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Culture Shift
With many IT companies acquiring BPO businesses, the expectations of 
BPO employees are slowly aligning with those of IT

onkar sharma
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The BPO industry in India 
underwent a transforma-
tion in the last few years, 
mainly after the 2008 

downturn. While the downturn 
was not the only reason behind the 
changed landscape, the increased 
emphasis among Indian IT compa-
nies to strengthen their BPO muscle 
has impacted the pure-play BPO 
market. A few BPO companies thus 
got acquired and they are now a 
part of the larger canvas of the IT 
services vendor. While acquisitions 
of BPO companies by IT companies 
prove the importance of BPO, it 
isolates the pure-play BPO industry. 
What happens to employees then? 
The survey reveals that the impor-
tance given by the BPO industry 
to its employees has gone up. It is 
apparent form their increased focus 
on employees’ career enhancement, 
training and retention programs. The 
DQ-CMR BPO E-SAT Survey 2012 
clearly bears this out. 

The needs and expectations of 
BPO employees are different from 
that of their IT industry counter-
parts. The survey reveals that salary 
continues to be a significant factor 
to change jobs. But other factors 
such as growth opportunities, good 
work environment, flexibility of 

working hours and such factors that 
mattered more in IT has also started 
becoming important in the BPO 
industry. Even BPO workers are 
equally concerned about the brand 
image of a company. 

Transport by the company is 
something that is one of the top 3 
parameters to influence their deci-
sion. The expectations of BPO em-
ployees continue to center around 
practical areas such as availability 
of transport facilities, salary dif-
ference, and availability of actual 
benefits to select the company they 
would like to work for. That’s un-
derstandable given the odd working 
hours in this industry. 

Having said that, employees 
of BPO companies that are part 
of larger IT, have started showing 
more appreciation for factors such 
as focused leadership, brand image, 
management, and appraisal system, 
which are de rigueur for IT. 

Necessities Still Rule
Continuing on the practical or utili-
tarian bent of BPO employees, it also 
means that BPO employees are more 
objective in terms of evaluating their 
employer. Which means that their 
satisfaction depends more on whether 
their immediate needs are met or not; 
intangible factors like company im-
age or culture may come later.

Given this, it is easier for HR 
managers in BPO to address the 
demands of their employees. How-
ever, employee satisfaction does 
not always correlate positively with 
employee loyalty. That is why attri-
tion rate is always high in the BPO 
sector. Contributing to the discon-
nect are work environment factors 
such as odd working hours and 
frequent change in the shifts. The 
biggest factor that induces stress on 
BPO employees continuous push for 
productivity and efficiency. 

While in our IT employee satis-
faction survey the top 3 companies 

It is a truth 
universally 
acknowledged that 
stress at work 
is perhaps the 
biggest reason of 
the high attrition 
rate in the BPO 
sector

In FY12, companies like FIS and Hinduja Global have improved their employee satisfaction scores and thus 
been rated above in the list. vCustomer, which was at #1 last year, fell to #4

Top Bpo EmployErs 2012
Company Empex Score 

2012
Rank 2012 Empex 

Score 2011
Rank 2011 Change in Rank

Aegis 88.0 1 87.6 2 1

Wipro BPO 84.5 2 87.1 3 1

Tech Mahindra 83.6 3 New Entrant

vCustomer 83.6 4 88.0 1 -3

FIS Global Business Solutions 82.6 5 81.1 10 5

Hinduja Global Solutions 80.1 6 79.2 13 7

Mahindra Satyam 79.2 7 New Entrant

Aditya Birla Minacs Worldwide 79.1 8 85.3 7 -1

Serco Global Services 78.5 9 New Entrant

Quatrro Global Services 77.1 10 New Entrant
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ovErall saTisfacTion
S.No Company Overall Satisfaction Rank’12

All (Top 14 Companies) 7.9

1 Aegis 8.6 1

2 vCustomer 8.6 2

3 Tech Mahindra 7.9 3

4 Hinduja Global Solutions  7.9 4

5 FIS Global Business Solutions 7.9 5

6 Mahindra Satyam 7.9 6

7 Aditya Birla Minacs Worldwide 7.8 7

8 Serco Global Services 7.5 8

9 Wipro BPO 7.4 9

10 EXL Service 7.4 10

The employee satisfaction score was calculated based on 10 parameters on which the employees rated their employers
Base: 1,304

Hr scorEs 2012
Company HR Score 2012 Rank 2012

Wipro BPO 9.8 1

Serco Global Services 9.5 2

Tech Mahindra 9.2 3

eClerx Services 8.0 4

Syntel KPO 7.9 5

Aegis 7.7 6

Knoah Solutions 7.4 7

Quatrro Global Services 6.7 8

vCustomer 6.7 9

FIS Global Business Solutions 6.6 10

While one might see HR to be overly critical, it could  also mean that 
the young BPO crowd is not that concerned about the long-term 
company image related issues, which HR considers as crucial

Base: 1,304

More than any environment, the BPO environment can actually feel 
elated on the employee scores where Aegis stands at #1

EmployEE scorE 2012
Company Employee Score 2012 Rank 2012

Aegis 80.4 1

vCustomer 77.0 2

FIS Global Business Solutions 76.0 3

Wipro BPO 74.7 4

Tech Mahindra 74.5 5

Mahindra Satyam 74.3 6

Hinduja Global Solutions  73.6 7

Aditya Birla Minacs Worldwide 74.4 8

EXL Service 71.1 9

Quatrro Global Services 70.5 10
Base: 1,304



DATAQUEST | A CyberMedia Publication  visit www.dqindia.com November 30, 2012  | 21

shared all the top positions in broad 
parameters, in BPO there are 6 
different companies in the top 3 
parameters. Aegis has shown leader-
ship in most parameters. Unlike 
the previous year, the top compa-
ny—Aegis—has gone a mile ahead 
in terms of leaving other companies 
behind in most parameters. vCus-
tomer which was #1 overall the pre-
vious year has fallen down the list 
in a number of parameters. Since 
the BPO has been acquired by Tech 
Mahindra, it is easy to ascertain the 
on-going merger process leading to 
the downgrade in the E-SAT survey.  

Where Do You Like to Work
BPO E-SAT survey further un-
derlines the aspirations of these 
employees working in the BPOs. 
It seeks to know the company they 
want to be with in the future. 

Interestingly, the respondents 
rated TCS as the number one pre-
ferred employer to work with. They 
put this above Google, Wipro BPO, 
IBM Daksh, Accenture, etc. Since 
TCS has continued to perform better 
in the industry even in tough times 
and has a positive outlook for the 
upcoming quarters, BPO employees 
are attracted to the company. Also on 
number 2, Google has also influ-
enced the minds of BPO employees. 
They want to be part of Google work-
force. While this was an open-ended 
question, many BPO employees laid 
their emphasis on working with the 
BPO arms of big companies. 

A non-IT company JP Morgan 
also features in the list which under-
lines the diversity of choice amongst 
the employees. 

Base: 1,304

company imagE
S.No Company Company Image Rank’12

All (Top 14 Companies) 6.6
1 FIS Global Business Solutions India 7.8 1
2 Wipro BPO 7.4 2
3 Hinduja Global Solutions 7.4 3
4 Aegis 6.4 4
5 vCustomer 6.3 5
6 Mahindra Satyam 6.3 6
7 Tech Mahindra 6.2 7
8 Aditya Birla Minacs Worldwide 5.9 8
9 EXL Service 5.9 9
10 Knoah Solutions 5.7 10

FIS Global Business Solutions performed well on the image first leaving 
old timers like Wipro, Tech Mahindra, and vCustomer

company culTurE
S.No Company Company culture Rank’12

All (Top 14 Companies) 8.0
1 Aegis 8.7 1
2 vCustomer 8.4 2
3 Aditya Birla Minacs Worldwide 8.1 3
4 Mahindra Satyam 8.1 4
5 FIS Global Business Solutions 8.0 5
6 Wipro BPO 7.9 6
7 Tech Mahindra 7.9 7
8 Hinduja Global Solutions 7.7 8
9 EXL Service 7.7 9
10 Serco Global Services 7.6 10

Overall, the work culture in the BPO industry remained positive, at an 
industry average of 8.03%

Base: 1,304

JoB conTEnT
S.No Company Job Content / Growth Rank’12

All (Top 14 Companies) 7.9
1 Aegis 8.5 1
2 Mahindra Satyam 8.2 2
3 vCustomer 8.2 3
4 Aditya Birla Minacs 

Worldwide
8.1 4

5 Tech Mahindra 7.8 5
6 FIS Global Business 

Solutions India
7.8 6

7 Hinduja Global Solutions 7.8 7
8 Wipro BPO 7.7 8
9 Serco Global Services 7.6 9
10 EXL Service 7.6 10

Aegis managed to give its employees the needed job satisfaction, 
resulting into its overall impressive ranking

Base: 1,304

Salary continues 
to be a major issue 
for employees in 
the BPO industry



22  | November 30, 2012 visit www.dqindia.com	 	 DATAQUEST | A CyberMedia Publication

cover story

Stress and Illnesses
Stress at work is perhaps the biggest 
reason of the high attrition rate in 
the BPO sector.  Travel time is the 
biggest reason of stress among the 
BPO employees. They have rated 
this above insufficient holidays. 
Paucity of holidays and less space 
for personal life is a major reason.

The survey also underlines that 
work timing, repetitive nature of 
work, long working hours, health 
issues, pressure to perform on met-
rics, insufficient breaks are also key 
reasons of stress. 

Not only this, it points out the 
factors such as overtime, irate 
customers, frequent change in 
scripts, call volume/number of calls, 
physical strain, non-negotiable 
performance metrics, your immedi-
ate superior, constant monitoring by 
superiors, and performance metrics 
are causes of constant stress. 

BPO employees working on odd 
hours have to go through severe 
sleeping disorders, reveals the sur-
vey. Sleeping disorders are common 
across all BPO employees and are 
the top reason for illness at work. 
Closely associated is digestive sys-
tem disorder which has been rated 
#2 in the survey. Similarly, the 
employees face a number of health-
related issues at work like eye-sight 

salary & compEnsaTion
S.No Company

Salary & 
Compensation 

Rank’12

All (Top 14 Companies) 6.4
1 Aegis 7.7 1
2 Tech Mahindra 6.9 2
3 Aditya Birla Minacs Worldwide 6.7 3
4 vCustomer 6.6 4
5 FIS Global Business Solutions 6.4 5
6 Hinduja Global Solutions 6.1 6
7 EXL Service 6.1 7
8 Mahindra Satyam 6.0 8
9 Quatrro Global Services 5.9 9
10 Wipro 5.9 10

In FY12, the average salary rose to 0.27%. And this happened when 
there were undertones of slowdown in the industry

Training
S.No Company Training Rank’12

All (Top 14 Companies) 8.2
1 Aegis 9.1 1
2 Aditya Birla Minacs Worldwide 8.6 2
3 Hinduja Global Solutions 8.5 3
4 vCustomer 8.4 4
5 Mahindra Satyam 8.2 5
6 Serco Global Services 8.0 6
7 Tech Mahindra 8.0 7
8 Wipro BPO 7.9 8
9 FIS Global Business Solutions 7.9 9
10 Knoah Solutions 7.8 10

Aegis pushed Aditya Birla Minacs to #2 mainly because of its impressive 
performance in parameters such as training, salary, people management, 
work culture, etc

pEoplE managEmEnT
S.No Company People Rank’12

All (Top 14 Companies) 8.3

1 Aegis 9.0 1

2 vCustomer 8.7 2

3 Mahindra Satyam 8.5 3

4 Hinduja Global Solutions 8.3 4

5 Aditya Birla Minacs Worldwide 8.3 5

6 Tech Mahindra 8.2 6

7 Knoah Solutions 8.2 7

8 FIS Global Business Solutions India 8.1 8

9 Wipro BPO 8.1 9

10 Serco Global Services 8.0 10

People management is a critical function in any BPO setup, which 
seemed to have improved in FY12 mainly because of the focus on 
employee retention
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appraisal sysTEm
S.No Company

Appraisal 
System

Rank’12

All (Top 14 Companies) 6.8
1 Aegis 7.7 1
2 vCustomer 7.3 2
3 Aditya Birla Minacs Worldwide 6.8 3
4 Mahindra Satyam 6.8 4
5 Tech Mahindra 6.8 5
6 Wipro BPO 6.8 6
7 FIS Global Business Solutions India 6.7 7
8 Quatrro Global Services 6.5 8
9 Serco Global Services 6.5 9
10 Hinduja Global Solutions 6.4 10

Appraisal is a key area when it comes to retaining people in the BPO 
industry. While Aegis and vCustomer managed high scores, Serco and 
Hinduja Global tried to keep pace with the industry average

gEndEr inclusiviTy
S.No Company

Gender 
Inclusivity

Rank’12

All (Top 14 companies) 7.5
1 Aegis 8.1 1
2 Aditya Birla Minacs Worldwide 7.9 2
3 Tech Mahindra 7.8 3
4 Wipro BPO 7.7 4
5 Mahindra Satyam 7.7 5
6 vCustomer 7.5 6
7 FIS Global Business Solutions 7.4 7
8 Hinduja Global Solutions  7.3 8
9 EXL Service 7.1 9
10 Syntel KPO 7.0 10

Late night shifts is a major reason that affects gender inclusivity in 
BPO set-ups. However Aegis surpassed all its competitors scoring 
much more than the industry average

TypE of illnEss
%

Sleeping Disorders 37.7
Digestive System Related Disorder 29.0
Eye Sight Problem 29.0
Depression 13.4
Severe Stomach 
Related Problems

13.3

Ear Problem 8.3
Anxiety 8.2
Voice Loss 7.2
Lethargy 6.5
Chest Related Infection 4.2
Backache 2.3

Base: All 1,023

While a number of BPO employees suffer from sleep disorders, they also 
lose immunity over a period of time and suffer from eye sight problems
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prEfErrEd EmployEr
Company % of Respondents 2012
Tata Consutancy Services                          8.2
Google 6.9

IBM Daksh  5.0
Wipro BPO                              4.5
Accenture                                         3.4
Infosys BPO 3.2
American Express                                  2.3
Microsoft                                         2.2
Aegis                                             2.1
JP Morgan                                        2.0
Delliote                                          1.9
Amex 1.7
FIS Global                                        1.4
Genpact BPO      1.3
Dell   1.2
Tech Mahindra                                     1.2

Base: 1,111
Respondents were asked, by means of an open-ended question, to name 
their most preferred company. Most preferred company could  be any 
company irrespective of any sector

problem, depression, ear problem, 
anxiety, voice loss, lethargy, chest 
infection, and backache. 

Salary continued to be the major 
issue for employees in the BPO 
industry. It’s the major reason for 
them to change employers. All other 
issues are secondary for them. Future 
of the employees is another concern. 
The BPOs offer little future prospects 
to employees, thereby dragging them 
into depression and forcing them to 
behave more practically while chang-
ing their jobs. The survey underlines 
that salary is the 70% reason for 
leaving a job and lack of opportuni-
ties is the second with 40%. 

Ups and Downs in the Pecking 
Order
vCustomer was not able to sustain 
its position in FY12 and slipped to 
#3. Aegis, which was at #2 last year, 
emerged at the Best BPO E-Sat Em-
ployer in 2012. Significantly, Aegis 
has performed in all aspects ahead of 
its competitors. Wipro which was #3 
last year inched to #2 position and 
Tech Mahindra which is a new par-
ticipant managed to grab #3 place. 
A major factor affecting the ranking 
might be the vCustomer acquisition 
by Tech Mahindra. 

Aegis seems to have cracked the 
success formula looking at how the 
company has continuously improved 
its ranking over a couple of years 
now. In 2010, it improved its ranking 
by 3 places, moving up from 7 to 4th 
place. And in FY11, it went further 
northward by 2 ranks, placing itself 
at the second position. But in FY12, 
it grabbed the highest rank in the cat-
egory and that too, based on its good 
performance on almost all parameters. 
Other new entrants like Mahindra 
Satyam (#7), Serco (#9), and 
Quatrro (#10) have also picked up 
places among the top 10. Mahindra 
Satyam has returned to the list after 
a long time and having entered, 
have pushed Aditya Birla Minacs 
one place down to #8.. n

cHiEf rEasons for sTrEss aT Work
%

Travel Time 37.9

Insufficient Holidays 34.0

Work Load 29.2

Work Timing 25.3

Repetitive Nature of Work 25.0

Long Working Hours 21.0

Health Issues 17.5

Pressure to Perform on Metrics 16.2

Insufficient Breaks 15.4

Overtime 12.7

Irate Customers 12.0

Frequent Change in Scripts 10.9

Call Volume/Number of Calls 10.8

Physical Strain 9.9

Non-negotiable Performance Metrics 9.8

Your Immediate Superior 8.4

Constant Monitoring by Superiors 7.7

Performance Metrics 7.4

Overtime 6.4
Base: All 1,231

While travel time is the biggest reason for stress at work in the BPO 
industry, lack of holidays and volume of work also irks employees
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methodology 
Research Design

The survey was designed and carried out in 2 phases. In the first phase an HR questionnaire was sent 
to about 100 BPO companies to get the company specific data that was to be used in analysis and 
for devising the sample break up for each company. In total 15 companies confirmed their participation 
in the survey out of which only 14 companies participated in the second round. Hence, a large-scale 
survey was then conducted in the second phase among 1,304 employees in 14 companies across the 
country. The 7 major regions covered were: Mumbai, Pune, Kolkotta, NCR, Chennai, Hyderabad, and 
Bengaluru. In each city, a sample quota was assigned based on the company’s employee strength in 
that city. 

This quota system was followed strictly to get a proper representation of the different types 
of employees in the sample. The employee survey included only call-floor executives and operational 
managers at all levels but excluded back-end support staff from departments like HR and 
administration. These interviews were based on a structured questionnaire that comprised a number 
of statements classified under different broad parameters like company image, culture, job content 
or growth, training, salary & compensation, appraisal system, people, and gender inclusivity. The 
employees were asked to rate each of the statements on a 10-point scale.

Other than the above parameters, they were also asked about their salary structure, preferred 
company in the industry, overall satisfaction, and reasons for joining or reasons for leaving a company, 
and work-related stress and ailments if any. In order to retain objectivity, every attempt was made to 
take an unbiased sample. Every effort was also made to ensure that the management of the company 
neither influenced the employee responses nor got an opportunity to select respondents for the 
interviews. 

The E-Sat Score 2012
The employee satisfaction score was calculated based on 11 parameters, and was weighted and 
indexed on a score of 100. Parameters taken for calculating the E-Sat scores are:

n Employee Size  n Percentage of Last Salary Hike n Retention Rate n Average Tenure of Senior 
Professionals n Average Training Days n Cost to Company n Overall Satisfaction Score n Company 
Image n Company Culture n Job Content or Growth n Training n Salary and Compensation n Appraisal 
System n People n Gender Inclusivity

Preferred Company
Percentage of respondents of a company who named their own company as the  preferred one.

A correlation analysis was run between overall satisfaction and the statements across all these 
broad parameters. It gave us the dependency of the dependent variable (overall satisfaction) on each 
of these statements, which in turn provided the weights of each of the statements. The weighted 
average of the individual scores of statements gave us the score, at the level of each of these broad 
parameters, and this score was used for the final ranking.

The CyberMedia Research team – Poonam and Satya Sunder Mohanty
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50.0%

46.5%

28.0%

21.5%

20.9%

18.9%

18.3%

15.8%

14.1%

11.5%

10.4%

9.1%

6.6%

5.7%

Good work 
environment
High growth 

opportunities
Transport facility 

available
Flexibility 

of time
Job 

content
Salary is 

good
College like 

atmosphere
Can make a lot of 

friends
Education level 

does not matter
Can make a lot of 

friends
Did not get a 

better job
Attractive 

lifestyle
Found nothing 

better to do
Peers are of same 

age group

i JoinEd BEcausE...

70.0%

43.0%

23.8%

21.0%

19.9%

18.2%

17.5%

12.5%

9.3%

8.9%

8.9%

7.3%

Salary

No growth opportunities/
Lack of promotions

Timing

Flexibility Insufficient 
leave/Holidays

Transportation

For higher 
education
No 
personal life
Physical 
strain

Friends 
moving out
Uneasy relationship 
with peers
Policies and procedures 
are not clear
Misguidance by 
the company

i lEfT BEcausE...

12.5% Job 
content

Base: All 1,273

Base: All 1,107
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Rank

2

Wipro
BPO

Happier Employees

From last year’s rank of #3, Wipro BPO has man-
aged a #2 position this year. It has been reported 
that the third largest IT exporter in India, Wipro 

BPO’s attrition rate has come down from 21% last Sep-
tember to 14.6% this September. This improvement is 
attributed to stability in salaries, promotions and hikes. 
Wipro BPO had announced an on-site wage hike of 2-
3% and an offshore wage hike of 8%. 

It is important to acknowledge not only an increase 
in the number of women working in an organization, but 
also the quality of their contribution, and Wipro BPO 
has improved its success in this parameter by scoring 
higher than it did last year on gender inclusivity. The 
company ranks among the top 5 in this category. The 
other parameters that raised Wipro BPO in the rankings 
are aspects like people,  company culture, job content 
and training. 

The company also ranks among the top 5 in areas 
like salary and appraisal.

 —Richa Tripathi
VP, talent engagement & development

The #1 position in its bag, Aegis obviously has 
made all the right moves to ensure employee 
satisfaction. Topping overall satisfaction goes 

to show the efforts made by the company. Moves made 
in favor of the employees have ensured that its culture 
again gets a #1 rank, beating the others. The premier 
position in the category of job content reflects all the 
moves taken to highlight the future path for employees 
and hand-hold them when required. The same score 
also holds for training, salary and compensation. 

If helping employees understand their future job path 
through training and ensuring payment of remuneration 
is important then motivating, hard-work, and efforts 
through an efficient appraisal system is equally impor-
tant. Even in this category the company has grabbed the 
top position.

The Winner takes  
it All

—SM Gupta
global chief people officer

Rank

1

Aegis

Overall Satisfaction 7.6 8.6
Gender Inclusivity 7.2 8.1

People 8.2 9.0
Appraisal System 6.6 7.7

Salary 6.2 7.7
Training 7.8 9.0

Job Content 7.8 8.5
Company Culture 7.8 8.7
Company Image 6.2 6.4

Industry Average

What Makes Employees Stick
Aegis

Overall Satisfaction 7.47.6
Gender Inclusivity 7.77.2

People 8.08.2
Appraisal System 6.86.6

Salary 5.96.1
Training 7.97.8

Job Content 7.77.8
Company Culture 7.97.8
Company Image 7.46.2

Industry Average

What Makes Employees Stick
Wipro BPO

Best
employers

Bpo
SURVEY
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Acquistion Blues

Acquisition of vCustomer’s international opera-
tions by Mahindra Satyam came down heavily 
on its E-Sat scores. A constant #1 for the last 

5 years, it failed to sustain its top slot, and was down 
to #4. 

Training was a high scorer, whereas in HR it could 
manage only a # 9 slot. On employee scores  it stood at 
a good #2 position. 

In a number of parameters it gave tough competition 
to the others in the race. At #2 on company culture, 
appraisal, people, and overall satisfaction; #3 on job 
content; #4 on training and salary., the performance 
was commendable. While employees felt they are paid 
enough for the work they  do, the score on  salary hikes 
is low. Gender Inclusivity is another parameter where 
Aditya Birla got low scores

However the company’s emphasis on appraisal con-
tinues to make it one of the hottest places to work in the 
BPO industry.

—Paramjit Singh Dhankar 
business head

Rank

4

vCustomer’s 
international

Good Going

Apart from employees’ wanting more salary and 
perks—which in most cases is relative with a sec-
tion of the employees’ totally oriented to those pa-

rameters, Tech Mahindra from an overall perspective pulled 
out impressive scores. Its high scores revolved around 
areas like ‘the company behaves in a very professional 
manner with employees, suppliers and customers’ and ‘the 
company culture fosters a positive work environment’.

On the low side the company’s scores revolved 
around two key areas–’employee satisfaction relat-
ing to  salary hikes’ and ‘satisfied with the perks and 
benefits available’. But this can be attributed to two 
things—one, in most of the surveys this parameter obvi-
ously emerges as a low-scorer for most companies as 
employees often benchmark their compensation metrics 
with competition, which might have a different model, 
overall size and scale. And HR experts point out that 
this leads to a mismatch among a section of employees 
who sometimes fail to align their actual skill-sets and 
end up feeling that they are underpaid. This might very 
well be case in Tech Mahindra as well.

—Rajeev Narang 
VP, HR

Rank

3

Tech 
Mahindra

Overall Satisfaction 7.97.6
Gender Inclusivity 7.77.2

People 8.28.2
Appraisal System 6.76.6

Salary 6.86.2
Training 7.97.8

Job Content 7.87.8
Company Culture 7.97.8
Company Image 6.16.2

Industry Average

What Makes Employees Stick
Tech Mahindra

Overall Satisfaction 8.67.6
Gender Inclusivity 7.57.2

People 8.78.2
Appraisal System 7.36.6

Salary 6.66.2
Training 8.47.8

Job Content 8.27.8
Company Culture 8.47.8
Company Image 6.36.2

Industry Average

What Makes Employees Stick
vCustomer
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Moderate all  
the Way

—Mamta Wasan,  
senior VP, human resources

Rank

5

FIS Global 
Business 
Solutions

Rank

6

Hinduja 
Global 

Solutions

Coming down on 
Attrition

Hinduja Global Solutions (HGS) scored on its 
three aces—eSCM Capability, Lag indicator 
analysis and their first global intranet ozone.

HGS is the first company in the world to be awarded an 
eSCM Level 4 certification in multi-geography locations 
simultaneously—India, the Philippines and the US. So, 
under the People Management practices, HGS did staff-
ing to employee engagement to learning & development, 
training, and increasing employee skill competencies. 

HGS, in order to understand the key reasons for em-
ployees leaving the company, exercised the Lag Indicator 
Analysis. It then went a step further to Lead Indicator 
Analysis to study and zero-in on the various important 
touch points in the entire lifecycle of an employee at the 
company. Once the touch points were analyzed, HGS then 
undertook ways in which employee engagement could be 
improved through employee-oriented practices. 

On the technological front, HGS introduced Ozone, their 
first global Intranet, and the unified platform to enable com-
munication with their employees and solicit participation.

 —IR Srinivas 
VP, human resources

Overall Satisfaction 7.6 7.9
Gender Inclusivity 7.2 7.4

People 8.2 8.1
Appraisal System 6.6 6.7

Salary 6.2 6.4
Training 7.8 7.9

Job Content 7.8 7.8
Company Culture 7.8 8.0
Company Image 6.2 7.8

Industry Average

What Makes Employees Stick
FIS Global Business Solutions 

It was a moderate performance with an overall sat-
isfaction rank of #5. Even on company culture FIS 
Global maintained a similar ranking. But the com-

pany seems to have pulled up its socks and made all the 
right moves to ensure that it climbs to the #1 position 
on company image. Attrition rate, which is attributed 
to industry trends, was down in the company. Also, the 
company initiated a number of employee enhancement 
programs and on-premise health check-ups for employ-
ees. Besides, the company put in more effort to keep 
employees engaged in multiple projects so that they do 
not hanker after thoughts of growth in the company. For 
employees suffering from serious health problems, the 
company started a ‘gift of time policy’, in which other 
employees can donate their leaves to their colleagues.

However the company paid more attention to enhanc-
ing the learning of its employees. The HR department 
was always in constant stress to keep costs down and yet 
create a harmonious workplace. 

Overall Satisfaction 8.07.6
Gender Inclusivity 7.37.2

People 8.38.2
Appraisal System 6.46.6

Salary 6.16.2
Training 8.57.8

Job Content 7.87.8
Company Culture 7.87.8
Company Image 7.46.2

Industry Average

What Makes Employees Stick
Hinduja Global Solutions

Best
employers

Bpo
SURVEY
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Good Show on 
Training

Training and gender inclusivity acted as key driv-
ers for Aditya Birla Minacs to retain its position 
in the top 10 list. Focusing on gender inclusivity, 

the company took various steps leading to an impressive 
#2 rank on these parameters. 

In order to enable employees improve on their job 
content perspective, training became an important 
factor. Aditya Birla Minac rolled out the ‘Minacs Talent 
Management Process’, which helped it #2 ranking on 
this parameter. 

Like last year this year also saw low score on salary 
hikes. Though the company slipped from its last year’s 
position, it still was in competition with its counter-
parts at #3 on appraisal, #3 on salary and #4 on job 
content. 

In HR score, Aditya Birla Minacs stood at #13. But 
on employee score, it managed the #8 spot.

—Paneesh Rao 
chief peoples officer

Rank

8

Aditya 
Birla 

Minacs

Making a Mark

Despite the changes in the industry and the 
changes in the organization, it’s indeed impres-
sive for Mahindra Satyam to be in the top 10. 

And the parameters that helped are—‘a positive work 
environment’ and ‘the company’s professional behavior 
when it comes to dealing with employees, suppliers and 
customers’.

Yet again on the down side, some employees felt that 
they are not paid on par with industry standards and felt 
that the company must improve upon the ‘perks’.

For Mahindra Satyam, though not in the top 5, the 
ratings assume significance as it was able to effectively 
retain and revive employee satisfaction in one of the 
most challenging years for the BPO industry. 

Certainly it needs to improve in some areas and ef-
fectively drive home its approach in terms of perks and 
compensation and more tightly mesh employee aspira-
tions and the company’s expectations, and the delivery. 
In our assessment, in the ongoing year the company 
needs to focus more on areas like training.

—John Chacko 
head HR

Rank

7

Mahindra 
Satyam

Managing Slowdown 7.97.6
Gender Inclusivity 7.77.2

People 8.28.2
Appraisal System 6.76.6

Salary 6.86.2
Training 7.97.8

Job Content 7.87.8
Company Culture 7.97.8
Company Image 6.36.2

Industry Average

What Makes Employees Stick
Mahindra Satyam

Overall Satisfaction 7.87.6
Gender Inclusivity 7.97.2

People 8.38.2
Appraisal System 6.86.6

Salary 6.76.2
Training 8.67.8

Job Content 8.17.8
Company Culture 8.28.0
Company Image 6.06.2

Industry Average

What Makes Employees Stick
Aditya Birla Minacs 
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Rank

10

QuatrroPrioritise 
Employee Growth

This is Quatrro’s appearance in the Global 
Services DQ-SAT BPO survey. The HR team 
is lead by a hotel management graduate, Alok 

Narian, with diversified experience across industries like 
hospitality, telecom and engineering industries in areas 
like operations, training and HR. Under his leadership, 
Quatrro has implemented several approaches across 
the life cycle of an employee covering recruitment, 
induction, training and retention. Internally developed 
innovative frameworks that focus on distinct aspects 
like growth and career planning, employee satisfaction, 
employee engagement and communication have been 
put into practice. The company has build its ranks on 
areas like company culture, job content, training, and 
people. As a staunch believer in the ‘power of people’ to 
drive change, he has placed special emphasis on people 
development practices. Narain had the opportunity 
to contribute in building people practices and effec-
tively used new applications and developments to drive 
changes across the organization. 

 —Alok Narain
executive VP and chief HR officer

Perfect co- relation between values and culture 
and focus on governing values and maintaining 
a balanced relationship with employees as well 

as customers worked wonders for Serco. The company 
gained on the appraisal system, job content growth and 
company culture parameters.

Embracing the leadership programs, Serco has focused 
on creating leadership values in its employees. They 
have been conducting mini MBA courses internally and 
other leadership development programs for employees. 
They also launched Pinnacle- an accelerated leadership 
program for all General Managers and above.

Serco’ has identified 4 governing principles & em-
ployees around the world are expected to live by these 
principles. The company executes ‘Viewpoint’ an annual 
employee satisfaction survey to understand the pulse of the 
employees. This year they launched  ‘Sharesave’; a 3 year 
savings term  wherein the eligible employees have the op-
tion to purchase Serco shares, at the current option price. 

High on Values  
and Culture

—Manuel D’Souza 
chief human resource officer

Rank

9

Serco 
Global 
Services

Overall Satisfaction 7.57.6
Gender Inclusivity 7.07.2

People 8.08.2
Appraisal System 6.56.6

Salary 5.56.2
Training 8.07.8

Job Content 7.67.8
Company Culture 7.77.8
Company Image 5.76.2

Industry Average

What Makes Employees Stick
Serco Global Services

Managing Slowdown 7.37.6
Gender Inclusivity 6.47.2

People 7.98.2
Appraisal System 6.56.6

Salary 5.96.2
Training 7.07.8

Job Content 7.57.8
Company Culture 7.37.8
Company Image 5.86.2

Industry Average

What Makes Employees Stick
Quatrro Global Services

Best
employers

Bpo
SURVEY


