION OF GHANA 

BEN EBO ATTOM 

64 

17. A STUDY ON CUSTOMER SATISFACTORY LEVEL ABOUT E-BANKING IN MYSURU CITY: COMPARATIVE 

STUDY BETWEEN PRIVATE AND PUBLIC SECTOR BANKS 

SWETHA.B.P & JYOTHI A N 

71 

18. REAL ESTATE BUSINESS IN KOCHI (KERALA): AN ANALYSIS OF ITS GROWTH AND THE FACTORS AFFECTING 

INVESTORS’ SENTIMENT 

PRINSHA SASEENDRAN & RAGHUNANDAN M V 

77 

19. CORPORATE SOCIAL RESPONSIBILITY AND FINANCIAL PERFORMANCE IN IRON AND STEEL INDUSTRY OF 

INDIA 

POOJA PAL 

86 

20. SME’s MARKETING PROBLEMS: CHALLENGES AND SOLUTION 

NINGIREE DALEEN KAVEZEPA (KASUME) 
90 

 REQUEST FOR FEEDBACK & DISCLAIMER 95 



VOLUME NO. 6 (2016), ISSUE NO. 07 (JULY)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

http://ijrcm.org.in/ 

iii

CHIEF PATRON 
PROF. K. K. AGGARWAL 

Chairman, Malaviya National Institute of Technology, Jaipur 

(An institute of National Importance & fully funded by Ministry of Human Resource Development, Government of India) 

Chancellor, K. R. Mangalam University, Gurgaon 

Chancellor, Lingaya’s University, Faridabad 

Founder Vice-Chancellor (1998-2008), Guru Gobind Singh Indraprastha University, Delhi 

Ex. Pro Vice-Chancellor, Guru Jambheshwar University, Hisar 

 
FOUNDER PATRON 

LATE SH. RAM BHAJAN AGGARWAL 
Former State Minister for Home & Tourism, Government of Haryana 

Former Vice-President, Dadri Education Society, Charkhi Dadri 

Former President, Chinar Syntex Ltd. (Textile Mills), Bhiwani 

 
FORMER CO-ORDINATOR 

DR. S. GARG 

Faculty, Shree Ram Institute of Business & Management, Urjani 

 
ADVISORS 

PROF. M. S. SENAM RAJU 
Director A. C. D., School of Management Studies, I.G.N.O.U., New Delhi 

PROF. S. L. MAHANDRU 
Principal (Retd.), Maharaja Agrasen College, Jagadhri 

 
EDITOR 

PROF. R. K. SHARMA 

Professor, Bharti Vidyapeeth University Institute of Management & Research, New Delhi 

 
EDITORIAL ADVISORY BOARD 

DR. RAJESH MODI 
Faculty, Yanbu Industrial College, Kingdom of Saudi Arabia 

PROF. PARVEEN KUMAR 
Director, M.C.A., Meerut Institute of Engineering & Technology, Meerut, U. P. 

PROF. H. R. SHARMA 
Director, Chhatarpati Shivaji Institute of Technology, Durg, C.G. 

PROF. MANOHAR LAL 
Director & Chairman, School of Information & Computer Sciences, I.G.N.O.U., New Delhi 

PROF. ANIL K. SAINI 
Chairperson (CRC), Guru Gobind Singh I. P. University, Delhi 

PROF. R. K. CHOUDHARY 
Director, Asia Pacific Institute of Information Technology, Panipat 

DR. ASHWANI KUSH 
Head, Computer Science, University College, Kurukshetra University, Kurukshetra 



VOLUME NO. 6 (2016), ISSUE NO. 07 (JULY)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

http://ijrcm.org.in/ 

iv

 

DR. BHARAT BHUSHAN 
Head, Department of Computer Science & Applications, Guru Nanak Khalsa College, Yamunanagar 

DR. VIJAYPAL SINGH DHAKA 
Dean (Academics), Rajasthan Institute of Engineering & Technology, Jaipur 

DR. SAMBHAVNA 
Faculty, I.I.T.M., Delhi 

DR. MOHINDER CHAND 

Associate Professor, Kurukshetra University, Kurukshetra 

DR. MOHENDER KUMAR GUPTA 
Associate Professor, P. J. L. N. Government College, Faridabad 

DR. SHIVAKUMAR DEENE 
Asst. Professor, Dept. of Commerce, School of Business Studies, Central University of Karnataka, Gulbarga 

DR. BHAVET 

Faculty, Shree Ram Institute of Engineering & Technology, Urjani 

 
ASSOCIATE EDITORS 

PROF. ABHAY BANSAL 
Head, Department of Information Technology, Amity School of Engineering & Technology, Amity University, Noida 

PROF. NAWAB ALI KHAN 
Department of Commerce, Aligarh Muslim University, Aligarh, U.P. 

ASHISH CHOPRA 
Sr. Lecturer, Doon Valley Institute of Engineering & Technology, Karnal 

 
FORMER TECHNICAL ADVISOR 

AMITA 
Faculty, Government M. S., Mohali 

 
FINANCIAL ADVISORS 

DICKIN GOYAL 
Advocate & Tax Adviser, Panchkula 

NEENA 
Investment Consultant, Chambaghat, Solan, Himachal Pradesh 

 
LEGAL ADVISORS 

JITENDER S. CHAHAL 
Advocate, Punjab & Haryana High Court, Chandigarh U.T. 

CHANDER BHUSHAN SHARMA 
Advocate & Consultant, District Courts, Yamunanagar at Jagadhri 

 
SUPERINTENDENT 

SURENDER KUMAR POONIA 

 



VOLUME NO. 6 (2016), ISSUE NO. 07 (JULY)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

http://ijrcm.org.in/ 

v

CALL FOR MANUSCRIPTS 
We invite unpublished novel, original, empirical and high quality research work pertaining to the recent developments & practices in the areas of Com-

puter Science & Applications; Commerce; Business; Finance; Marketing; Human Resource Management; General Management; Banking; Economics; 

Tourism Administration & Management; Education; Law; Library & Information Science; Defence & Strategic Studies; Electronic Science; Corporate Gov-

ernance; Industrial Relations; and emerging paradigms in allied subjects like Accounting; Accounting Information Systems; Accounting Theory & Practice; 

Auditing; Behavioral Accounting; Behavioral Economics; Corporate Finance; Cost Accounting; Econometrics; Economic Development; Economic History; 

Financial Institutions & Markets; Financial Services; Fiscal Policy; Government & Non Profit Accounting; Industrial Organization; International Economics 

& Trade; International Finance; Macro Economics; Micro Economics; Rural Economics; Co-operation; Demography: Development Planning; Development 

Studies; Applied Economics; Development Economics; Business Economics; Monetary Policy; Public Policy Economics; Real Estate; Regional Economics; 

Political Science; Continuing Education; Labour Welfare; Philosophy; Psychology; Sociology; Tax Accounting; Advertising & Promotion Management; 

Management Information Systems (MIS); Business Law; Public Responsibility & Ethics; Communication; Direct Marketing; E-Commerce; Global Business; 

Health Care Administration; Labour Relations & Human Resource Management; Marketing Research; Marketing Theory & Applications; Non-Profit Or-

ganizations; Office Administration/Management; Operations Research/Statistics; Organizational Behavior & Theory; Organizational Development; Pro-

duction/Operations; International Relations; Human Rights & Duties; Public Administration; Population Studies; Purchasing/Materials Management; Re-

tailing; Sales/Selling; Services; Small Business Entrepreneurship; Strategic Management Policy; Technology/Innovation; Tourism & Hospitality; Transpor-

tation Distribution; Algorithms; Artificial Intelligence; Compilers & Translation; Computer Aided Design (CAD); Computer Aided Manufacturing; Computer 

Graphics; Computer Organization & Architecture; Database Structures & Systems; Discrete Structures; Internet; Management Information Systems; Mod-

eling & Simulation; Neural Systems/Neural Networks; Numerical Analysis/Scientific Computing; Object Oriented Programming; Operating Systems; Pro-

gramming Languages; Robotics; Symbolic & Formal Logic; Web Design and emerging paradigms in allied subjects. 

Anybody can submit the soft copy of unpublished novel; original; empirical and high quality research work/manuscript anytime in M.S. Word format 

after preparing the same as per our GUIDELINES FOR SUBMISSION; at our email address i.e. infoijrcm@gmail.com or online by clicking the link online 

submission as given on our website (FOR ONLINE SUBMISSION, CLICK HERE).  

GUIDELINES FOR SUBMISSION OF MANUSCRIPT 
 

1. COVERING LETTER FOR SUBMISSION: 

DATED: _____________ 

 

THE EDITOR 

IJRCM 

 

Subject: SUBMISSION OF MANUSCRIPT IN THE AREA OF                                                   . 

(e.g. Finance/Mkt./HRM/General Mgt./Engineering/Economics/Computer/IT/ Education/Psychology/Law/Math/other, please 

specify) 

 

DEAR SIR/MADAM 

Please find my submission of manuscript titled ‘___________________________________________’ for likely publication in one of 

your journals. 

I hereby affirm that the contents of this manuscript are original. Furthermore, it has neither been published anywhere in any language 

fully or partly, nor it is under review for publication elsewhere. 

I affirm that all the co-authors of this manuscript have seen the submitted version of the manuscript and have agreed to inclusion of 

their names as co-authors. 

Also, if my/our manuscript is accepted, I agree to comply with the formalities as given on the website of the journal. The Journal has 

discretion to publish our contribution in any of its journals. 

 

NAME OF CORRESPONDING AUTHOR     : 

Designation/Post*       : 

Institution/College/University with full address & Pin Code   : 

Residential address with Pin Code     : 

Mobile Number (s) with country ISD code    : 

Is WhatsApp or Viber active on your above noted Mobile Number (Yes/No) : 

Landline Number (s) with country ISD code    : 

E-mail Address       : 

Alternate E-mail Address      : 

Nationality        : 

* i.e. Alumnus (Male Alumni), Alumna (Female Alumni), Student, Research Scholar (M. Phil), Research Scholar (Ph. D.), JRF, Research Assistant, Assistant 

Lecturer, Lecturer, Senior Lecturer, Junior Assistant Professor, Assistant Professor, Senior Assistant Professor, Co-ordinator, Reader, Associate Profes-

sor, Professor, Head, Vice-Principal, Dy. Director, Principal, Director, Dean, President, Vice Chancellor, Industry Designation etc. The qualification of 

author is not acceptable for the purpose. 



VOLUME NO. 6 (2016), ISSUE NO. 07 (JULY)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

http://ijrcm.org.in/ 

vi

 

NOTES: 

a) The whole manuscript has to be in ONE MS WORD FILE only, which will start from the covering letter, inside the manuscript. pdf. 

version is liable to be rejected without any consideration. 

b) The sender is required to mention the following in the SUBJECT COLUMN of the mail:  

New Manuscript for Review in the area of (e.g. Finance/Marketing/HRM/General Mgt./Engineering/Economics/Computer/IT/ 

Education/Psychology/Law/Math/other, please specify) 

c) There is no need to give any text in the body of the mail, except the cases where the author wishes to give any specific message 

w.r.t. to the manuscript. 

d) The total size of the file containing the manuscript is expected to be below 1000 KB. 

e) Only the Abstract will not be considered for review and the author is required to submit the complete manuscript in the first 

instance. 

f) The journal gives acknowledgement w.r.t. the receipt of every email within twenty-four hours and in case of non-receipt of 

acknowledgment from the journal, w.r.t. the submission of the manuscript, within two days of its submission, the corresponding 

author is required to demand for the same by sending a separate mail to the journal. 

g) The author (s) name or details should not appear anywhere on the body of the manuscript, except on the covering letter and the 

cover page of the manuscript, in the manner as mentioned in the guidelines. 

 

2. MANUSCRIPT TITLE: The title of the paper should be typed in bold letters, centered and fully capitalised. 

3. AUTHOR NAME (S) & AFFILIATIONS: Author (s) name, designation, affiliation (s), address, mobile/landline number (s), and email/al-

ternate email address should be given underneath the title. 

4. ACKNOWLEDGMENTS: Acknowledgements can be given to reviewers, guides, funding institutions, etc., if any. 

5. ABSTRACT: Abstract should be in fully Italic printing, ranging between 150 to 300 words. The abstract must be informative and eluci-

dating the background, aims, methods, results & conclusion in a SINGLE PARA. Abbreviations must be mentioned in full. 

6. KEYWORDS: Abstract must be followed by a list of keywords, subject to the maximum of five. These should be arranged in alphabetic 

order separated by commas and full stop at the end. All words of the keywords, including the first one should be in small letters, except 

special words e.g. name of the Countries, abbreviations etc.  

7. JEL CODE: Provide the appropriate Journal of Economic Literature Classification System code (s). JEL codes are available at www.aea-

web.org/econlit/jelCodes.php. However, mentioning of JEL Code is not mandatory. 

8. MANUSCRIPT: Manuscript must be in BRITISH ENGLISH prepared on a standard A4 size PORTRAIT SETTING PAPER. It should be free 

from any errors i.e. grammatical, spelling or punctuation. It must be thoroughly edited at your end. 

9. HEADINGS: All the headings must be bold-faced, aligned left and fully capitalised. Leave a blank line before each heading. 

10. SUB-HEADINGS: All the sub-headings must be bold-faced, aligned left and fully capitalised.  

11. MAIN TEXT:  

THE MAIN TEXT SHOULD FOLLOW THE FOLLOWING SEQUENCE: 

 INTRODUCTION 

 REVIEW OF LITERATURE 

 NEED/IMPORTANCE OF THE STUDY 

 STATEMENT OF THE PROBLEM 

 OBJECTIVES 

 HYPOTHESIS (ES) 

 RESEARCH METHODOLOGY 

 RESULTS & DISCUSSION 

 FINDINGS 

 RECOMMENDATIONS/SUGGESTIONS   

 CONCLUSIONS 

 LIMITATIONS 

 SCOPE FOR FURTHER RESEARCH 

 REFERENCES 

 APPENDIX/ANNEXURE 

The manuscript should preferably be in 2000 to 5000 WORDS, But the limits can vary depending on the nature of the manuscript. 



VOLUME NO. 6 (2016), ISSUE NO. 07 (JULY)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

http://ijrcm.org.in/ 

vii

 

12. FIGURES & TABLES: These should be simple, crystal CLEAR, centered, separately numbered & self-explained, and the titles must be 

above the table/figure. Sources of data should be mentioned below the table/figure. It should be ensured that the tables/figures are 

referred to from the main text.  

13. EQUATIONS/FORMULAE: These should be consecutively numbered in parenthesis, left aligned with equation/formulae number placed 

at the right. The equation editor provided with standard versions of Microsoft Word may be utilised. If any other equation editor is 

utilised, author must confirm that these equations may be viewed and edited in versions of Microsoft Office that does not have the 

editor. 

14. ACRONYMS: These should not be used in the abstract. The use of acronyms is elsewhere is acceptable. Acronyms should be defined 

on its first use in each section e.g. Reserve Bank of India (RBI). Acronyms should be redefined on first use in subsequent sections. 

15. REFERENCES: The list of all references should be alphabetically arranged. The author (s) should mention only the actually utilised 

references in the preparation of manuscript and they may follow Harvard Style of Referencing. Also check to ensure that everything 

that you are including in the reference section is duly cited in the paper. The author (s) are supposed to follow the references as per 

the following: 

• All works cited in the text (including sources for tables and figures) should be listed alphabetically.  

• Use (ed.) for one editor, and (ed.s) for multiple editors.  

• When listing two or more works by one author, use --- (20xx), such as after Kohl (1997), use --- (2001), etc., in chronologically ascending 

order. 

• Indicate (opening and closing) page numbers for articles in journals and for chapters in books.  

• The title of books and journals should be in italic printing. Double quotation marks are used for titles of journal articles, book chapters, 

dissertations, reports, working papers, unpublished material, etc. 

• For titles in a language other than English, provide an English translation in parenthesis. 

• Headers, footers, endnotes and footnotes should not be used in the document. However, you can mention short notes to elucidate 

some specific point, which may be placed in number orders before the references. 

 

PLEASE USE THE FOLLOWING FOR STYLE AND PUNCTUATION IN REFERENCES: 

BOOKS 

• Bowersox, Donald J., Closs, David J., (1996), "Logistical Management." Tata McGraw, Hill, New Delhi.  

• Hunker, H.L. and A.J. Wright (1963), "Factors of Industrial Location in Ohio" Ohio State University, Nigeria.  

CONTRIBUTIONS TO BOOKS  

• Sharma T., Kwatra, G. (2008) Effectiveness of Social Advertising: A Study of Selected Campaigns, Corporate Social Responsibility, Edited 

by David Crowther & Nicholas Capaldi, Ashgate Research Companion to Corporate Social Responsibility, Chapter 15, pp 287-303. 

JOURNAL AND OTHER ARTICLES  

•          Schemenner, R.W., Huber, J.C. and Cook, R.L. (1987), "Geographic Differences and the Location of New Manufacturing Facilities," 

Journal of Urban Economics, Vol. 21, No. 1, pp. 83-104. 

CONFERENCE PAPERS  

•          Garg, Sambhav (2011): "Business Ethics" Paper presented at the Annual International Conference for the All India Management Asso-

ciation, New Delhi, India, 19–23 

UNPUBLISHED DISSERTATIONS  

•          Kumar S. (2011): "Customer Value: A Comparative Study of Rural and Urban Customers," Thesis, Kurukshetra University, Kurukshetra. 

ONLINE RESOURCES  

• Always indicate the date that the source was accessed, as online resources are frequently updated or removed.  

WEBSITES 

• Garg, Bhavet (2011): Towards a New Gas Policy, Political Weekly, Viewed on January 01, 2012 http://epw.in/user/viewabstract.jsp



VOLUME NO. 6 (2016), ISSUE NO. 07 (JULY)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

http://ijrcm.org.in/ 

51

STRESS MANAGEMENT IN BPO SECTOR 
 

SINDHU A 

ASST. PROFESSOR 

NAGARJUNA DEGREE COLLEGE 

RAMAGONDANAHALLI 

 

ABSTRACT 
The BPO industry is India is one of the major job providers. It offers jobs not just to first time job seekers, but also too retired professionals and persons working 

from home. Indian BPO industry faces high work pressure. Due to globalization and competition, work pressures are higher than ever. Due to these challenges 

workforce are working longer than they were doing earlier to meet up with their career demands. Working in night shifts, excessive workload, unreachable targets 

are few factors which have been causes of severe stress among BPO employees. This paper attempts to understand the factors causing stress and how these 

employees manage their stress. 

 

KEYWORDS 
stress management, BPO, employees, work pressure. 

 

INTRODUCTION 
PO stands for business process outsourcing. It involves outsourcing of operations and responsibilities of any business to a third party. It can be also said 

that the company has replaced in-house services and hired an outside firm for hiring its services. The back office functions, like accounting, finance, writing 

and human resources are some of the services done through the business process outsourcing by the firms. 

Increase in global technology spending and opportunities created through adoption of disruptive technologies are expected to propel growth in FY2014. NASSCOM 

expects the industry to clock export revenues of USD 84-87 bn maintaining a growth rate of 12-14 per cent. Domestic revenues will also grow at a rate of 13-15 

per cent and are expected to reach INR 1180-1200 bn. 

Changing business models, emergence of new technologies, buyer segments and solutions for emerging markets will help India retain its position as the global 

sourcing leader and an emerging trustworthy innovation hub.  

 

FY 2013 – REVIEW 
Despite challenges in the global market, Indian IT-BPM industry sustained its growth trajectory and is expected to clock export revenues of USD 75.8 bn with a Y-

o-Y growth rate of 10.2 per cent. Domestic market also witnessed Y-o-Y growth rate of 14.1 per cent taking the domestic revenues to INR 1,047 bn. The Indian IT-

BPM sector continues to be one of the largest employers in the country directly employing nearly 3 million professionals, adding over 180,000 employees. FY2013 

can be characterized as the year of rapid transition and transformation leading the industry into expanding into newer verticals and geographies, attracting new 

customer segments, and transforming from technology partners to strategic business partners. 

 

STRESS MANAGEMENT 
THE CONCEPT OF STRESS 

Hans Selye was one of the founding fathers of stress research. His view in 1956 was that “stress is not necessarily something bad – it all depends on how you take 

it. The stress of exhilarating, creative successful work is beneficial, while that of failure, humiliation or infection is detrimental.” Selye believed that the biochemical 

effects of stress would be experienced irrespective of whether the situation was positive or negative. 

Since then, a great deal of further research has been conducted, and ideas have moved on. Stress is now viewed as a “bad thing”, with a range of harmful bio-

chemical and long-term effects. These effects have rarely been observed in positive situations. 

The most commonly accepted definition of stress (mainly attributed to Richard S Lazarus) is that stress is a condition or feeling experienced when a person per-

ceives that “demands exceed the personal and social resources the individual is able to mobilize.” In short, it’s what we feel when we think we’ve lost control of 

events. 

Employees in the Business Process Outsourcing (BPO) industry, who account for 25 per cent of the information technology (IT) and IT-enabled services personnel 

in the city, may suffer from low self-esteem. 

According to a study published in the Human Resources Management journal of the Indian Institute of Planning and Management (IIPM), BPO work, which is just 

a relief from unemployment, is viewed poorly in society as it is easily available and because it involves night shifts. 

(Hindu Online edition July 28th 2005) 

Few factors that have caused stress among BPO employees 

Long working hours in BPO is a combination of workload, call volume and travel time. Any average agent puts in 11-12 hours of work per day and at times it 

reaches 14 hours in case of companies that encourage overtime. Operational heads regularly work 17-18 hours per day besides staying back for customer confer-

ence calls. 

Stress due to Work Timing: The geographical time difference with the US and the UK gives Indian industry one of the biggest advantages to remain a dominant 

player in the BPO. Hence the employees have to work in nights for long. This creates stress and causes a drastic change in the activities of body. 

Stress due to Repetitive Nature of Work: Monotony is another important reason for stress. Possible solutions can be hiring retired personnel or housewives, since 

these groups with more experience tend to get frustrated the least. Since other innovative measures can be periodic job rotation. 

Stress due to Workload: It is argued that even IT services employees have tremendous workload, so why it is that only the BPO employees complain. Though IT 

services employees work for long and odd hours, the long working hours are interspersed with smoke breaks, coffee breaks or chat with colleagues. Unfortunately, 

this is not the case in call centers, a fresher gets a little respite, since the first few months on the job involves a lot of training time. 

Stress due to Insufficient Holidays: Most of the employees have to work on Indian holidays. While some companies do celebrate Indian holidays there are a 

number of small and big call centers, which do not observe Indian holidays. 

Stress due to Pressure to Perform on Metrics: Every single action in a call center needs to conform to a performance metric. This is because most call centers are 

keen on different standard certifications. It is more of business necessity for most companies to follow these quantifiable business metrics to attract customers. 

With experience, the stress level goes down, and more importantly, working on such quantifiable performance parameters helps the employees in their future 

careers. 

Stress due to Travel Time: Most call centers are located on the outskirts of cities, and therefore most employees spend a long time traveling to and from their 

offices. Again, this is a unique problem of the Indian industry. Most call centers require large manpower in order to scale up and grow, and to support such huge 

workforces; they need lot of space. And exorbitant land prices in cities necessitate their movement to the outskirts. 

Stress due to Call Volumes: While the overall workload is quite high, call volume itself is proving to be a major cause of stress. In most call centers, there is hardly 

any respite between two calls. 

B



VOLUME NO. 6 (2016), ISSUE NO. 07 (JULY)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

http://ijrcm.org.in/ 

52

Stress Caused due to Overtime: Though most companies encourage overtime with incentives, this can be a major reason for stress. Initially, fresher’s who are 

willing overtime for making more money feel stressed once they are into it and performing. Overtime, along with long working hours and travel time, is turning 

out to be a potent combination, causing call center related stresses. 

Cultural Shifts: Though on one side we learn to become as professional as western world executives some other disturbing issues are arising. One such serious 

issue is the personal habits that have undergone a considerable change. The personal habits, discipline are changed due to western culture. 

Detachment from the Family: Since the daytime is spent in sleep and recreational activities with friends. The employees are hardly able to give time for their 

families. Problems become more pronounced when they get married. Additional responsibilities of running a family demands more time and hence eventually 

people quit the industry. Most of the employees work on Indian holidays too, which causes frustration. Some employees even feel the need for inclusion in the 

family and the society. Hence it is important for family members to render support for their young sons and daughters and to help them with the stress that they 

are undergoing. 

 

OBJECTIVES 
1. To find out the reasons causing stress among the BPO employees  

2. To understand the stress factors and their management by BPO employees 

3. To suggest measures to cope up with the work stress 

 

REVIEW OF LITERATURE 
Dr. K. Tamizharasi et al (2014) revealed that the competitive environment, technological advancements, HR Practices, economic development, social developments 

changes are causing the stress factors for BPO employees. Consequently, every employee is expected to work for long hours, perform multiple jobs, available for 

24 hours in seven days. These reasons give a mentally as well as physical problems to the employees. When these problems increase, then it gives a pressure, 

strain, anxiety, tension, trauma to the employees and ultimately the productivity of the employee‘s decreases. 

Mrs. Shilpa R et al (2013) research paper threw light that it is the responsibility of BPO companies, to to take proper initiative to reduce the stress level among the 

employees by adapting some of the technique like Muscle Relaxation, Bio feed Back, Meditation, Cognitive Restructuring, Time Management, Employee Assistance 

Programme, and Wellness Programme. 

Dr. S. M. Murali Krishna et al (2013) The key stressors which affect maximum number of BPO professionals are Poor Peer Relations, Intrinsic Impoverishment and 

Under-participation. This is because BPO employees are becoming more and more career conscious, they want to accept challenges, improve performance and 

want to become socially and economically independent 

Geeta Kumari and K. M. Pandey et al (2011) emphasized that Stress in the work place has become the black plague of the present century. Much of the stress at 

work is caused not only by work overload and time pressure but also by lack of rewards and praise, and more importantly, by not providing individuals with the 

autonomy to do their work as they would like 

 

SCOPE OF THE STUDY  
The study was conducted to examine the factors causing work life stress and stress management techniques of BPO employees. The scope of the study is limited 

to Bangalore only  

 

METHODOLOGY 
The primary data have been collected through the method of interview schedule and structured questionnaire from the employees at BPO sector in Bangalore. 

Out of 50 respondents, 30 responded to questionnaire. 

 

FINDINGS OF THE STUDY 
FIG. 1 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Out of the respondents 60% believed that work environment was a stress Factor. 

 

FIG. 2 
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Out of respondents, 30% of them strongly agreed late night shift was a stress factor for them while 60% of respondents were neutral in their response. 

 

FIG. 3 

 
Out of respondents, 40% agreed target were their stress factor while 10% disagreed it was not so. 

 

FIG. 4 & 5 

 
70% of respondents agreed that insufficient holidays were the reason for their stress in the work place and 93% of respondents were neutral in response to agree 

workload as a stress factor. 

FIG. 6 & 7 

 
Work timing was a factor of stress for 90% of the respondents and 80% of respondents believed that repetitive nature of work as their stress factor. 
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FIG. 8 & 9 

 
Health issue was a concern of majority of 80% of the respondents and 50% of them respondents agreed that long working hours were causing stress in their work 

place. 

FIG. 10 & 11 

 
80% of the respondents believed that pressure to perform on metrics was a major stress factor and 90% of the respondents agreed that over time was their stress 

factor. 

FIG. 12 & 13 

 
Only 10% agreed that number of calls was a stress factor in their work place. 
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FIG. 14 & 15 

 
70% of respondents agreed that constant monitoring by superiors was a stress factor. 

MANAGEMENT OF STRESS BY THE EMPLOYEES  

FIG. 16 

 
Majority of them agreed that listening to music helped them to manage stress while 17% believed that work life balance helped to relieve stress. 

 

CONCLUSION 
In modern competition oriented corporate scenario organizations try to squeeze out more output with fewer resources by contributing less which is the main 

cause of employee stress. The productivity of the work force is the most crucial factor as far as the success of an organization is concerned. The productivity in 

turn is dependent on the psychosocial wellbeing of the employees. 

Overtime, repetitive work and health issues are the major factors causing stress for BPO employees. Proper stress management techniques could be adopted. 

Listening to music was the major stress buster for the employees. Even stress could be handled with activites like get-togethers, team building fun activities, 

vibrant ambience of workplace, attractive designations, impressive salary structure etc, the main objective of all this is to bring right balance between work and 

fun to enable employees for coping with the pressures and emotional pains of job. 
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ANNEXURE 

QUESTIONNAIRE 
Dear Respondent: 

Please fill in the questionnaire. This information is purely confidential and used for only research. 

Name of the Respondent (optional)  : 

Age     : Below 30 / 31-40/ 41-50 / 51-58  

Gender    : Male / Female 

Years of Service in B.P.O.  : Less than 5 Years / 5-10 / 10-20 /20-30 / More than 30 Years 

Name of the Company (Optional)  : 

Your Designation    :  

Please choose any one answer for each of the following statements. The five options given. 

 

SL NO Causes of Stress  Strongly Agree  Agree   Disagree Neutral 

1 Work Environment         

2 Late Night Shift         

3 Target         

4 Travel Time         

5 Insufficient Holidays         

6 Work Load         

7 Work Timing         

8 Repetitive Nature of Work         

9 Health Issues         

10 Long Working Hours         

11 Pressure to Perform on Metrics         

12 Overtime         

13 Insufficient Breaks         

14 Call Volume/ Number of Calls         

15 Physical Strain         

16 Your immediate superior         

17 Constant monitoring by superiors         

      

How do you manage stress? 

SL NO Causes OF Stress  Strongly Agree  Agree   Disagree Neutral 

1 Listening to Music         

2 Managing workplace chaos         

3 Surfing the net          

4 Playing games          

5 Arts & Craft          

6 Books/TV          

7 Work life Balance         
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