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1. [bookmark: _Toc507677764]Introduction
This consultancy report is to analyse the complex business environment and provide recommendations base on the case of the call centre Unicall. We have selected several human resources (HR) management issues that Unicall is facing, and in accordance with the theories, principles, and guidelines covered in the course and literature, we would conduct a detailed evaluation and critical analysis of the case.  The aim is  to make and justify our recommendations for the people management strategies, which solve the human resources problems and benefits the bank. 
This report commences with a detailed analysis of the selected issues Unicall is facing and a review of relevant theories and concepts. Our findings and opinions are discussed.   Then we will present our recommendations and justification.  Finally we will have a conclusion session for the summary and actions. 
2. [bookmark: _Toc507677765]Analysis of the issues
2.1 [bookmark: _Toc507677766] Case Background
This is early 2018 and Unciall, the call centre subsidiary of a high street retail bank Unibank in United Arab Emirates, is facing a lot of problems.  First of all, six months ago, Unibank closed many small local branches and relocate the call centre to near Al Ain and staff morale is now still low because of the substantial change and employee resistance.  Moreover, when the business picked up now, Unicall faced unforeseen effects of the change, which are insufficient recruitment, training and induction which caused increasing complaints of the waiting customers.  Meanwhile, there are also complaints for incompetent staff or agents to answer enquiry slowly.  The agents also complain about the impersonal working environment, work content and control and monitoring systems. Added to this problem is that other call centres are booming and staff turnover has increased, especially with the absence of formal performance reward mechanism and career prospects in Unicall.  Last but not least, Unibank would like to expand services of providing mortgage and insurance at Unicall on one hand, but may consider transferring some of the businesses of Unicall to the newly developed online banking platform Uniline, or outsource Unicall’s work aboard.  In this aspect, however, Unibank is facing the recruitment problem of staff at Uniline and social-cultural problems difference of new staff there.  

2.2 [bookmark: _Toc507677767] Selected Issues
We will focus our report on three areas: namely i) the reward and performance management system ii) the training and coaching system, and iii) the motivation and morale. We consider these the core internal HR challenges Unicall is facing. If agents there are legitimately rewarded, trained and motivated, they will not be too immersed in the memory of branches closure some time ago.  In addition, the linkage from employee satisfaction to customer satisfaction is a basic foundation of the service profit chain (Morris, 1998). Last but not least, there will be reduced cases of complaints and agents will be more ready for possible expansion of service scope, or even reallocation to other banking operation with similar skillset requirement. This is considered the one of the crucial issues Unibank must solve.
 
2.3 [bookmark: _Toc507677768]Nature of Call Centre Business & Theoretical Background
According to Taylor and Bain (1999), a call centre is defined as: 
“a dedicated operation in which computer utilising employees receive inbound – or make outbound – telephone calls, with those calls processed and controlled either by an Automatic Call Distribution (ACD) or predictive dialling system.” 

There can be no doubt that call centres, or more recently also known as contact centres, are a prominent part of working life both inside and outside the financial services sector. They initially appeared in the financial services sector in motor insurance and retail banking services, but they are not exclusive to that industry. The research firms Datamonitor and Mitial reported in around 2000 that there are 2 to 3 per cent of the working population working in near 7,000 call centers of different industries in the UK (Datamonitor, 1998; Mitial Research, 2002). Datamonitor further reported in 2007 that there was 55,800 call centers in North America: 50,200 in the US and 5,600 in Canada.

The centres are a response to the competitive nature of the retail market in general where customers are demanding convenient delivery channels, and companies need to control costs. Generally, the benefits are specified as being improved customer service, improved productivity or reduced costs and increased sales. Clearly, there are technological relationships in that it is information technology and its links with telecommunications which have made this particular service delivery channel possible. 

First of all, such centres are a very good example of organisations reverting to the classical scientific management approach by Frederick Taylor which concentrated on specialisation, centralisation and tight managerial control. Generally, work and jobs are removed from branch networks and transferred to a central location. Economies of scale are achieved and jobs are broken down into simple, mono-skilled processes with highly standardized procedures. Staffs are trained quickly to proficiency in relatively simple skills with a view to providing one point of contact to the customer in terms of dealing with enquiries, sales and other needs. Branch networks, where these exist, as they still do in banking, are left to get on with other things, generally sales activities.

In many cases that is still the case with more regard given to productivity and efficiency than to the role and needs of the people in the call centers. Operators or agents are often employed in an environment where the working practices are not too different from a production line and while the operations are successful, success can disguise lack of motivation and job satisfaction due to monotony and considerable pressure. These factors can lead to significant levels of staff turnover. In particular, the ACD technology used in the centres not only holds the queue of inbound calls and assign calls to agents, but also facilitates the use of tight managerial controls by generating much detailed electronic management information and centre statistical data. The system can record even on a real time basis the engagement rate of agents (the time agents handling calls relative to time waiting for calls to arrive), the number of abandoned calls, the number of calls per agent, the average speed to answer calls, the time taken to abandon, the service level (ratio of calls responded within a specific time frame), the identification of the call waiting longest in a queue, the identification of the agent who has been sitting idle the longest, which agents are on calls, on breaks or completing post call follow up work and how long the follow up work is taking per call on average. The indications are that this mechanistic type of structure with these tight controls can have an adverse effect on morale and lower the quality of output. So the features are centralisation, specialisation and tight control with consequential difficulties in many cases. This is exactly what Unicall is facing and this is why we think it is the fundamental and crucial issue for Unicall to solve. 
2.4 [bookmark: _Toc507677769]Motivation theories and behaviourist approach 
As evidenced in the development of organisational behavior theories, if the classical approach lacked any consideration of human behaviour and how this could be influenced by and influence organisations, the human relations/ behaviorist approach took significant steps towards redressing the balance, particularly in the work of Maslow and Herzberg. We would have a quick review of the theories before we move on.

Abraham Maslow – the Hierarchy of Needs
Abraham Maslow identified a variety of needs and postulated that motivation comes from the individual’s desire to satisfy them. They are generally set out in the following format:
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If we try to relate this to work, we can infer the following:
Basic – hunger, thirst, sleep – pay
Security – shelter, warmth – pensions, insurance, no redundancy
Social – friendship, love – belonging to a group, good recreational facilities
Ego – esteem, self-respect – status, responsibility
Self-actualisation – self-fulfilment, creativity – ambitions achieved

The hierarchy is not without controversy, one point is that people are more complicated than that they just sort out one level and move on to the next one.  But it helped put motivation into perspective and it is a valid reference for the manager who wants to recognise and help to meet the needs of his staff in furtherance of the objectives of the organisation. In Unicall’s case, that means we need to put in place a reward system to include basic pay and benefit to satisfy their basic and security needs.  We also need to promote the team spirits, provide necessary training for personal growth, and provide a career path for them to advance to satisfy higher level social and ego needs

Herzberg – motivation-hygiene theory
 Psychologist Frederick Herzberg investigated job satisfaction among a group of several hundred accountants and engineers, looking at what events at work increased or decreased their job satisfaction. The feedback was categorized into different topics to examine the type of factors that result in job satisfaction and job dissatisfaction. The main result of the research was that there is a mark difference between factors that result in satisfaction and factors that result in dissatisfaction.  The top four   determining factors of job satisfaction are achievement, recognition, responsibility, and the attraction of the work itself. Meanwhile the major determining factors of job dissatisfaction are salary, supervision, working conditions, interpersonal relations, and company policy and administration.  Mere absence of the job satisfaction factors would not lead to job dissatisfaction. Herzberg concluded that the factors were not opposite to each other.  Rather, these stem from two different sorts of human needs which he referred to as ‘Adam and Abraham’ natures. The set of job dissatisfaction factors originate from our prevailing need to shun physical and social deprivation. The job satisfaction factors stem from our need to realize our human perfection potential.  

Therefore there are two classes of determinants:
Hygiene factors – make the environment fit to work in and tend to maintain the employee in the job. These are things like pay, furnishing, space, lighting and other work conditions, pensions, perks. They have to be present and adequate and increasing them may not be a positive motivator but reducing them will be demotivating and reduce job satisfaction. In Unicall’s case, we are informed that the hygiene factors are not problems

Motivators – motivate people to work harder and with more commitment. They are things like achievement, recognition, creativity responsibility, challenge. Without them, no matter how good the hygiene factors, there will be no improvement in job satisfaction, productivity or efficiency. Earning a living is one aspect of work, deriving satisfaction from the work itself is another. In Unicall’s case, this aspect should be our focus.

Managers must choose rewards from the motivators if they want to improve output and so Herzberg’s work identifies the areas for managers to concentrate on in their efforts to integrate the achievement of individual and organisational objectives. Again, in Unicall’s case promoting team spirit, lifting morale and providing training and incentive system is crucial to handle the current challenges.  

2.5 [bookmark: _Toc507677770]Solving the challenges by treating agents better
All in all, the two theories emphasised that in the creation of an environment which encourages individuals to work towards organisational objectives, the most significant aspects are the perceived need to integrate the achievement of individual and organisational needs and objectives, to do this by identifying the needs of the individual and to use management behaviour to enable the individual’s needs to be met in the best way possible, thereby ensuring the organisational objectives are also met in the best way possible. The goal is to reduce customer complaints Unicall is now facing and ultimately increase customer satisfaction and center performance.  We can achieve this by treating the agents better.  Treating them better by building team spirits can raise their morale. Together with appropriate training, fair performance management system, job content adjustment and staff empowerment we can alleviate agents’ discontent about the job monotony and reduce complaints about aspects of work, and finally to reduce the current staff turnover in Unicall. We will discuss concrete measures later one by one. 

In other words, in terms of organizational design, the solution lays on a practical use of contingency theory. Form, Burns and Stalker (1963) looked at the impact of uncertainty and a changing external environment on the organisation, its management and its structure. They analysed 20 industrial firms in the UK and looked at the effects of the external environment on their pattern of management and economic performance. The major findings of Burns and Stalker is that there are different circumstances, situations and contingencies, dictated by the impact of the environment in which the organisation finds itself, which set out which structure is best at which point in time and set of circumstances. There is no one right answer or one best way: it is all about flexibility and adaptability. In our case, we had an environment where competition was intensifying, costs had to be reduced if profit margins were to be maintained and customers were demanding an improved service. That was the situation in which the sector found itself and it had to use the management tools which were available to it to manage that situation. We had the knowledge and awareness of the classical approach to organisational design and we used that knowledge to develop the call centre model which enabled us to compete effectively and meet the needs of our situation at the time. In doing so, we then encountered some of the problems which were faced by people like Frederick Taylor and which came under the headings of workplace disharmony and production inefficiency but as long as we came across these very quickly and have been working hard to overcome them while still obtaining the benefits from the design model. We can achieve this by looking at ways of developing the structures within the centres to the benefit of their employees and to the benefit of the service provided to customers. We can remain relatively comfortable with the use of centralisation and specialisation as the principles behind the strategy to establish Unicall but have to adopt a more adaptable and flexible approach to the structure inside. Most people appreciate the need to be adaptable and deal with the dynamic working environment and the changes which regularly occur. However, it can still be an uncomfortable situation for managers and employees alike and the greatest skill of all is in coping with it. Inevitably this responsibility rests on the manager

On another front, it is worth mentioning that this is not the only human resource strategy to manage call centres. There are call centres emphasising on monitoring and efficiency and deliberately tolerating high agent turnover, increased employee stress and weakened staff well-being to resolve the efficiency/service conflict.  This is because performance efficiency is more prominent and quantifiable over quality, and performance efficiency is more likely to be observable and linked to remuneration within the organization. This is called “sacrificial human resource strategy in call centres” (Wallace et al., 2000). The success of this strategy hinges on efficient monitoring system of staff performance, good recruitment process (to fill up vacancy resulting from high staff turnover), careful selection of inherently motivated staff, and skilful work task design (to minimize training/mentoring needs of the newly recruited). According to Wallace et al (2000), This strategy can simultaneously achieve high levels of efficiency and service if the above four factors have the backup of large potential labour pool. 

We consider the sacrificial human resource strategy not suitable for Unicall.  This strategy inevitably leads to soaring recruitment cost, training cost, indirect turnover cost and customer complaints without the strength in the above four factors, but these are just the current weakness of the new call centre operation.  Unicall’s existing induction and training programmes are under strain and work task design are facing complaints of current agents.  That means Unicall has no precondition to adopt such kind of strategy in short to medium term.  More importantly, the increased staff turnover and competitive labour market further make such strategy unworkable. At the same time, this ignorance of staff welfare may not only rise staff absence, staff turnover, recruitment and training costs, it will also decrease customer service quality and increase errors (Schlesinger and Heskett, 1991), and can finally result in worse first-time call resolution and also more repeated phone calls. 

All in all, we consider a strategy striking a balance of monitoring/efficiency and agent well-being more appropriate to cope with the current issues of Unicall. 

2.6 [bookmark: _Toc507677771]Work organization, reward & performance management 
If we need to treat the agents better and improves their motivating factors, first we have to give them appropriate reward, incentive but before that, better work organisation.  

2.6.1 [bookmark: _Toc507677772]Work organisation and career path 
First of all, a career path is important.  As discuss in Maslow hierarchy of needs and Herzberg’s motivation-hygiene theory, sometimes the recognition among colleagues that comes about from promoting agents to those roles counts more than marginal pay increases.  Put together the centre’s own career path, such as creating more team leaders and even sub-team leaders insider call centres will help.  Unicall is adopting a standard structure based around ‘agent’, ‘supervisors/ team leader’ and ‘centre managers’.  Currently there are 200 staff in Unicall but there are only three call centre managers and one deputy manager, although the number of supervisors are not given.  Subject to the complexity of services offered and other factors, normally around ten agents would be overseen by a team leader, with up to five team leaders reporting to a manager (Garrett, Jacques & Wynne, 2002). That means we probably have some room to increase the number of team leader/sub-team leader and centre manager/deputy manager to establish an internal career path. 
 
Introducing different supervisory levels into the structure of a call centre can be used to motivate employees with the prospect of promoted.  It should be recognised, however, that many individuals working within this type of environment are not seeking additional responsibility.  There is also a danger that promoting agents who demonstrate effective customer relationship skill will be counter-productive if they are ill prepared for the requirement of a supervisor’s role.

Introducing variety into the tasks employees carry out means that they are able to develop new skills and can relieve the more monotonous elements of the job.  Additional responsibility need not mean that a supervisory element is introduced.  We can identify additional area of responsibility agents would like to be involved with to add into their work organization.  The possible areas involve recruitment, and training, which will be detailed in the Recommendation session.

2.6.2 Working time and flexibility
At present Unicall operates 24 hours a day, 7 days a week on a 4-shift system.  The majority of staff work on the daytime shifts.  In other words, it is working on an agreed hours traditional form of contract.  Alternatively, the working time can be changed to flexible hours.  That means this will also have a specific number of hours per week, but to be worked within agreed parameters, such as 0800 to 2000, Monday and Saturday.  This arrangement provide managers with greater flexibility to respond to the peaks and troughs of demand, but it is likely to be less popular with staff, particularly if there are dramatic fluctuations in the pattern required on a week-to-week basis.  Some companies also employ an annual hours systems which organises employees’ working time the basis of a number of hours over a year rather than a week.  They often incorporate a ‘banking’ element so that in periods of low activity ‘debit’ time is accumulated as few hours are worked.  Conversely, ‘credit’ time is built up when demand is high, and the principal idea behind annualisation is that debt and credit time will cancel out over the course of the year.  Such a system can carry advantages both for employer and employee, but it may be costly to establish and administer.  Even some organisations adopt a zero hours system.  Under this arrangement there is no set number of hours agreed, and the required pattern is established weekly or monthly as appropriate.  This can potentially be a mutually convenient arrangement for both employer and employee.  It can provide managers with the opportunity to call upon experienced additional resources when the need arises but the notifying employee in case of immediate need may be an issue.  As the existing number of Unicall staff is now clearly inadequate for the growing demand for the telephone banking service, a change in working hours is deemed necessary and details will be provided in Recommendation session.  

2.7 [bookmark: _Toc507677773]Reward system	
Basic pay remains the key component of reward package but it is inflexible.  For example, the current pay scale of Unicall are standardized: employees proceed up the scale only by annual increments until they are reach the top point, after which further increases are dependent on promotion to supervisory or managerial work. In the days of short labour supply, which Unicall is facing, the basic pay may also be lifted to an upward spiral. The principle should be paying per performance instead of granting raises across the board.  Superior performance and additional effort, as stated by the motivation theories, need to be recognised.  That is why employers are increasingly seeking to provide rewards in ways other than through basic pay in form of bonus.

There is the potential to base bonus payments on four major elements of performance:
· The performance (usually the profitability) of the bank as a whole;
· The performance of the call centre itself;
· The results of the various teams which constitute the centre;
· The individual performance.

Furthermore, various combinations of these options are possible, for example team-based rewards supplemented by the incentive of a year-end bonus based on overall company performance.  What is important is that bonus as a motivational tool is most effective when an individual can perceive a clear relationship between their own performance and the level of bonus paid.  When the employee is involved in sales role, this logic can be applied easily. However, when the major part of the work is general account management and enquiry activity like what Unicall is now doing, the hard numbers are much less easy to define.  Despite attempts to base payment systems on the attainment of individual objectives, there is often a strong element of subjectivity, and so schemes based on the overall performance of the call centre or bank have proved popular, in effect as a compromise.  In spite of that, the use of technology to record, monitor and evaluate many of the activities that take place leads to the potential to measure clerical and administrative tasks as never before. Our final suggestion will be in the Recommendation session.

[bookmark: _GoBack]Performance measurement





3. [bookmark: _Toc507677774]Recommendations
3.1 [bookmark: _Toc507677775]Internal career path
1. As discussed in the Analysis session, we can group ten agents into one group and there may be around 20 groups of agents given we now have around 200 agents.  We can promote some agents to team leader/ supervisor.  Initially those newly promoted can be given the title of sub-team leader or associate team leader to differentiate them from more experienced team leader. If normally five team leaders report to manager then we need four managers grade staff, and the existing four centre manager/ deputy managers are enough. But we may consider recruiting one more new manager grade staff to implement all the recommendation and new policy. There will be more level of pay increment and more costs of course. But the advantage is that it can to increase sense of achievement, recognition and responsibility of the agents. The newly recruited agents may have starting rate lower than the existing 72,000 AED to partly reduce the increased salary cost, but that would not be a problem if we have other incentive system (which we will discuss later) and there will be a promotion ladder. In fact we may want to reduce standard basic pay of all staff across the board and performance-based incentive a larger portion of employee income, which will be mentioned later.

3.2 [bookmark: _Toc507677776]Agent task variety
2. Agents will be asked to take up additional areas of responsibility including:
· Participation in future recruitment activity
· Involvement with induction and/or product knowledge training
· Involvement with the design and development of incentive programmes
· Evaluating the effectiveness of existing work methods and procedures

To ensure the success of such a programme requires a commitment on the part of the employer that people will be entitled to spend some of their time away from direct contact with the customers.  And such an approach carries some additional costs, but these will be more than outweighed by the retention of experienced and knowledgeable people with a greater understanding of the needs of the business.  It will also contribute to the making of successful and better informed decisions about the key areas of activities. 

3.3 Flexible working hours
3. We recommend that Unicall can adopt a system of flexible working hours.  Annual hours and zero hours system may be too drastic for Unicall agents to adapt.  They are also costly for Unicall to administer.  A flexible working hours allows overlapping of working hours of different shifts on peak hours, such as lunch time and evening time right after office hours.  This can facilitate reallocation of agent workforce, so that the level of service can be improved. 

On peak hours with highest incoming call volume, we may even employ part-time staff to assist. The advantages of hiring part-time agent is that if the call centre work is, of necessity, repetitive or routine then shorter exposure time is likely to maintain service level.  Also staff turnover tends to be lower among part-time staff. Finally, if the organisation’s policies are perceived as ‘family-friendly’ this can have a positive impact upon morale.  But the disadvantage is the higher training cost and administration cost.  An alternative is home working.  

Many people hate the commute that is growing on time and stress and takes away from their personal lives. Home working gives that time back, along with mone saving in commuting costs. Unicall will find that they can keep agents longer and get more out of them as well as attract new employees if they offer this option.  
But make sure we provide that to agents who have proven that they can work without direct supervision and we have the environment and call-routing technology that permit home working. This can be the solution in longer term.

Provided that Unicall is now facing insufficient workforce size and decreasing service level issue, these are considered appropriate solutions. The most important task is to ensure that well trained and motivated employees are available to respond to customer needs, at the appropriate time, and at a cost consistent with the overall business strategy.  

3.4 Bonus
4. As covered in the Discussion session, with the use of technology we can now measure the key performance indicators more easily.  Calling waiting times, abandonment rates, the duration of calls and a variety of other measures can be used.  A popular overall call centre performance measure used in Australia is ‘80% of call being responded within 30 seconds’ (Robinson & Morley, 2006). However, it must be mentioned that we should not use the efficiency measures alone and ignore service quality and customer satisfaction.  Measures like number of customer complaints and assessment results of supervisors monitoring conversations between agent and customers (which will be discussed later) should also be used.  We suggest that the bonus should be around 10% to 20% of agent’s total salary, and at least half of the bonus should be determined by individual performance of agents to make it a good motivational tools related to their efforts. 























. We have seen reductions in the levels of management control along with increases in the delegation of responsibility by organising staff into self-directed teams with a consequential reduction in stress and staff turnover and no adverse impact on productivity. In fact, there has been evidence of enhancements to quality in centres where control is restricted and responsibility passed as far down the line as possible. In particular, an early example of this was achieved by the Automobile Association where operators were re-trained to take more than one type of call providing greater flexibility and improved job satisfaction through a multi-skilled approach. Operators were expected to deal with all enquiries without reference to a supervisor and some consideration was even given to doing without team managers and supervisors. More recently, Standard Life Bank, now part of Barclays, attempted from its inception to encourage multi-skilling and variety of activities to ensure that the many benefits of the organisational model were not sacrificed as a result of a poorly motivated workforce. 

However, as I have suggested, there are interesting issues here and, to consider these, it is worth spending a little time reviewing why these centres were introduced in the first place. Apart from anything else, it is a little paradoxical that an organizational design approach which had been discredited from as long ago as the 1960s was suddenly found to be so effective and popular. In this writer’s view, the reason why that happened is as a result of effective use of the contingency approach to management and to organizational design. In other words, the call and, subsequently, the contact centre suited the situation in which organizations and their managers found themselves. A very competitive business environment, a demanding customer, the right technology and a need to reduce costs in order to compete effectively all emphasised the need for a different approach. That was why managers seemed to forget all the lessons which they had learned about the benefits of effective people management which had been preached by the behavioural scientists and reverted to a more traditional approach and, of course, it worked at many levels.  From the business’s point of view, costs were saved and from the customer’s point of view, service was improved. In this latter connection, although we all have some concerns about the way in which a particular call or contact centre has dealt with us or how difficult we have found it on one or more occasions to get the service or response we were looking for, if you had told me twenty years ago that we would be able to contact organizations, get information, make purchases and pay for them, whenever we wanted and from the comfort of our homes, I simply would not have believed you. It has been a huge transformation in the retail market place. 

So, perhaps from all of that, we can conclude that the establishment of these centres has been a productive use of some traditional, classical approaches to organizational design. However, in terms of internal structuring and management techniques, while there are attractions in seeking to implement production line methods in an effort to operate effectively, control costs, improve service and compete successfully, there must still be an argument that the basic model is perhaps not the best way of achieving success. Where controls have been relaxed and decision-making responsibilities decentralised, it has been argued that benefits have been achieved in morale, motivation, productivity and quality of customer service. However, coming back again to the current situation in which many organizations inside and outside the financial services sector find themselves, the need which organizations continue to have to keep their costs down will have significant implications for the way in which the structure and location of contact centres evolve. 

4. Conclusion
5. [bookmark: _Toc507677782]Reference
Datamonitor. (1998). Call centres in Europe: sizing by call centres and agent positions in 13 European countries. London: Datamonitor.

Form, W., Burns, T., & Stalker, G. (1963). The Management of Innovation. Administrative Science Quarterly, 8(2), 271-272.

Garrett, N., Jacques, T., & Wynne, B. (2002). Managing human resources in call centres (Chandos business guides. Human resources and training). Oxford: Chandos.

Mitial Research. (2002), UK Call and Contact Centre Study, Mitial Research, Chester

Morris, B. (1998). The service profit chain: How leading companies link profit and growth to loyalty, satisfaction, and value. International Journal of Service Industry Management, 9(3), 312-313.

Robinson, G., & Morley, C. (2006). Call centre management: Responsibilities and performance.

Schlesinger, L. A., & Heskett, J. L. (1991). Breaking the cycle of failure in services. MIT Sloan Management Review, 32(3), 17.

Taylor, P., & Bain, P. (1999). ‘An assembly line in the head’: Work and employee relations in the call centre. Industrial Relations Journal, 30(2), 101-117.

Wallace, C. M., Eagleson, G., & Waldersee, R. (2000). The sacrificial HR strategy in call centers. International Journal of Service Industry Management, 11(2), 174-184.



11

image2.jpeg




image3.emf

image1.jpeg
| DBA¢

Managing | I
| i |
Environments: Strmw i 1‘
L | | L! L ‘1
and Solutionse | I |
SBPD7006¢ T TR
Dr. Dominic Chan# i
Consultancy Project < Il
9 December 2017¢ | 4 March 2018¢ il

31T Inthe mainbody of your submission youmust give credit to authors onwhose research your work o
is based. Appendto yoursubmission a referencelist thatindicates the books, articles, etc. thatyou
| haveread or quotedin order to complete this assignment (e.g. for books: sumame of authorand

| initials, yearofpublication, title ofbook, edition, publisher: place of publication).

| Please melude the following statement on the title page ofthe submitted assignment, followedby o |
| | yourname: "

T declare that this assignment is all my own work and that T have acknowledged all materials
| used from the published orunpublished works of other people. All references have been duly
cited.s

(Only where hard copies required)«

‘H“
u\”w\‘\u\“‘
b i
e





