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Abstract 

 

Background 

Contemporary business faces many challenges in constantly adapting to the ever-

changing nature of the market. One of the most important challenges is obtaining the 

best workforce available in order to create competitive advantages and retain 

competence in the organization. In order to succeed with this task it is imperative to 

improve retention in the organization since it is very ineffective to lose employees with 

high competence and very costly to replace that competence. One business highly 

influenced by these changes is Call centers and it is important to assess the possible 

ways they can improve retention. 

Purpose  

The purpose of the thesis is to explore and elaborate upon how motivational factors 

induces turnover intention in employees in a Call center. It aims to discover the 

interplay between different factors and to facilitate the factors in order to improve 

retention. 

Methodology 

The study is of inductive nature and uses a qualitative method. The execution of the 

empirical gathering is with interviews in order to provide a deeper understanding of the 

motivational features influencing turnover intention. The interviewees are employees 

that recently left an organization operating in the Call center context. 

Conclusions 

The findings shed some light of the wide range of features influencing turnover 

intention as well as providing some insight to which one is of particular importance in 

the specific context. Other findings in the study argues that the different features 

influencing turnover intention compensate for each other. Which provides some further 

practical use in the strategical work to improve retention trough motivational aspects. It 

also provides some suggestion that will aid to decrease turnover intention.  
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1. Introduction 

The room is filling with “buzzing” sound of the workforce talking on the phone and 

fingers working the keys on the computers. The employees are typing in all haste to finish 

their assignment as fast as possible. The clock is about to strike four in the afternoon and 

the call-queue is constantly growing; it will probably keep growing until six o clock when 

the call-center closes for the day. This is an ordinary day and the personnel are used to 

the challenging afternoon rush. Constantly new tasks and higher demand in competence 

to handle the difficult duties provided by the customers.  

The world today is constantly changing and the digitalization of retail sales has made it 

possible for business to operate on a broader global scale. New business are frequently 

entering the market in response to the rapid changes in the world. Only 12 % of the fortune 

500 company in 1955 is still in business, and during the last year, 26 % fell off in favor 

for new business better adapted to the market (Walsh & Volini, 2017, p. 3). The rapid 

change brought by digitalization influences the demand on labor skills, which forces 

companies to work continuously with adapting and renewing the abilities in their 

workforce. The demand of redeveloping skills is a frequent occurrence in marketing, 

sales, manufacturing, law and IT (Walsh & Volini, 2017, p. 30). 

The demand on constantly adapting and acquiring new skills will have a major impact on 

how future companies work with learning, talent acquisition and retention of the 

workforce. As a result, working with these aspects will be essential to remain competitive 

in the market. An important aspect of learning and employee retention is motivation. A 

motivated workforce will adapt and learn faster (DePasque & Tricomi, 2015, p. 185) and 

be less prone to job turnover (Houkes et al., 2003, p. 444; De Vos & Meganck, 2009, p. 

55; Dill et al., 2016, p. 105). Therefore, working with motivation in the organization will 

play a major role to stay competitive and winning the war in talent acquisition. 

Motivation is however a tricky subject and not easily defined. The fact that motivation 

plays an important role is often implied but how does it play a role? What is the best way 

of inducing it to the organization? How will it help keeping the best employees? 

The latter is of specific interest since the organizations often labels their employees as 

their most important asset (Fulmer & Ployhart, 2014, p. 161). The employee’s role is 

frequently discusses and retention suggests being one of the most important issues in 

contemporary organizations (Mayfield & Mayfield, 2008, p. 41). These issues is 

especially significant in the call center environment, which is an important business in 

the global world. It is easy to motivate Call centers importance since it is the customer-

facing channel, which directly influences the customers (Aksin et al., 2007, p. 665) and 

satisfied customers is one of few measurements of long-term profitability (Jones, 1996, 

p. 11). An example of challenges facing the call center business is stress and an increasing 

demand in performance. Performance concerning both increasing number of calls 

expected and a higher quality of service towards the customers, which in many cases 

contradict each other (Wallace et al., 2000, pp 177-178).  

A Call centers afternoon rush, exemplified in the beginning, stresses an important issue 

because that is when most of their customers are available to talk on the phone. To remain 

competitive they will have to provide both good service and with minimal delay. 
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Delivering this will not be easy if they unceasingly have to combat labor turnover and 

simultaneous adapting to new skills required in the role. Not to mention handling the 

contradicted nature of the quality- and quantity-oriented chores associated with the role, 

according to Wallace et al. (2000, pp 177-178).  

The motivational impact on employees will therefor play an important role and 

motivating the workforce will be vital for companies’ survival, not just for the benefits of 

efficient learning outcomes but it is just as important to win the war on talent. Retention 

will be a very influential tool in securing competence in order to compete with the best 

workforce available on an endlessly changing market (Mayfield & Mayfield, 2008, p. 

41).  

 

1.1. Research Gap 

This study aims to provide a deeper understanding in the field of turnover intention, to be 

more precis, how motivation effects turnover intention. There are some research 

conducted in the field but always in the light of one or two motivational perspectives. 

They do not take into account that there are a many different aspects that does not just 

affect turnover intention on their own but also through each other. This thesis will 

examine the phenomenon through a broad perspective and aims to provide a deeper 

understanding of what features induce turnover intention. It will also asses how they relate 

to each other, if they strengthen or contradict one and other. 

This approach will provide a good insight for future research and assess the importance 

of the interplay of different motivational factors. It will also provide a good practical 

contributions since it will help Call center organization better understand the complex 

nature of the factors inducing turnover intentions in their organization. Hopefully, also 

help them improve retention. 

 

1.2. Purpose 

The purpose of this study is to examine how motivation effects employee’s intention to 

quit and how managers can use it to decrease job turnover.  This thesis takes the 

employees perspective and observes the factors that are influencing intentions towards 

turnover in the workforce. The thesis centers on beliefs and perception possessed by the 

employees regarding what factors affecting their motivation and how it collaborates with 

turnover intention. The scope used will be fundamental motivational literature such as 

Maslow’s Hierarchy of needs theory, Herzberg’s Two-factor theory, Vrooms Expectancy 

theory and Self-Determination theory. This scope will provide the fundamental 

perspective needed to understand the factors influencing turnover intention and their 

problematic collaboration with each other. The thesis aims to provide a broad view on the 

different aspect influencing turnover intention, which will lead to both suggestion for 

practical implementation as well as future research-areas.  

The complexity of motivational impact is both its weakness and its strength, suggesting 

that one need to shed light on the different aspects in order to get the complete picture 

and discarding aspects may create blind spots. This is an area that previous research have 

failed to considered, different aspects that influence motivation and turnover intention is 
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frequently mentioned but the theory leaves a gap regarding how to balance the different 

aspects as well as the interplay between them. This thesis will therefore examine it in a 

broad scale for maximum compatibility towards practical implementations and an attempt 

to locate focus areas for further research. It will also assess how the different motivational 

factors interplay with each other and the prioritization by the employees. Call centers is, 

as previously stated, a contemporary business highly effected by turnover and this thesis 

will therefore examine turnover intention from a Call center perspective since the impact 

of turnover is both common and elevated in this kind of environment and will therefore 

improve the likelihood to receive useful data. There are two different kind of Call centers, 

inbound calls or outgoing. Since outgoing calls is highly provision oriented and tend to 

focus a lot more on sales than quality it is better suited to assess Call centers with inbound 

calls. A Call center with inbound calls would provide a better context in understanding 

the complex nature of the different chores and probably a more long-term approach to 

retention.  

Research questions 

 How do motivational factors induce turnover intention in employees of a Call 

center? 

 How can a Call center improve retention trough motivation?  

 

1.3. Subject choice  

It is important to explain the reasons behind the selection of topic. The interest and beliefs 

possessed by myself as a writer, naturally, influenced the choice. Especially important in 

the decision was my background as a student of both human resources and management 

in business administration. It is, according to Tranfield et al. (2003, p. 208), imperative 

to assess the writer’s background since potential biases may influences the objectivity 

and credibility in the thesis.  

My academic background have generated a big curiosity in question regarding 

organizational structure, leadership and especially employee performance. One of the 

most common themes regarding performance is motivation and after an extensive 

literature review of the subject a few topics revealed itself such as employee well-being, 

increasing performance, different types of motivation (extrinsic/intrinsic), different 

perspectives on motivation (different theoretical perspectives) and how it influenced 

retention. The latter particularly caught my attention since retention is a frequently 

discussed subject. The ever-changing nature of organizations today have a major effect 

on the challenges facing contemporary business and one of the most important issues is 

talent retention organizations (Mayfield & Mayfield, 2008, p. 41). The choice of this topic 

is also highly influenced by my professional background since I have been working as a 

recruiter for the last 2-3 years. This provides some insight in the problems of retention in 

general as well as specific insight in the Call center environment. Even though my line of 

work focus on the opposite of retention, in other words replacing personnel, it still touches 

the retention subject and will provide a useful context to the study. It is of course 
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important to remain objective and assess the information free from biases, which I 

continuously have to assess during the course of the study.   

Even if the area have been subject for examination in a lot of previously conducted 

research it is still important to continuously update the topic since contemporary business 

constantly experiences rapid changes (Walsh & Volini, 2017, p. 30). This thesis also 

differs from previously conducted research since it takes a broader perspective in the 

examination of different themes encountered in the literature search. A lot of research 

focuses on individual aspects, on one or maybe two of the themes and suggest that they 

influences turnover. It is, therefore, of interest to examine if these aspects still have an 

impact and explore them further what the practical effect is of the different themes. In 

other words, this thesis aims to examine how motivational factors influence turnover 

intentions in contemporary business. It also tries to explore how the motivational factors 

interplay with each other in their influence on turnover intention.  

The thesis additionally tries to assess the different types of motivation as well as how to 

balance them, to be more specific, how intrinsic and extrinsic motivation impact 

motivation and turnover intention. One could perceive the choice of topic and purpose as 

too broad but it all adds to answer the main question that is “How motivational factors 

induce turnover intention in employees?” However, the question is very complex and the 

objective whit this thesis is both suggesting what practical implementation contemporary 

Call centers should focus on but also to suggest what areas future research should target. 

With this in mind, a broader perspective is required to provide a bigger picture and locate 

practical implementations from the organization without excluding important features. It 

also commence to shed light on the balance between intrinsic and extrinsic motivation 

since this clearly is a research gap that has been neglected in favor for the different views 

studied on their own or in comparison to each other (Cerasoli et al., 2014, p. 980; Bragg, 

2000, p. 131; Geller, 2001, pp. 60-61; Clayton, 2006, p. 38). The latter being the most 

popular one. 
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2. Theoretical framework 

This chapter will start with a basic definition and explanation of the concept of motivation 

alongside with a distinction between different types of motivational sources. The chapter 

will also introduce previous research associated with the topic, it will assess motivation 

on its own but also how it influences turnover intention. It starts with fundamental 

research conducted on motivation as topic, in order to get a basic understanding of the 

features effecting motivation before moving on to how it effects turnover intention and 

then finally specific features that influences turnover intentions. 

 

2.1. What is motivation? 

Cofer (1964, p. 3) suggests that reasons for a particular behavior we cannot explain with 

personality, habit and the difference in perception is explained by motivation. Wong 

(2000, p.1) also defines motivation as the reason behind why people exhibits certain 

behaviors.   

Motivation is according to Ferguson (2000, pp. 1-3) an internal process that either pushes 

or pulls an individual towards a specific external event. She emphasizes that motivation 

relates to goals and more specific the outcome of reaching a particular goal. Even though 

researchers has examined the concept of motivation for a long time, it has been through 

different lenses and different words have occurred to describe the concept. Words that 

initially tried to explain motivation was drive, will and instinct. They have with time 

however been rejected in favor for motivation, will for example lacked a sense of 

determinism and only focused on free will while drive and instinct tended to focus to 

much on biological and inborn feats (Ferguson, 2000, pp. 2-3). 

Motivational factors identified today could for example be rewards, promotion, good 

work conditions, job security, recognition from superiors, challenging work and suitable 

schedules (Chiang & Canter, 2008, p. 330) 

The role of motivation in organizations today is according to Nyameh et al. (2013, p. 92) 

to inspire and create value enough for the employees to accept the burden imposed upon 

them in their daily tasks.  

 

2.2. The difference between intrinsic and extrinsic motivation? 

“Intrinsic motivation is driven by forces from within the employee, while extrinsic 

motivation is driven by outside forces.” – Giancola, 2014, p. 25. 
 

Extrinsic is best explained with “carrot and stick” being the reason behind human 

behavior. People do things to get a reward or to avoid punishment. Reiss (2012, p. 152) 

defines extrinsic motivation as doing something in order to pursue a goal, either to win 

rewards or to avoid unpleasantness. Extrinsic motivation often refers to outside factors 

on motivation. 
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"Motivation can come from the outside, such as the motivation to win medals, receive 

financial rewards, and attract attention from the media. This is known as external, or 

extrinsic, motivation because it involves participation in sport for some kind of reward 

that is external to the process of participation." 

(Karageorghis & Terry, 1969, p. 33) 

 

Research on motivation derives from the view on human’s drives, basic biological needs 

(Ferguson, 2000, pp. 1-3) and the need for achieving rewards or avoiding punishment 

(Sansone & Harackiewicz, 2000, pp. 1-2). This have received some criticism for not 

considering behavior that origin from feelings of interest, enjoyment and satisfaction, 

which resulted in two different perspectives on motivation, intrinsic and extrinsic. 

Intrinsic motivation is a behavior that are personally rewarding and induces a feeling of 

enjoyment on its own rather than for a possible future reward (Sansone & Harackiewicz, 

2000, pp. 1-2). Example on actions performed based on intrinsic motivation could be 

partaking in a sport or game just because one finds the activity entertaining. Reiss (2012, 

p. 152) suggest that intrinsic motivation is commonly defined as “doing something for its 

own sake”; Reiss uses the example of a child playing baseball because it is fun and 

enjoyable. With other words internal factors that encourage a specific behavior. This 

notion is further emphasized by Giancola (2014, pp. 25-26) who defines intrinsic 

motivation as the force who drives us to do a specific task or objective for the satisfaction 

of the task itself, for example a nurse that are motivated because the satisfaction he or she 

feels when performing an activity that relieves pain for a patient. With other words, it 

derives from the inside and a feeling that we “want to do it because it feels good”.  

 

2.3. Maslow’s hierarchy of needs 

In the middle of the 20th century, Abraham Maslow promoted the hierarchy of needs 

theory and has played a major role in the research about motivation (Saeednia, 2011, p. 

3085). The theory looks at needs of humans as a pyramid where you have to satisfy the 

basic needs first before you can move on reaching for the next step of the pyramid.  
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Figure 1. Maslow’s hierarchy of needs. 

1. The first step of the pyramid is Biological and physiological needs such as food, 

water, sleep, shelter, sex and air. 

2. The second step of the pyramid is the feeling of security and stability. Not having 

to fear for one’s life for example. 

3. The third step is Belongingness, the basic need of belonging to a group or have 

people around to care for and care about you. 

4. The fourth step is prestige and status improving oneself and achieve tasks in order 

to get respect from people around us. 

5. The fifth and final step is self-actualization, seeking self-fulfillment and growing 

to full potential.  

The pyramid is trying to prove how important it is to satisfy the basic needs and how we 

constantly finds new needs that we are trying to fulfill (Maslow, 1954, p. 80-100). The 

theory suggest that before esteem and self-actualization needs can play a role, basic needs 

must be satisfied first (Maslow, 1954, p. 80). The theory have develop with the years but 

this is the foundation of it and the original five steps of the pyramid.  

Maslow hierarchy of needs have encountered a lot of criticism for simplifying and 

stereotyping the needs and for not being empirical proven (Neher, 1991, pp. 98-105). 

Regardless of this criticism, Maslow’s theory of the hierarchy of needs has still played an 

important role since it is one of the most used theories in Human resources management 

text books but also influenced research in general and motivation in particular (Scheuer, 

2000, p. 20).  A basic understanding of the theory will therefore help grasping the concept 

of motivation, and other theories discussed in this thesis. 

 

2.4. Self-Determination theory 

In the area of motivation, a lot of research refers to the theory of Self-Determination. 

Since this is an important foundation in many of the theories discussed in this thesis, it’s 

important to have a basic understanding of the concept in order to grasp other hypothesis 
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that are directly linked to Self-Determination theory or influences the theory on its own. 

The theory centers on basic psychological needs that in the context of promoting 

motivation, performance and wellbeing has a major impact. The basic needs is to fulfill 

oneself and develop as a person. The key aspects that influences motivation according to 

the theory is autonomy, competence and relatedness (Sheldon et al., 2011, p. 1107). The 

theory has grown from a sub theory, Cognitive Evaluation theory, that explains the 

importance of feeling competent and in some extent has the opportunity to influence 

activities from personal interest rather than just following orders on how it supposed to 

be performed (Ryan & Deci, 2002, p. 11). Self-Determination theory suggests explaining 

the distinction between extrinsic and intrinsic motivation based by the continuum model 

of motivation (Burton et al., 2006, p. 750).   

Competence  

The feeling of contributing with a specific skillset. People tend to take assignments that 

are best suited for their specific skillset along with improving those abilities to keep being 

an asset on similar assignment in the future. Competence closely relates to confidence 

and the self-worth of being effective in a specific area and useful rather than a practical 

expert (Ryan & Deci, 2002, p. 7). 

Relatedness 

It is important to feel a belongingness to people around oneself. Belonging in a specific 

group and the status it entails is an important need and according to the Self-

Determination theory, it has a major impact on how motivated we feel towards our work. 

Neglecting the need of employees feeling that the organization cares about them will have 

the consequence of a decrease in motivation (Ryan & Deci, 2002, p. 7). 

Autonomy 

Refers to the feeling of having control and making decision based on interests and values 

rather than superiors requiring one to act and behave in a specific way. In Self-

Determination theory, it is important perceive to have has some kind of value and ability 

to take initiative. If the employee feels that they do not really have any influence, it will 

lead to a decrease in motivation (Ryan & Deci, 2002, p. 8).  

Organismic integration theory 

Autonomy and opportunity to have a saying in what and why we are doing things is 

important in the theory of Self-Determination, and as a result has Ryan & Deci (2002, p. 

16) develop a organismic integration theory which has a taxonomy that intend to visualize 

how Self-Determination and different types of motivation relates to each other and 

intrinsic/extrinsic motivation. Figure 2 provides an overview of the scale of motivation.  
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Figure 2. Scale of determination (Ryan & Deci, 2002, p. 16). 

 

 Amotivation is indifferent view of the task. The person either does not perform 

the task or perform it half-heartedly. 

 External Regulation is doing it because one have to in order to avoid punishment 

or to get a reward. 

 Introjected regulation is doing it to avoid shame and guilt or because it enhances 

ones feelings of self-worth. 

 Identified regulation is doing it because it is valued as important. 

 Integrated regulation is doing it because it aligns with once personal beliefs and 

wants to do it. It still has an aspect of extrinsic because an outcome is expected.  

 Intrinsic regulation is doing it because one simply want to do it. 

The organismic integration theory intends to show how much Self-Determination that are 

involved with an activity and what kind of motivation that brings (Ryan & Deci, 2002, 

pp. 16-18) 

Some criticism that could be directed to Self-Determination theory is, why just three 

aspects and why relatedness, competence and autonomy? Other theories suggests a lot 

more needs effecting motivation. Ryan & Deci (2000, p. 324) suggest that there is nothing 

magical with the number three but these aspects catches three broad perspectives and any 

additional perspectives need to have some uniqueness and shining light on features not 

already emphasized in the original aspects. 

 

2.5. Herzberg’s two-factor theory 

Herzberg theory suggest two aspects that influences motivation, motivators and hygiene 

factors. Motivators is performances such as the satisfaction of doing a god job, solving a 

problem or seeing the result. It could also be recognition for job well done or the job 
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content being interesting or demanding. In other words challenging with a variance in 

tasks (Herzberg, 2003, p. 91). Other aspects could be responsibility and control of the 

work condition, not to mention basic features such as promotion and development that 

has a big impact on motivation. All these aspects considers heightening motivation and 

therefore falls under the category of motivators. Herzberg other aspect is hygiene factors 

and are referring to phenomenon that decreases motivation, they do not play a big role in 

heighten motivation but if the requirements are not met they may decrease it. Herzberg 

suggest that job security, salary, work condition, benefits and company policies are good 

examples on hygiene factors. They work as motivational maintenance and are essential 

in avoiding a decrease in motivation, if the hygiene factors are not on a satisfactory level 

it will be hard to keep employees from complaining regardless of how high the motivators 

are (Bassett-Jones & Lloyd, 2005, pp. 932-934) 

Herzberg’s two-factor theory have influenced a lot of research during the years but it has 

also been subject for a lot of criticism. The theory receives a lot of criticism both on the 

questionable methodology (Ewen et al., 1968, p. 548; Gardner, 1977, p. 203) and on the 

empirical findings (Wolf, 1967, p. 132; Brenner et al., 1971, p. 366). Ewen et al. (1969, 

p. 548) used other methods and could only confirm that work itself had an importance on 

job satisfaction but no other factor. Gardner (1977, p. 203) suggests that it is a 

complicated theory to test and needed to be tested in a multiplicity of ways and that there 

are no single test to confirm the theory. Regarding the empirical findings there are some 

studies that does not support the two-factor theory and found that one aspect could be 

both a motivator and a hygiene-factor. Wolf (1967, p. 132) supports these findings and 

suggest that it could be seen as a single continuum rather than a dual. Brenner et al. (1971, 

p. 366) also support the notion when they found job satisfaction and dissatisfaction could 

derive from both motivators and hygiene-factors. 

Although Herzberg’s two factors theory have received a lot of criticism, it has still played 

a major role in motivational research and provides a unique perspective on motivation 

that will help in understanding the concept discussed in this thesis and further elaboration 

on factors that potentially decreases motivation.  

 

2.6. Vrooms Expectancy theory 

Vrooms Expectancy theory refers to motivational theory that focuses on the expectation 

on an outcome. It takes a different perspective than the traditional perspective that 

motivation derives from needs, expectancy theory tend to assess how motivation springs 

from a decision based on how much effort and what outcome it will result in. The theory 

centers more on perceptions and a cognitive process rather than instincts and biological 

needs (Vroom, 1964, p. 8).  

How motivated and likely an individual are to perform a task is for starters dependent on 

outcome expectations and the probability of achieving it. Secondly, it is dependent on the 

effort demanded to achieve the outcome. In other words, the theory assess these three 

parameters “how much do I have to work to get it”, “how likely is it that I actually get it” 

and finally “is it worth it?” (Fudge & Schlacter, 1999, p. 296).  
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Vroom tries to simplify how to measure motivation by using a formula based on the three 

parameters. The first part of the formula is Instrumental and focuses on an individual’s 

estimation of the probability of succeeding if they actually put in the effort to pursue the 

task but also how much effort it demands. The second part is Expectancy and that is the 

estimation of the outcome, what will the result of pursuing the task be. Finally, the third 

part is Valence that tries to explain the personal value a specific outcome has to the 

individual, how much the outcome is valued will influence how much effort and 

uncertainty in outcome a person will tolerate and still pursue the task (Vroom, 1964, pp. 

14-20). Valence does however have two perspectives, it is not just about receiving a 

desirable outcome, and it could just as easily be avoiding an unpleasant one that will 

increase the valance aspect in Vroom’s expectancy theory (Estes & Polnick, 2012, p. 3). 

Therefore, dividing valence into negative and positive makes it easier to grasp if the 

motivation come from achieving something or avoiding it. A negative valence may have 

the same impact as a positive; an individual will just as likely be motivated to put in some 

extra effort in order to avoid an unpleasant outcome. An example of the differences 

between negative and positive valance is the comparison of a salary raise with the risk of 

losing one’s job. When an employee faces the opportunity to acquire a desired raise it has 

a positive valance and when he or she wants to avoid losing the job it has a negative 

valance. Both perspectives has a value and are a desired outcome for the employee but 

for different reasons (Vroom, 1964, p. 15). 

Vroom’s theory suggest that all three parameters needs to exist and if just one is missing, 

it will decrease motivation. The employees’ need to feel that if they really try they will 

manage to perform at the level required of them to reach the goal. They also need to 

believe that if their performance is on that level it will result in a certain outcome, and 

finally they must value that outcome either because they desire it or because it will avoid 

unpleasantness. If just one of these three criteria’s fails, the person will become indifferent 

to the outcome (Vroom, 1964, p. 15). 

Vrooms expectancy theory is empirically supported in Vansteenkiste et al. (2005, pp. 

282-285) studies on job-search behavior where they found Vrooms Expectancy theory 

and Self-Determination theory to have a big impact on the motivation. Tien (2000, pp. 

744-745) research also supports the theory with the findings that faculty members who 

had a higher desire for promotion published more articles and in general put in more effort 

in their work. Suggesting that they were more willing to put in extra effort in order to 

reach a desired and plausible outcome.  

Vrooms Expectancy theory have however received a lot of criticism for being too 

simplistic and that it fails to take time and changes in expectancy type into consideration. 

In other words, the length of the performance-measuring period also plays a role. It has 

also shown to be a less reliable source to measure motivation in sales type job (Lawler & 

Suttle, 1973, p. 501). Despite its imperfections, the Expectancy theory still plays an 

important role and influences a lot of research. This thesis will address many concepts 

that either derives from or compares to Expectancy theory and therefore it will be critical 

to have a basic understanding of the model when obtaining further literature from this 

thesis.  
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2.7. The interplay between intrinsic and extrinsic motivation  

Taking a more complex view at the importance of both intrinsic and extrinsic motivation 

Cerasoli et al. (2014, p. 984) argues that intrinsic motivation increases performance and 

incentives increases performance but they also argues that incentives decreases intrinsic 

motivation. This leads up to what they call the “uncomfortable conclusion” where the 

arguments from previous research actually contradict each other and all three statement 

cannot be true at the same time. Cerasoli et al. (2015, pp. 984-985) draws the conclusion 

that previous research does not take into account that different motivational approaches 

is beneficial in different situations. The quality or quantity approach are not being 

considered where extrinsic motivation such as incentives is better with tasks that is more 

quantity-oriented performance and intrinsic motivation has a positive effect on high-

quality performance. Similar suggestions have also been raised by Wallace et al. (2000, 

pp. 178-179) who suggests that when efficiency is favored the motivational strategy 

should focus on transactional implementation but when service is the preference its better 

suited with high involvement strategies.     

Cerasoli et al. (2014, p. 984) also makes the statement that in situation where extrinsic 

motivation or incentives does not exists the intrinsic motivation is the best way to measure 

expected performance. Even if incentives decrease the importance of intrinsic motivation 

it does not however mean that they cannot simultaneous exist, it only means that intrinsic 

motivation becomes a less reliable source of measuring performance outcome. The two 

directions of increasing motivation and performance can coexist but it is dependent on 

what kind of performance, quality or quantity, and the possibility of getting the incentive 

(Cerasoli et al., 2014, p. 996). The contingency of the incentive goes in line with Backes-

Gellner & Pull (2013, p. 395) theories about the threshold groups and how likely it is to 

get the incentives. The conclusion is that incentives on its own have little impact on 

promoting intrinsic motivation and might even decrease it, however that’s not the case 

with the contingency of the incentives that positively relates to an increase or decrease in 

intrinsic motivation (Cerasoli et al., 2014, p. 996). In other words, the likelihood of getting 

the incentives effects the intrinsic motivation. 

 

2.8. Motivations impact on employee turnover in general 

Some negative effects with low intrinsic motivation in the workforce is of course 

employee turnover. Dysvik and Kuvaas (2010, p. 633) suggests that there is a direct 

correlation between low intrinsic motivation and turnover intention. Self-Determination 

theory (Ryan and Deci, 2002, pp. 7-8) and the aspects of autonomy, relatedness and 

competence proved to have an impact on the intrinsic motivation and as a consequence 

turnover intention. Employees does not just need to feel useful and that their competence 

are improving, they also need to feel a belongingness with the organization and influence 

in their own decision-making process. Self-Determination theory’s impact on intrinsic 

motivation and employee turnover is also supported by Richer et al. (2002, p. 2106) who 

argues that work satisfaction and emotional exhaustion are two features that are especially 

important regarding the impact on job turnover.  

Houkes et al. (2003, pp. 444-445) suggests that social support plays a big role on 

employee turnover intention and suggest that conflicts with managers and co-workers that 
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are unresolvable will increase the intention. Connecting social support with the Self-

Determination theory (Ryan and Deci, 2002, pp. 7-8) where belongingness is of 

importance on intrinsic motivation, one could jump to the conclusion that effective 

teamwork also plays a major role when it comes to employee turnover.  

After establishing the fact that low intrinsic motivation have a negative impact on 

employee turnover Vansteenkiste et al. (2007, p. 268) takes the discussion further and 

compare the difference between intrinsic and extrinsic motivation. The results if the 

research suggest that people primarily driven by extrinsic motivation are more prone to 

quitting their job. The explanation is that people primarily driven by intrinsic motivation 

tend to be more engaged in activities that will fulfill their basic needs of Self-

Determination theory. In other words, they are more likely to pursue activities that have 

a positive impact on autonomy, competence and relatedness (Vansteenkiste et al., 2007, 

p. 269) 

Intrinsic motivations effect on turnover intention is also recognized by Dill et al. (2016, 

p. 105) who conducted a study on the motivation in caring labor. Their findings proved 

that a higher intrinsic motivation in nurses reduced turnover intention but the interesting 

in this case is that they found that a high extrinsic motivation also decreased turnover 

intention. Breathing air into the discussion that what type of motivation a person has as a 

salient influence is of low importance as long as they are motivated in some way.  

Dill et al. (2016, p. 105) findings are not necessarily in conflict with Vansteenkiste et al. 

(2007, p. 269) since they both find that intrinsic motivation has a major impact on 

turnover intention. The latter may however have neglected the impact of extrinsic 

motivation because intrinsic tend to haw a bigger influence.  

The impact motivation has on turnover is portrayed in literature as a constant struggle for 

increasing motivation in order to keep employees. Another way of looking at the subject 

that does not get as much attention is avoiding a decrease in motivation. It is not all about 

constantly increasing motivation, managers today also needs to prevent motivation to 

decline, De Vos & Meganck, (2009, pp. 55-58 ) emphasizes the struggle managers have 

today in maintaining the motivation and loyalty in their workforce. The employees will 

always look out for themselves first and if their needs are not satisfied, their motivation 

will also decline as a result and this is one of the main reasons for employee turnover. 

This notion is further supported by Antomioni (1999, p. 29) who suggest that people are 

only willing to put in effort in their work to the degree that they are contented with their 

motivational needs. If those needs remains unsatisfied, it will have a negative impact on 

work morale resulting in a decrease in efficiency and increase in turnover intention. 

Suggesting that Vroom’s expectancy theory (Vroom, 1964, pp. 14-20) plays an important 

role in turnover intention as well.  

 

 

 

2.9. Turnover intention themes 

Reading trough the research conducted on motivational influence on turnover intention 

there are a few themes that elevates. Turnover intention arises from different reasons but 

the common denominator is motivation, which in turn creates or increases turnover 

intention. The literature considers both extrinsic and intrinsic motivation but the reason 
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influencing the motivation, regardless of type, differs and the following chapter will 

provide a basic understanding of the most important themes derived from the literature.  

The six themes this thesis is taking into account follows: 

 Stress & Burnout Risk 

 Recognition & Promotion 

 Salary & Rewards 

 Psychological contracts & Work-Life Balance 

 Security, Teamwork & Work Environment 

 Development & Challenging Work 

 

2.9.1. Stress & Burnout Risk 

Some research suggest that motivation have a big impact on job burnout. Houkes et al. 

(2001, pp.17-19) have found connection between intrinsic motivation and burnout in both 

teachers and in the bank sector. Dill et al. (2016, p. 105) proved similar findings in nurses 

burnout along with other physical symptoms. Intrinsic motivation has a positive effect in 

preventing emotional exhaustion, physical and mental health problems and this is one of 

the main contributors towards job burnout. Houkes et al. (2003, pp. 444-445) proved that 

intrinsic motivation had an impact on emotional exhaustion and that in turn effected job 

burnout.  

The effect of motive and the impact when the employee’s motives does not align with the 

company’s has further been discussed by Rawolle et al. (2016, p. 67) and incompatibility 

in motives will increase the risk of burnout in employees. The theory is once again that 

the inconsistency in motive will have a negative impact on intrinsic motivation and as 

consequence amplify the burnout risk. 

Although the link between intrinsic motivation and job burnout is quite clear Dill et al. 

(2016, p. 105) has also found that extrinsic motivation had an impact on job burnout. 

Nurses with high extrinsic motivation where less likely to become burnout and showed 

less physical symptoms. In other words, employees motivated by wages or other rewards 

were also less likely to exhibit symptoms of exhaustion and face a smaller risk of job 

burnout. Once again proving that motivation itself is important regardless if it derives 

from extrinsic or intrinsic sources. Especially since Richer et al. (2002, p. 2106) suggest 

that work satisfaction and emotional exhaustion has a major impact on job turnover. This 

notion is further supported by Choi et al. (2012, p. 510) who also emphasizes the influence 

emotional exhaustion and burnout risk have on turnover intention. 

Looking in to the context of Call centers, researchers suggest that employees working in 

a call center are more likely to experience signs of stress (Proper, 1998, p. 16). The work 

itself is very demanding and the monotony of the tasks associated with the role infuses 

stress (Wallace et al. 2000, pp. 177-178). Another aspect associated with increased stress 

in call center contexts is the different nature of the tasks, in other words, how they 

contradict each other. The goals employees strive against is often a set number of calls 

every day but they also expects to handle complaints with high quality and a service mind. 

This contradiction causes stress in the employees (Tuten & Neidermeyer, 2004, p. 27) 

when they have to waste time on objectives that does not aid in reaching the daily goal. 
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This ambiguity will increase employees level of stress and goes in line with Wallace et 

al. (2000, p.178) findings on emotional burnout. They suggest that the combination of 

complaints received everyday with the lack of supportive means is the major reason 

behind the high percentage of emotional burnout in the industry, which influences 

turnover intention.  

Even though Richer et al. (2002, p. 2106) argue that emotional exhaustion influences job 

turnover, it does not impel all forms of stress and it is important to make that distinction. 

Tuten & Neidermeyer (2004, p. 32) could find that employees who were optimistic and 

more satisfied with their position were less likely to exhibit signs of stress compered to 

pessimistic employees. They were however unsuccessful in proving the direct linkage 

between stress and turnover which raises the question if stress & burnout risk really 

effects turnover intention. Fields et al. (2005, p. 67) and Griffeth et al. (2000, p. 483) does 

however argue that stress do have an impact on job turnover. Richer et al. (2002, p. 2106) 

supports that notion with the suggestion that turnover intention is effected by emotional 

exhaustion which is one form of stress. The perception of stress and burnout risk could 

also have an impact when the expected balance between work-life is jeopardize, one could 

assume that stress and burnout risk is used as an excuse to quitting the job since De Vos 

& Meganck (2009, p. 56) proved how important work-life balance is to employees.  

 

2.9.2. Recognition & Promotion 

Trends today suggest flat organization to be the best way to shape the workforce with the 

benefits of including the employees in decision-making process and create an 

environment that encourages development of new abilities (Bozionelo, 2008, p. 114). 

However, some voices argue that this may not be the best way to organize a call center 

and working with hierarchical layers may have beneficial purposes to the organization 

(Moss et al. 2008, pp. 175-177). Bozionelo (2008, p. 115) suggest that the hierarchical 

layers will have the benefit concerning recognition and promotion. Smaller groups makes 

it easier to acknowledge valued employees and more layers also creates additional 

promotion opportunities that also has a positive influence in reducing turnover intention. 

Bozionelo (2008, p. 115) suggest that people are more inclined to desire promotion 

opportunities and recognition such as praise or change in responsibilities. Bragg (2000, 

p. 131) suggest that people are more likely to prefer recognition in form of vacations, gift 

certificates, benefits such as parking spots prior to money. He get supports from other 

researchers, who also emphasizes non-monetary-rewards advantage over money when it 

comes to recognition and motivations influence on turnover intention (Geller, 2001, pp. 

60-61; Clayton, 2006, p. 38).  

An internal labor market suggests having a major impact on loyalty and research on the 

subject reports that externally recruited manager lacks the same loyalty as internal 

recruited. The same goes with promotion opportunities towards other functions inside the 

company, besides the call center function (Bozionelo, 2008, p. 115). This is definitely 

contradicting some modern research about cost efficient flat organizations. Flat 

organizations does definitely have some advantages as well but Bozionelo (2008, p. 115) 

questions if it really is the best structure for the call center environment since the 
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advantages of layers trumps the positive effect produced by the employee-independence 

associated with flat organizations.  

Promotion opportunities plays an important role in retention, which has been a frequent 

subject for research. Fields et al. (2005, p. 77) suggest that people who feel that they are 

undervalued in their current position are more prone to leave. He also found a negative 

effect on retention when employees perceived their supervisors lacking competence and 

when the position failed in living up to the required skill and autonomy expectation. 

Promotion opportunities and high autonomy frequently occurs in the discussion regarding 

important factors behind turnover intention (Griffeth et al., 2000, p. 483; Price, 2001, pp. 

612-613). 

Both promotion and recognition connects to Self-Determinations theory (Ryan & Deci 

2002, p. 7) and the aspect of competence since both promotion opportunity and 

recognitions such as praise influences the perception of competence in the employee. 

Furthermore, it also influences the aspects of autonomy (Ryan & Deci 2002, p. 8) in form 

of more influence in the organization and the relatedness (Ryan & Deci 2002, p. 7) in 

terms of perceived proof of being an important member of the group and belonging to 

something bigger.   

 

2.9.3. Salary & Rewards  

Many researches diminish the impact salary has on motivation and turnover intention 

suggesting that other actions increasing intrinsic motivation is a more efficient way of 

improving retention rates (Bragg, 2000, p. 131; Geller, 2001, pp. 60-61; Clayton, 2006, 

p. 38). However, according to Herzberg (2003, p. 91) perspective on motivators and 

hygiene-factors he suggest that extrinsic motivators such as salary do have an impact on 

motivation, or rather that the lack of a satisfactory salary-level decreases motivation. 

Suggesting salary as a hygiene-factor that needs to be satisfied, if not, the motivation will 

decrease. This notion is further supported by De Gieter et al. (2012, p. 64) who also 

suggest intrinsic motivation being superior to extrinsic but do acknowledge the 

importance of salary when it comes to fairness. Employees that feels neglected and treated 

unfairly in regards to salary will have higher turnover intentions. Fairness is therefore 

important and employees tend to compare salaries with coworkers or workers in similar 

hierarchical level at competitors (Brown et al. 2003, p. 753; Messersmith, 2011, p. 460). 

Greipp (2003, pp. 321-323) suggest that career ladders with focus on increasing salaries 

is the answer in stressful jobs with low recognition, in an example focusing on nurses 

combatting the negative aspects of the role such as stress and lack of recognition. These 

suggestions goes in line with the findings from Dill et al. (2016, p. 105) who suggest that 

both intrinsic and extrinsic motivation reduced turnover intention. Salary could therefore 

be an important aid in reducing turnover intention, especially when other motivators are 

difficult to implement.  

Salary increase is equal to a higher cost for the organizations and that is one of the reasons 

companies focus more on intrinsic motivational approaches to increase motivation and 



17 
 

retention, but according to Greipp (2003, p. 322) organizations fails to take the cost of 

turnover into account. Recruitment and training is very costly and career ladder with 

increasing salary may increase retention. Researches have also emphasized that the 

impact salary has plays a bigger role than many suggest. Boylan (2004, p. 89) suggest 

that salary has a direct linkage to turnover intention alongside with a decrease in 

performance. O'neill et al. (2011, pp. 610-611) advocate that people with a high positive 

attitude are in general more committed to the organization but in some case they still 

display higher turnover intentions. Arguing that the reason behind those intentions is 

salary expectation. They also suggest that salary plays an important role in early career 

stages but later on, other aspects such as job challenge, job security and work-life balance 

increases its contribution to job satisfaction (O'neill et al. 2011, p. 602). Salary is with 

other words an important aspect on turnover intention in both employees longing for 

higher pay and for employees who need an excuse to stay in an otherwise demanding 

environment.  

Intrinsic types of motivation is often recommends as superior to extrinsic (Bragg, 2000, 

p. 131; Geller, 2001, pp. 60-61; Clayton, 2006, p. 38) but salary still proves to have a 

major effect on turnover intention. One could argue that salary’s importance derives from 

Herzberg’s (2003, p. 91).) Hygiene-factor or Maslow’s (1954, p. 80-100) hierarchy of 

needs theory were a salary often is require to satisfy lower order needs. These two theories 

are more useful in trying to explain motivation derived from extrinsic motivation since 

Self- Determination (Ryan & Deci, 2002, pp. 7-8) theory fails to absorb salary due to the 

focus on intrinsic motivation or basic needs of belongingness. 

Rewards is also an aspect to consider which can have a major impact on motivation and 

turnover intention in call center context (Choi et al., 2012, p. 510). The reward alone is 

one aspect but Williams et al. (2008, pp. 663-664) suggest that the structure of the rewards 

is equally important if not more influential than the reward level. Brown et al. (2003, p. 

759) also suggest that the structure itself influences performance and efficiency. One of 

the most commonly used reward system in sales oriented jobs such as Call centers is the 

tournament form often phrased as sales contests (Koehl et al. 2016, pp. 281-282; Murphy 

et al. 2004, p. 127). Since Call centers commonly uses the tournament reward system and 

the fact that the tournament form rather is a structure applied to both individual and group 

competitions it is important to assess the nature of the system. Especially since the 

structure of the reward plays a major role according to Williams et al. (2008, pp. 663-

664). A basic understanding of motivation-issues associated with this reward system is 

therefore of interest to elaborate upon.  

 “The best performance gets a reward” is probably the easiest way to explain tournament 

reward systems, for example, the salesperson with the highest sales get a bonus. The main 

idea behind this is to motivate the workforce and increase their performance by giving 

them an extra incentive to do so Backes-Gellner & Pull (2013, pp. 375-376). This concept 

is widely used but according to Backes-Gellner & Pull (2013, p. 376) there are some 

problems with implementing this kind of extrinsic motivational approach and it may not 

be as effective as one would think. They emphasize the problems with heterogeneous 

groups in this kind of reward-model. Their hypothesis is that the more heterogeneous a 

group is in the conditions they compete the less likely it is the tournament reward system 

will increase performance. The reasons for heterogeneity could range everywhere from 
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different sizes in geographical areas towards higher or lower buying-power from 

customers in a specific area. It does not really matter what reasons is behind the 

heterogeneity in the group the result is still the same. In other words, a few “stars” who 

will be certain to win unconditionally of their effort and a few underdogs will have no 

chance of winning and therefore both groups will be less motivated to increase 

performance since it does not have a big impact on the outcome anyway.  

 

“The more heterogeneous employees are, the lower the incentive effects from tournament 

compensation systems.” Backes-Gellner & Pull (2013). P. 379 
 

According to Backes-Gellner & Pull (2013, p. 395) there is a threshold group that will 

benefit from the tournament reward system and that is the employees who are around the 

threshold for the reward, either close to reach the limit or close to falling below it. Since 

the conclusion is that tournament reward system only works with homogenous group who 

has the same opportunity to win, they recommend that management should work with 

strategies to level the playfield and create an equal environment for the competition. The 

problem derives from the expectancy theory and if the expected performance leads to a 

desired outcome, the incentives are not likely to motivate the employees (Vroom, 1964, 

pp. 14-20). Suggested solutions to this problem is league building and handicapping the 

conditions for the tournament in a way that creates the biggest threshold group and 

therefore gives a broader audience incentives for increased performance. Backes-Gellner 

& Pull gets support with this argument from Casas-Arce & Martinez-Jerez (2009, p. 1319) 

who also emphasize how important it is to level the playfield by using handicap and 

regulating the time period of the tournaments to best suit the workforce and maximize 

incentives to improve performance.  

In a study by Abuhamdeh et al. (2015, p. 6) it is suggested that outcome uncertainty has 

a major role influencing intrinsic motivation as well. The suspense of outcome 

uncertainty and close game winnings will promote intrinsic motivation as well since it 

correlates with perceived competence (Deci & Ryan, 2000, pp. 234-235). In other words, 

a closer game will increase the perceived competence more than an easy win. Levelling 

the playfield is therefore important out of two aspects; increasing the number of 

individuals motivated by the reward system and maximize the perceived competence in 

the workforce. Lazear & Rosen (1981, p. 859) suggest that the effect of handicapping and 

league-building are limited since individuals prefer to get bad results in the A-league than 

good in a B-league. This notion does not however contradict the use of handicap and 

league building it only emphasizes the importance of taking the employees perceived 

competence into consideration during the development of the tournament system. 

Furthermore, there are some other problems associated with tournament system and sales 

contest. The ethical dilemma needs consideration before implementing a reward system. 

Poujol et al. (2016, p. 35) argue that rewards may increase performance and motivation 

but it also gives employees reasons to behave unethical towards customer since it induce 

incentives to give the customers advices mainly influenced by the possible reward rather 

than the customers best interest. Murphy et al. (2004, p. 132) also suggest that the reward 

should be suited to the task and usage of incentive with too high of a value to the 

employees may absorb them to much in the contest which encourages them to neglect 

other important chores. 
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Rewards have, as previously stated, both a positive and negative effect on turnover 

intention. Trying to explain its influence with Self-Determination theory one could say 

that the reward system has a direct effect on perceived competence (Ryan & Deci, 2002, 

p. 7) which both explain the advantages and disadvantages with the system. Succeeding 

and winning rewards will have a major positive impact on perceived competence but 

losing the contest will weaken the perception.  

 

2.9.4. Psychological contracts & Work-life balance 

An employee’s expectation on the work relationship stretches beyond the traditional 

employment contract. Psychological contracts complements the traditional contract with 

the beliefs an employee has on the work conditions. These unwritten features defines a 

psychological contract and are explained as the employee’s perception on what the 

organization has promised them in terms of work condition regarding status, opportunities 

and workload (Rousseau, 1989, p. 123). 

 

Psychological contracts refers to an unspoken contract that exist between employees and 

employers. Its easiest defined as the employee’s perception of the employers promised 

inducement towards working in the organization, it has a major impact on employee 

motivation and retention. Important factors is not just financial rewards like provision, it 

is also employee benefits such as career perspective, development opportunity and a 

supportive work environment, not to mention work-life balance (De Vos & Meganck, 

2009, pp. 46-47). Allan et al. (2003, p. 101) suggest that the perceived organizational 

support influence motivation, commitment and job satisfaction trough three important 

factors; fairness of rewards, growth opportunity and participating in decision-making. 

Horwitz et al. (2003, p. 41) also suggest similar views on organizational ability to increase 

motivation in the workforce. 

 

De Vos & Meganck (2009, p. 56) suggest that work-life balance is not an important reason 

for employees to stay but it does however play a major role in pushing people to leave an 

organization. In other words, employees do not really value a good balance when they 

have it but when it shifts and the works takes over it instantly has a big impact on 

motivation and turnover intention. Emphasizing the importance of actually keeping 

promises and expectations the organization conveys to their employees regarding work-

life balance, since it is deeply rooted in the perceived psychological contract.  

According to De Vos & Meganck (2009, p. 56) the most important factors included in a 

psychological contract, critical for the organization to uphold, in order to prevent 

employee turnover is career development, job content, financial rewards, social 

atmosphere and work-life balance. Antomioni (1999, p. 29) suggest that people are only 

willing to put in effort in their work to the degree that they are contented with their 

motivational need. The need is of course in relation to the expectation the organization 

creates trough psychological contracts and if those promises fails it will have a negative 

impact on work morale. Price (2001, p. 609) argues that employees have core assumptions 

and expectations and if those are met they will be satisfied and committed to the 

organization.  
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2.9.5. Security, Teamwork & Work Environment  

Theories on improving intrinsic motivation is the effect of teamwork, or as Carr & Walton 

(2014, p.169) expresses it, cues of working together. Their results implies that working 

together will increase intrinsic motivation and they stretches it so for to say that it does 

not even have to be working closely together, it could just as easily be working 

independently on similar tasks that will stimulate the increase in motivation. The “cue” 

of working together is enough to enhance motivation, in other words, the symbolic cue 

of working together will also work. It does not have to be teamwork physically next to 

each other (Carr & Walton, 2014, p.170).  

According to their study, cues of teamwork increased reported task interest, spontaneous, 

expressions of enjoyment, behavioral persistence, task engagement and performance. 

Which results in an increase of intrinsic motivation (Carr & Walton, 2014, p.181). The 

impact of teamwork tend to further enhances when combined with competition. Some 

findings suggest that the combination of teamwork and competition increased both 

enjoyment and performance. Both cooperation on its own and competition on its own got 

high scores but when combined the results proved to be even greater (Tauer & 

Harackiewicz, 2004, pp. 859-860; Tauer, 2000, pp. 47-48) 

The Self-Determination theory also contributes some support to teamwork effect on 

intrinsic motivation. According to Ryan & Deci (2002, p. 7) people have a fundamental 

need to belong with other humans and relatedness is one of the main aspects in the theory. 

Teamwork is an effective way of satisfying that particular need, which only emphasizes 

the importance of teamwork to intrinsic motivation.  

Since teamwork contribute with an important role in increasing the motivation, it is also 

clear that the occurrence of dysfunctional teams will lead to an increase in turnover 

intention (Griffeth et al., 2000, p. 483; Park & Kim, 2009, pp 33-35). Especially since 

Houkes et al. (2003, pp. 444-445) suggested that social support plays a vital role on 

turnover intention. In opposite to the work-life balance, previously discussed in the 

psychological contract theme, social atmosphere is an important reason for staying but 

does not have the same impact regarding turnover intention. Suggesting that people who 

enjoy their social environment are more likely to stay but are not necessarily more 

inclined to leave if they do not feel that the social atmosphere is extraordinary (De Vos 

& Meganck, 2009, p. 56).  

The environment of the business is very likely to influence both motivation and retention 

according to Clayton (2006, p. 39) who suggest that the context of the workplace is key. 

His findings suggest that the product or service the company provides, how they influence 

society and how they work with scientific development plays a big role on how we view 

the company. That view will effect motivation and in turn retention. Creativity 

specifically mentions as a major contributor, suggesting that a creative environment is 

critical to retain employees (Mayfield & Mayfield, 2008, p. 45; Shalley et al., 2000, p. 

219). Another aspect is that it does not just reduce turnover intention but it also increase 

performance founded on both higher motivation but also shows positive effects in form 

of innovation and inspiration (Shalley et al., 2000, p. 221).  Regarding the creative 

atmosphere Shalley et al. (2000, p. 222) argue that managers play a vital role in 
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constructing a creative environment for the workforce. The importance of managers is 

furthermore emphasized by Harris et al. (2004, pp. 372-374) who argues that the 

subordinate-supervisor relationship plays a major role in turnover intention and that 

favoring certain employees, encouraging them to strive for advancement in the 

organization may lead to reduced motivation and increase in turnover intention by the rest 

of the work-group.  

The Self-Determination theory (Ryan & Deci, 2002, pp. 7-8) perspective on work 

environment is very useful since it connects to all three aspects. Autonomy in the terms 

of creativity as a motivator and the encouragement of the employees contributing with 

innovation (Mayfield & Mayfield, 2000, p. 45; Shalley, 2000, p. 219). Relatedness 

connects to the employee’s perception of the appreciation received from supervisors 

(Harris et al., 2004, p. 374). Finally the competence aspect effected by the encouragement 

of creativity and demonstration it provides that organization desires the employees 

capabilities (Mayfield & Mayfield, 2000, p. 45; Shalley, 2000, p. 219). The competence 

aspect also influences by the view of the company, an organization that contributes to 

society and takes initiative in the market will reflect a higher status and it will enhance 

the employee’s perceived competence (Clayton, 2006, p. 39).  

Herzberg’s two-factor theory (Bassett-Jones & Lloyd, 2005, pp. 932-934) argues that it 

is imperative to have job security and if security is lacking it will decrease motivation. 

Job security is according to the theory labelled as a hygiene factor, but it does not just 

decrease motivation it also seems to have a major effect on turnover intention specifically. 

It is argued that the nature of the employment contract and the feeling of long-term 

security in the workplace have a big impact on turnover intention (Fields et al., 2005, p. 

77; Griffeth et al., 2000, p. 483). These findings also goes in line with Maslow’s hierarchy 

of needs theory (1954, pp. 80-100), it makes sense since we need to satisfy basic needs 

first and job security is fundamental to attain those needs.  

 

2.9.6. Personal Development & Challenging Work  

A lot of research have connects intrinsic motivation to turnover intention. Dysvik & 

Kuvaas (2010, pp. 632-633) suggest that there is a direct linkage between turnover 

intention and Mastery approached goals derived from intrinsic motivation. Their finding 

supports the theory that people needs to feel competent and have some influence in the 

work task (Dysvik & Kuvaas, 2010, p. 626). The results is compered to Ryan & Deci’s 

(2002, pp. 7-8) theory about Self-Determination and how important autonomy and 

competence is for intrinsic motivation in individuals. 

Experience-based-career-leverage is according to Clayton (2006, p. 45) a major 

contributor to motivation and employees presented with these opportunities become 

encouraged to remain with the company. Proving that development opportunities and 

challenging work is both beneficial concerning intrinsic motivation in form of an increase 

in autonomy and competence (Ryan & Deci, 2002, pp. 7-8) but also regarding extrinsic 

motivation regarding career leverage opportunities (Clayton, 2006, p. 45).  
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Managers today need to be aware of the intrinsic motivation effect from development 

feedback on the job because of its direct linkage to job performance. Zhang et al. (2014, 

p. 738) suggests mentoring and training programs as a way of developing feedback and 

emphasizes the importance development feedback has for the survival of today’s 

organizations. This notion is also being highlighted by DePasque & Tricomi (2015, p. 

185) and they specifically emphasize its importance in situations lacking incentives, 

feedback is an effective way of increasing intrinsic motivation.  

Feedback is difficult labelling to either intrinsic or extrinsic since it has a little bit of both 

when it comes in the form of praise and commendation. Ryan & Deci (2002, pp. 10-11) 

suggest that either way it has a positive impact on motivation. Extrinsic motivation, 

however, can have a negative impact when it interferes with the Self-Determination 

theory aspect of autonomy and the incentives comes across as demands rather the 

encouragements. Positive feedback does not however undermine intrinsic motivation but 

rather enhances it, as long as it does not come across as forcing or demanding.  

Negative feedback, on the other hand, is in direct conflict with the competence aspect of 

the Self-Determination theory. This will as a result diminish intrinsic motivation (Ryan 

& Deci, 2002, p. 12). Vallerand & Reid (1984, p.99) explains the feedback connections 

to how the employees perceived their competence. The criticism or praise will have an 

impact on how the receivers view themselves. This view will in turn have an impact on 

the intrinsic motivation. Negative feedback will decrease intrinsic motivation and positive 

feedback will increase it, however, if positive feedback is in conflict with the autonomy 

aspect and sees as forcing rather the encouraging it will also have a negative effect (Ryan 

& Deci, 2002, p. 13).  

Low motivation created by the lack of challenging work and development opportunities 

have a direct impact on turnover intention (Clayton, 2006, p. 38; Dysvik & Kuvaas, 2010, 

pp. 632-633).  
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3. Methodology 
The following chapter will explain the method used in this thesis along with the reasons 

behind different choices. This chapter will explain the reason behind motivations effect 

on turnover intention as topic. It will also motivate why the specific theoretical 

background was included and how it supports the topic. Furthermore, it will also assess 

what research philosophies the thesis is based on along with the method design, analysis 

and ethical considerations. 

 

3.1. Preconceptions 

As previously discussed, the choice of topic is highly influence by both my academic 

background as well as my professional. This is of course beneficial regarding a contextual 

understanding that will aid in exploring the phenomena but it also help when considering 

the problematic consequence of the phenomenon. However, it is imperative to assess 

these preconceptions since it may influence the thesis and eventually create a bias 

perspective (Bryman & Bell, 2015, pp. 40-41). It is therefore essential to determine the 

researcher’s preunderstandings and consider those throughout the thesis. It is hard to 

assess the role my academic and professional background have played throughout the 

thesis, and how it have influenced decisions and interpretations. I have taken some actions 

in order to reduce the influence to a minimum; first, I had to start with assessing my 

background and the reason why I choose the subject. Secondly, I continuously reminded 

myself of my preconceptions throughout the thesis in order to remain as objective as 

possible.   

 

3.2. Ontology 

Saunders et al. (2012, p. 126) suggest that it is imperative for the research to elaborate 

upon the philosophical perspective possessed by the author, since this perspectives how 

the researcher view the world and how it influences the method and decision made in the 

research process. Bryman (2012, p. 32) suggest that ontology is how social entities should 

be regarded. It has two main standpoints that influences how the researcher views the 

world, constructionism and objectivism (Bryman, 2012, pp. 32-33).  

Objectivism tends to focus on fixed values in the organization, a structure were the people 

act and behave according to the fixed structure. It is with other words independent of the 

social actors inside the structure and have a prearrange model that will form the social 

actors in the structure (Bryman, 2012 pp. 32-33). This thesis does however take the 

constructionism-approach since the examination centers on people’s perceptions and the 

possible changes in these perceptions, since the ever-changing environment of Call 

centers influences the views. Constructionism suggest that the view is continuously 

changing with time and built upon social actors and their interactions (Bryman, 2012, pp. 

32-33), this standpoint is better suited in constant changing organization such as Call 

centers. The thesis target a deeper understanding of what motivational features that affect 

turnover intention and believe that social construction have created these features. How 
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the balance of intrinsic and extrinsic motivation influence the employees is also 

constantly changing (Cerasoli et al., 2015, pp. 984-985) and an ontology approach with 

constructionism will provide a more compatible approach in assessing its impact.  

 

3.3. Epistemology 

An easy way to define epistemology is according to (Bryman 2012, p. 27) that it aims to 

explain what considered as knowledge and acceptable knowledge in a specific area. 

Where the most important question is whereas social science should apply the same 

research-principles as natural science, there are three main themes in epistemology. The 

three themes are realism, interpretivist and positivism (Bryman 2012, pp. 27-28). 

Positivism suggests that only phenomenon confirmed by our senses is acceptable 

knowledge, it also have to be objective and aims to generate hypothesizes. Realism is a 

view that centers on external reality and assessing its structure is only possible with 

methods that help understand the reality or that observing the structure is only possible 

through practical or theoretical stances from social science (Bryman, 2012, p. 27). The 

last one is interpretivist, which suggest that the complexity of the social world is too big 

for structural labels created in the scientific manner (Bryman, 2012, pp. 28-29). The 

interpretivist stance emphasizes the difference between humans and suggest that the 

researchers play an important role in locating the subjective meaning of different 

occurrences (Rynes, 2004, pp. 456-457; Bryman, 2012, p. 28).  

This thesis will centers on interpretivist, since it aims to explore different phenomenon in 

a complex environment with different opinions. The other directions will be too critical 

and narrow-minded to assess the empirical findings with the open mind it requires. Even 

if the expectation is to uncover new research areas and create hypothesizes for future 

examination it is still imperative to account for the complexity of the differences in the 

employees and let the empirical suggestions grow from the discussion of the complexity 

rather than trying to structure it in a way that will exclude important information. This 

will of course lower the credibility of the result but this thesis does not intend to support 

a final formula for the perfect Call center but rather shine light on important areas that 

requires further attention, both for practical implementations as well as suggestions for 

future research areas. 

 

3.4. Research approach  

The approach of this research is to explore different features influencing turnover 

intention in the workforce. Saunders et al. (2012, pp. 145-146) suggest that an inductive 

approach is the way to go when it comes to exploring circumstances and finding patterns  

in order to build hypothesis or suggest future researches. This thesis arises from an 

extensive theoretical background that already provide different hypothesize regarding 

turnover intention, however, it does provide detailed answer on the core problems. In 

other words, exploring the core problem with an open mind and examine how the different 

aspects relates to each other, does the synergy effect strengthen the effect or does it 
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contradict each other? A deductive approach is better suited if one is about to test those 

hypotheses and generalize them to a broader scale (Bryman & Bell, 2015, pp. 23-24) and 

this is not the purpose of this thesis but rather explore a phenomenon in order to find ways 

to improve the use of it. The inductive method aims to locate pattern of phenomena’s or 

typical characteristics in order to build a hypothesize for future studies (Blaikie, 2009, pp. 

83-84; Ketokivi & Mantere, 2010, p. 316; Adams et al., 2007, p. 29). In this case 

exploring how Call centers should work with motivation to reduce turnover.   

 

3.5. Research design 

Since the approach of the research is exploratory with an inductive perspective it also 

needed a design suited for this particular approach. A qualitative approach were therefore 

preferred since the thesis focuses on in depth analyses and to shine a light on new 

perspectives rather than proving hypothesizes with numerical information. Rynes (2004, 

p. 455) suggest a qualitative approach better suited in these kind of situations. Since this 

thesis aims to explore the phenomenon from the employees perspectives for a deeper 

understanding, a qualitative approach will provide a situation better adapted to examine 

relations between features and give the employees opportunities to elaborate upon the 

subject. This approach is useful when it comes to in depth exploration to get a deeper 

understanding (Creswell, 2009, p.4; Flick et al., 2004, p. 3)  

Exploratory studies is more beneficial when it comes to finding casual relationships rather 

than describing a specific phenomenon (Saunders et al., 2012, p. 171). Since the purpose 

is to explore how motivational factors induces turnover intentions on employees in Call 

centers, both from a new perspective and to uncover new research areas an exploratory 

study is preferred (Saunders et al., 2012, p. 171).  

Since the thesis aims for a deeper understanding with an inductive perspective it was 

imperative to choose a method for empirical gathering that actually provides a deeper 

understanding. Since these deeper understanding relays on the ability to explore and 

follow up on the different themes it is important to choose a method with social interaction 

and an effective way of accessing this empirical information is trough qualitative 

interview. The foundation for this thesis is to gather data from the employees with 

qualitative interviews. Bryman & Bell (2015, p. 480) suggest that qualitative interviewing 

is beneficial when the researcher wants to explore a subject and leave the respondents 

some room to elaborate upon the answers.  

 

3.6. The literature search 

The literature search conducted in this thesis started with motivation in general, where 

different themes where discovered. It is imperative to conduct an initial literature search 

to avoid repeating research and to get a better understanding of the subject; the 

characteristic of a theoretical framework provided by the literature search should 

preferable be arranged as a written discussion of the relevant discourse (Bruce, 1994, p. 

223).  Before the different themes could be assessed, it was fundamental to provide a 
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basic understanding of the motivational influences in general and how they influences 

research on motivation in combination with turnover intention. It is imperative to identify 

key issues in the literature and create a theoretical framework (Hart, 2001, p. 3) The 

literature searches were initially performed with a systematic approach in order to reduce 

partiality from the writer, in the manner suggested by Tranfield et al. (2003, p. 209). The 

search therefore started with motivation in general and locating the most common 

theories. Hart et al. (2001 p. 12) advocate the use of databases and libraries to find relevant 

articles. The search engines used was mainly the one provided by Umeå University library 

but also Google Scholar. A few other sources were required when studies referred to 

articles not available on previously mentioned sources. This course of action made the 

search wider and less systematic, which suited the thesis better. The chosen method is 

utterly useful when it comes to locating articles that contributes relevant information, both 

theoretical and empirical (Batbaatar, 2015, p. 244). It also provides a good range of 

adequate articles that provides credibility since they are peer-reviewed, this aids in 

building of a theoretical framework since it helps ensuring the quality of the source. The 

use of textbooks sources is limited to the methodology chapter to support the action of 

the thesis. The textbook sources is of course limited and it is essential to use peer-

reviewed article in the methodology section as well in order to strengthen specific 

decisions. 

During the examination of the literature, it was clear that researcher often were prone to 

divide the topic of motivation into two different categories, intrinsic and extrinsic 

motivation. Researchers often emphasized the distinction between intrinsic and extrinsic 

and it was therefore critical to consider the difference. The research focused in general on 

motivation or turnover intention with only one of the perspectives in mind.  The few 

studies that considered both intrinsic and extrinsic often did it in comparison against each 

other, suggesting one being superior to the other (Cerasoli et al., 2014, p. 980; Bragg, 2000, 

p. 131; Geller, 2001, pp. 60-61; Clayton, 2006, p. 38). This thesis will therefore assess 

the collaboration between intrinsic and extrinsic motivation in order to shed some more 

light on have they affect each other.  

Before assessing the difference and collaboration of intrinsic and extrinsic motivation, it 

was essential to provide a basic understanding of motivations theoretical framework and 

four theories provided a good complementary view to the thesis; Maslow’s hierarchy of 

needs, Herzberg’s Two-factor theory, Vrooms Expectancy theory and Self-Determination 

theory. The theories were the most commonly used in the research area of motivational 

impact on turnover intention and provided not just a good complementary perspective to 

the additional theories but it also provided unique and complementary perspective to each 

other, shining light on complications from different angles which helped assessing the 

fundamental problem in a wider scale. The first three have aspects of both extrinsic and 

intrinsic motivation and the latter provides a chart of both but tends to focus more on 

intrinsic. The theories was chosen to provide a basic understanding about motivation in 

general but also to provide material for the discussion about intrinsic and extrinsic 

perspectives. However, the distinction and collaboration required further definitions since 

the major theories fails to assess these perspectives, even if they contain aspects of both 

they do not clarify the distinction adequately.  

With the motivational base established and a clarified distinction between extrinsic and 

intrinsic, the search moved on towards turnover intention in specific. An extensive search 

on key words such as retention, turnover intention, job turnover, employee turnover 

provided a bulk of relevant articles. The initial plan included to further add motivation as 
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a key word to narrow the search, but since nearly every article concerning job turnover 

has a motivational approach, in some sense, it was not necessary to make that addition. 

After assessing the sourced literature more articles surfaced trough references and 

complemented the thesis.  

The output from the literature search suggested six different themes affecting turnover 

intention. The six different themes are not exclusive in the sense that it is a clear 

distinction between the different themes since they tend to absorb into each other, for 

example, a reward is both a financial incentive and one form of recognition whereas it is 

difficult to place it in a specific box. In order to make the thesis more understandable it is 

however a necessity to divide it into themes. The alternative is to exclude features from 

the thesis making it narrower. This is however, as previous discussed, treacherous since 

the thesis aims to provide a broader view and bind the different views together in an 

attempt to understand the complex nature of the interplay between different aspects.   

The contents of the themes is also subject for discussion, we assessed the problem with 

the themes lacking a distinction between each other. The themes content is, on the 

contrary, not beyond distinction making. In other words, it could be preferable dividing 

themes further in some cases. Readability is the main reason behind the decision to create 

six themes, the fact that it easier to understand if one assesses six themes rather than 

thirteen. The themes is created with features as similar as possible to each other and even 

if you could divide them into thirteen it is not recommended since it would only boost the 

problem previously discuss with the different themes going into each other in an even 

greater scale. This could intensify the argument that one should make the thesis narrower 

since it becomes too complex. You could however also argue that removing themes will 

make the study inadequate since you also remove important perspectives and give the 

remaining themes too much importance since they also might absorbs feature from the 

removed themes. An example is once again recognition and rewards where you fail to 

assess the effect of intrinsic motivation received from praise and recognition if you focus 

on reward but if you focus on recognition you fail to take the extrinsic effect from 

monetary rewards into consideration. Therefore, a compromise is important to include a 

broader view, which also provides a more comprehensive understanding of motivations 

complex influence on turnover intention. Not to mention the interplay between them.   

 

3.7. Sampling 

I have already assessed the contribution the Call center context will provide in this thesis 

during the introduction chapter but I will summarize a few of these again. The Call center 

industry is a contemporary business who suffers from a complex nature of chores, both 

quality and quantity focused. It is also a growing industry that suffers a lot from turnover, 

which will aid in the sampling part and help to explore the impact motivation has on 

turnover intention. It will especially help to explore the complex nature of the different 

features influencing turnover intentions since it is a context highly effected by the 

complex nature of the features.   

I started the sampling by contacting a few organization who had Call centers with inbound 

calls and asked them if they had respondents available. The initial plan was to conduct 

interview on employees that was about to leave the organization but still worked there, 
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the intention also included interviews in three different organization. Acquiring enough 

respondents who fulfilled the proposed criteria proved problematic in all organization but 

they were more successful in providing numbers to respondents who had recently left the 

organization. Therefore, some changes were required and the plan had to adapt towards 

those respondents. One organization provided a lot more numbers than the rest and the 

plan had to change focus again to only include one organization instead of three.  

The sampling was therefore of a convenient nature (Bryman, 2012, p. 201) were the 

organization provided respondents on two different geographical locations. The criteria 

for the respondents is that they need to have considered quitting their job since the thesis 

aims to explore turnover intentions. It is of course possible that many of the employees 

still working possesses intentions to quiet but a person that has already left the 

organization is guaranteed to have some insight in the area. It is a however a risk that the 

responses are heavily influenced by their recent decision and may be exaggerated at this 

particular moment in time. This is imperative to consider but it is still preferable to get 

responses a bit exaggerated rather than neglected because the respondents have forgotten 

how much it influenced them. Since the thesis does not aim to prove anything but rather 

explore a phenomenon it is also better to get a lot of information, especially recent 

information, about the reasons inducing turnover intention. 

The numbers provided by the organization reached nine in total and I then randomly 

selected seven for the interviews. All the respondents were Call center workers who had 

worked with inbound Calls in a telecommunications organization. All of them had 

recently quit their job, within the last six months. This suggest the sampling being first of 

convenient nature since the organization provided nine numbers, then it is a random 

selection when I picked seven out of nine for the interview. This direction is a purposive 

sampling that originates from the criteria needed to participate in this study; even though 

it have some element of probability sampling. The aspect of probability sample concerns 

the choice of the seven interviewees out of the original nine numbers, but even so, it is 

still a purposive sampling. This approach will fit the method and research question better 

than a full probability sample. It is preferable since this thesis does not aim to generalize 

the result in any way just exploring the phenomenon further.  

The ethical aspect of the final sampling is under further discussion in the ethical 

considerations part. The number of respondents in total reached seven and I considered it 

enough after assessing the responses of the first six interview, the seventh were already 

schedule by then and I saw no reason to cancel it. 

 

3.8. Interview guide 

The interview guide were, as previously discussed built on a semi-structured basis 

(Bryman & Bell, 2015, p. 481). It centered on the six themes mentioned in theory-chapter 

with open question, which gave the informants room to express their opinion freely 

regarding the relationship between the phenomenon and its impact on motivation and 

intention to quit. The structure of the guide centers on the themes but it also provided the 

informants some room to elaborate on the subject of turnover intention in general. It also 
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aimed to assess which features who were especially significant to the respondents, both 

reasons that influence the intention to leave as well as reasons that they considered 

enjoyable and made it harder to leave.  

Bryman & Bell (2015, p. 481) suggest that a semi-structured interview guide is beneficial 

to organize the interview and aid in the process of asking open question that aims at the 

research question without leading the informants to an answer. It is advantageous to have 

these questions prepared since it could be problematic to come up with adequate and 

balanced questions on the spot. It also provides some objectivity since every respondent 

get the same initial questions. Even if the guide is structured, it still offers some room to 

elaborate on certain answers and ask additional questions that will provide a deeper 

understanding of the respondent’s answers.  

The structure of the thesis centers on the themes provided in the theoretical framework, 

the purpose of this is mainly to make it easier to connect the different parts of the thesis 

and to maintain some structure to compensate for the broad scope of the thesis. The guide 

(Appendix 1) target open questions on the different aspects derived from the theoretical 

framework, this is also to lead the interview to the specific aspects in the theme but still 

leave room for the respondents to elaborate freely without prejudice from the question 

itself. The structure of the interview guide derives from the recommendation from 

Bryman & Bell (2015, pp. 481-484), both the overall structure as well as more detailed 

recommendation. The structure of this particular interview guide is according to Bryman 

& Bell (2015, p. 483) especially useful to provide flexibility in the interview yet still 

balances the topic to remain relevant. 

The aspect of intrinsic and extrinsic motivation were not included in the interview guide 

since it often absorbs into the different themes. It does not mean that the empirical 

findings will evade considering the difference during the coding, it only means that the 

subject is not included as a direct question during the interview since it is included in the 

different themes and is subject for further examination in the coding part of the empirical 

gathering.  

The language of the guide (Appendix 1) started out as English since it is the language of 

the thesis. After consideration I also created an additional guide since the respondents 

came from local Call-centers with Swedish as the main language, it was advantageous to 

conduct the interviews in Swedish as well. With this in mind, it is essential to translate 

the guide to a Swedish version (appendix 2) as well. Since Bryman & Bell (2015, p. 488) 

suggest that it is important to alter the language to make it understandable for the 

informants. It is important to test the guide and an acquainting who had worked in a Call 

center became the perfect test subject. I approved the guide with some minor alterations 

to it, just clarifying a few questions.  

Since it is important to have a basic understanding of the organizational structure and 

climate of the employees. An initial interview (Appendix 3) were conducted with the 

responsible contacts at the different organizations, this interview were very brief and not 

recorded since it is not intended to provide empirical support to the thesis but rather 

provide a broad understanding of the context to aid in the empirical gathering. This 



30 
 

interview, conducted in Swedish, also required some translation from English to Swedish 

(Appendix 4). 

 

3.9. Data collection  

The interview were both conducted face-to-face and over the phone in a few cases, the 

reason behind the phone interview is mainly out of convenience and with the thesis 

deadline in mind. It is important to mention the drawbacks with conducting telephone 

interviews, for example, one could miss nonverbal behavior that might contribute to the 

overall response or induce misunderstandings (Saunders et al. 2012, p. 375). I conducted 

the face-to-face interviews in a study room at a university, which provided a neutral 

ground for the respondents with a closed environment where they could speak freely.  

 

Table 1. Overview of the interviews 

Date Respondent  Type of interview Length (min) 

2 Maj 2017 1 Face-to-Face 41:24  

3 Maj 2017 2 Telephone 52:34 

4 Maj 2017 3 Telephone 38:39 

4 Maj 2017 4 Face-to-Face 54:20 

5 Maj 2017 5 Face-to-Face 52:23 

9 Maj 2017 6 Telephone 37:56 

9 Maj 2017 7 Face-to-Face 54:39 

It would definitely be preferable to conduct all interviews face-to-face but since this was 

not possible due to time restraints and geographically differences, it was necessary to 

conduct a few of the interviews trough telephone. The structure of the telephone interview 

were the same as the face-to-face interviews, the same information and the same 

questions. 

I thoroughly transcribed the interviews in Swedish and later translated them to English. 

This made it possible to include quotes in the thesis and provide some insight and example 

on what the respondent argued. Of course, one had to consider the possibility of losing 

some information in the translation but the advantages of providing quotes outweigh the 

drawbacks since it provides a deeper understanding and improve readability in the 

empirical section.  
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3.10. Analyzing the data 

Coding data is according to Saunders et al. (2012, pp. 560-561) effectively done through 

recognizing relationships and developing categories. There are a few different ways to 

analyze qualitative data and it differs a lot from the quantitative approach since it quickly 

provides a big amount of data that is not subject to specific rules or categories such as a 

quantitative method (Bryman & Bell, 2015, pp. 579-582). One way of coding data is 

thematic network analyses, which is a web-like, structured with sub-categories (Attride-

Stirling, 2001, pp. 387-388). With the theoretical framework already organized into six 

different themes, it will be beneficial to use the thematic network analysis in the coding 

part as well. The structure of Global, Organizing, and Basic themes (Attride-Stirling, 

2001, p. 388) goes well in hand with the purpose of the thesis. The purpose positioned as 

the macro-perspective Global theme and the six themes systematized in the theoretical 

framework will provide the Organizing themes. This is useful since it aids in the 

readability of the thesis and makes it easy to connect the empirical findings with the 

theoretical framework. It also helps to keep organizing the data and keeping it as separate 

as possible before the comparison between different themes.  

After transcribing the interviews, they were color coded into the six different themes. 

Then reorganizing the different statements together with the same color, some statements 

touched several topics and was therefore copied and used in different themes. After 

concluding the Organizing themes (Attride-Stirling, 2001, p. 388), it was time to code the 

basic themes and find underlying patterns. The empirical section of the thesis will present 

the underlying patterns; still organized according to the six themes to aid in the readability 

of the thesis. 

 

3.11. Ethical Considerations 

The name of the organization in this study will remain anonymous and the reason for this 

decision is first that the targeting business area is associated with many negative aspects 

and with a research approach that further emphasizes on the problematic areas. In order 

to create the safest possible environment for the respondents to answer the questions 

freely it was essential to remove the name of the organization and of course the name of 

the respondents. This was necessary since the thesis aims to find both features 

encouraging employees to stay as well as features inducing them to leave, which is very 

likely to be of a critical nature, it is important to create a climate that encourage discussion 

of critical aspects and invigorated the interviewees to elaborate on how to reduce turnover 

intention.  

It is important to consider the ethical aspect and this thesis have primarily focused on the 

respondent’s anonymity and confidentiality. This is imperative since the organization 

provided the initial numbers to the respondents, which means that they know who the 

respondents are. In order to improve anonymity the respondents was randomly chosen 

(Saunders et al. 2012, p. 275) from the two different geographically locations. It is 

imperative to explain and emphasize respondent-anonymity and that their association 

with the thesis is confidential, with the hope to improve open and honest responses in the 
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interviews, without respondents fearing retributions from the organization. This is also 

the reason why I do not mentions the location in the table of the interviews.  

Bryman & Bell (2015, pp. 134-144) suggest four main ethical aspects that one has to 

consider conducting business research. 

 Harm to participants 

 Lack of informed consent 

 Invasion of privacy 

 Deception 

The first on is Harm to participants and this concern both physical and mental harm. I 

have considered the harm aspect in this thesis trough the anonymity of the respondents 

and by informing them that they can choose to avoid answering questions they consider 

stressful. The latter proved to be important since many respondents became very upset 

talking about different themes. Although it was quite clear that some question effected 

the respondents emotionally, they still answered and elaborated on all the questions. Some 

respondents even suggested that it was a relief to talk about the problematic atmosphere 

with someone outside the organization.    

The second aspect that Bryman & Bell (2015, pp. 139-143) suggest is the lack of informed 

consent. This aspect is carefully considered and I thoroughly explained the reason for the 

interview and what I intended to do with the information before every interview. I also 

explained the presentation of the data and what I intended to do in order to ensure 

respondent anonymity. I asked the respondents for permission to record the interview and 

explained that I would delete all recordings when the thesis was finished. I finally 

emphasized that they still had the opportunity to say no if they did not feel content with 

the format, they all acknowledge that they understood the nature of thesis and the purpose 

of the interviews. They also approved recording the interview.   

The third aspect suggested by Bryman & Bell (2015, pp. 143-144) is the invasion of 

privacy which they argue links a lot to the informed consent aspect. I have considered 

this aspect during the interview and thoroughly explained the purpose and use of the 

interviews before they agreed to participate. The deletion of the recordings also 

contributes to the ensuring the aspect of invasion of privacy fulfilled. The fourth and final 

aspect is deception and it refers to the cases were researchers deceive the respondents and 

fails to explain what they are researching (Bryman & Bell, 2015, p. 144). I have 

considered last aspect carefully trough the extensive explanation of the research purpose 

before every interview.  
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4. Empirical findings 

This chapter will assess empirical gathering during the interview with previous 

employees in the organization. The presentation of the findings will follow the same 

structure as the theoretical chapter in order to provide a cohesive thesis and facilitate the 

opportunity to compare the empirical findings with the theoretical framework. Quotes 

will further provide a deeper understanding of the suggested findings, a number in a 

parenthesis will display who the respondent behind the quote is. The numbers derives 

from table 1 in the methodology section.  

 

4.1. Stress & Burnout Risk 

The impact stress has on turnover intention is of particular interest since it seems to divide 

the respondents into two groups. In order to improve readability the two groups will 

henceforth be given names since we will get back to the differences between them 

continuously during the empirical presentation and the two groups occur in other themes 

as well. The name of the first group is the reward-driven group and the name of the second 

group is the quality-driven group. 

The reward-driven group suggested that stress does not have an impact what so ever since 

the focus is to achieve results and who have time to stop and waste time on customer 

critique. They just handle the call and move on: “I haven’t perceived the stress level as a 

problem; we are constantly being evaluated on different aspects but as long as you do a 

good job that is not a problem. There is of course many angry customers but I do not 

really mind, my mindset is on reaching the sales-goals and winning tournaments. You just 

keep going with an eye on the prize” (2). The first group enjoyed competition and was 

not concerned with the pressure: “For the guys that were competitive it was very 

motivating to always be under measurement and have high goals. I do however know that 

there was a lot of pressure for some people that did not enjoy always being measured and 

felt anxious about their ability to reach goals, but if you work in a sales job you should 

handle that kind of pressure, that’s my opinion” (7).  

The quality-driven group of people found the work very stressful suggesting that the main 

contributor was the customer complaints: “I was very anxious and it was mainly 

emotional stress. The emotional exhaustion after a long day with angry customers 

definitely took its toll. It was not the workload itself but rather that you constantly had to 

receive complaints from the customer, some who were very angry and yelled for reasons 

out of my control and I was definitely not responsible for it. You get worn down 

psychological and completely exhausted, it is impossible to find something positive to 

compensate for all that complaints you receive. You get really depressed after a long day 

with complaints” (3). Some responses suggested that the stress was high enough to 

impose a risk of work burnout: “I have a lot of colleagues who have been burnout and I 

did not feel good in the end, I was very emotional exhausted and it was not just at work, 

it followed me home. It was then I took the decision that I had to get away from this line 

of work, the risk of becoming burnout was too extensive” (6). 
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The quality-driven group also felt an extreme pressure in living up to the organizations 

expectation in regards to their performance, the strife in reaching the sales goals was very 

stressful: “It was very stressful to always having to work hard to reach the sales-goals. I 

wanted to do a good job and worked really hard but as a drawback I became very 

emotional exhausted and I worked too much” (3). It was interesting to find that the 

quality-driven group who were highly influenced by the customer complaints often 

suggested alternative assignments and variation, just to get a break from the complaints. 

The suggestion were that they would have stayed longer if they had the opportunity to 

variate their tasks during the day. Some employees had gotten the opportunity to work 

with other assignments, they got a break from the phones and had the chance to answer 

e-mail question on a few occasion instead. They advocate that it was preferable to take 

on that kind of tasks for a short time of the day: “To instead answer the mail an hour or 

two a day would really help, it is very exhausting answering the phone all day, especially 

when there is a lot of complaints” (4). 

Another interesting finding is that the respondents who enjoyed competition and argued 

that they were motivated by the sales goal did not even mention other assignments. They 

were very content with their work situation; some were disappointed for missing the 

chance of advancing in the organization or had problems with the changes into lower 

incentives. They did however feel content with their work task and did not wish to do 

anything else, only the opportunity to sell and achieve a higher bonus. It was not stressful 

to answer the phone all day but rather inspiring since the opportunity to get a high bonus 

made other problems less important: “Of course, customer complaints was very common. 

It comes with the job. You just have to shake it off and focus on what’s important, for me 

that was the high sales” (2). 

The two different groups were however in consent regarding the organizations 

appreciation of the workforce. Both groups suggested that the organization saw the 

workforce as replaceable; there were however, some individual differences were some 

employees suggested that it was nothing strange with it since its common in the Call 

center industry. While others were highly effected and felt anxious and compelled to 

perform at the highest level. This resulted in an increasing stress-level: “I did not really 

feel the support from the organization, I felt replaceable. It was very stressful. It did not 

really matter that I had performed well the last week I still felt a need to prove myself if I 

wanted to keep the job. Even if I had a permanent position” (3).  

To conclude the section it seems that stress is a major contributor to intention to quit, at 

least for some of the employees. One group seems to be totally absorbed in the pursue of 

rewards and does not acknowledge the impact from stress while another group are highly 

influenced by the stress level and even contributes it as the most important reason for 

leaving.  

 

4.2. Recognition & Promotion 

The respondents suggested that there are good opportunities to advance in the 

organization and some of them were interested in that challenge. “There were some 

opportunities to advance to different positions and I applied a few times but did not get 
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it” (2). Others suggested that even if the opportunities existed to advance it took too long 

to reach those positions, and it was not worth staying in their ordinary roles and wait for 

that opportunity since there was no certainty they would get it.  

The reason for wanting a promotion differed a lot and it is hard to draw any conclusion 

on one specific reason but some motives that were mention was personal development, 

challenges and to get away from the phone. The latter often mentioned along with words 

like enduring and lasting in the organization: “I would be more inclined to stay if I got 

away from the customers and climbed in the organization. In order to do so I would have 

to stay at least another year in the Call center and I did not feel that I could persevere an 

entire year with customer complaints” (1). Suggesting that many employees considered 

the job as a struggle one had to do in order to climb to other roles, the likelihood of 

climbing in the organization was often mention as a factor influencing the decision to 

leave although the reason differed. “There were some opportunities to climb in the 

organization but they were two years away, I would never persevered that long. If I had 

seen some light in the tunnel and known that there was a final day to stop taking customer 

calls I would be more incline to stay” (4). Some did it to get away from the customers 

while others did it for the challenges, development and to advance in the organization. 

When it comes down to recognition, the responses varied a lot, or rather the effect of the 

recognition varied. There were some consensus that the organization at least tried to 

acknowledge the workers but the method they used received some critique. The team-

leader generally provided the feedback and a few respondents thought that was good 

while other suggested that it was not enough and suggested that the organization in whole 

should be more included in recognizing good performance: “It often feels like we are 

expendable and not important to the company. I think it is important to acknowledge 

extraordinary performances and that does not mean getting praise from the team leader 

but rather from higher in the organization. They could show that they cared more. It could 

seem that my performance is only a drop in the ocean but I work really hard and do my 

part in the organization and when I do something great it would be nice to get some more 

appreciation. I mean, we do get some rewards in form of gifts and travel opportunities 

but sometimes it would be nice if someone higher up in the organization gave me a pat 

on the shoulder and told me I did a good job. I am not talking about the CEO or anything 

but at least someone higher than my team leader” (2). 

The quote above touches the subject of being expandable, which is a common theme, and 

many of the respondents suggest that they feel expendable although they fail to elaborate 

on the reasons why they feel expendable, the closest thing to an explanation would be 

that if you do not perform you would not keep your job. This is however not accurate 

since that also acknowledge that the actual risk of losing the job is minimal, the risk of 

losing the job is rather a feeling than an actual risk. They argue that feeling expendable 

derives from a culture where they have to deliver or they have to go, which they know 

not to be true but they cannot shake that feeling away anyhow. 

Some respondents suggest that they get a lot of recognition in weekly letters 

acknowledging good performance and employees who performed well. This often 

mentions as something positive and that it feels good seeing ones name in those weekly 
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updates: “I was mentioned a few time in the updates when I performed well and it was 

really nice. You definitely got a little boost when you got acknowledge” (1). The 

recognition in the weekly updates were however not flawless, some respondents 

suggested that it only boosted the people who performed well and that the ones who did 

not deliver on that high level were never mentioned only became less motivated by the 

updates.  

To summarize, it seems that promotion opportunity is imperative to attract people to stay, 

employees is definitely appealed to advancement opportunities and will stay longer if 

they think they have a chance to get promoted. It is however tricky since you cannot 

promote everyone and the employees is very calculative regarding their chances of 

advancement, they will take the likelihood of promotion in to account when they assess 

if they should stay in the organization or not.   

Recognition also seems to be important effect on motivation and the team leaders seems 

to play a vital role in this, which many of the respondents emphasizes. This is however 

not enough and many employees craves recognition from people higher up in the 

organization which could be connected with the feeling of being expendable, in some 

sense the employees crave to be recognized for their contributions and get confirmation 

that they are important to the organization. Furthermore, it also suggests that the channels 

of recognition is a tricky subject and requires some thought. The channels itself is not 

really to problem, they seems to be working just fine, the challenge is however that the 

channels only reaches the high performing employees and fails to promote the one who 

struggles, which consequently could be the ones in highest need of some recognition.   

 

4.3. Salary & Rewards 

Salary and rewards is of particular interest and frequently mentioned in the interviews. 

Before assessing the result on this theme, it is important to provide some background 

information that is essential to understand many of the answers. The organization have 

recently made some big changes regarding the provision on sales, the effect of the changes 

is that the maximum level of provision an employee can get has been reduced in favor for 

an increased basic salary. This change have stirred up different feelings in the respondents 

and their take on both salary and rewards is highly influenced by this change.  

The empirical findings suggest that, similar to the stress-section, the respondents seems 

to be divided into two groups were the reward-driven group who is very motivated by 

provision while the quality-driven group sees provision as a stress factor. The reward-

driven group argues that the salary and bonus system have been very motivating but the 

changes made recently had a major effect on their salary and drastically lowered their 

motivation and inclination to stay: “I understand that this is a job were many quit after a 

short while. I think that the organization have worked well to maintain the workforce…. 

Until they changed the bonus-system. In the previous system you were rewarded for high 

sales, I was very good at selling and it increased my monthly salary a lot. With this 

change, I lost almost half of my monthly bonus. Why should I keep working hard when I 

do not get anything to show for it? I do not get it.” (7). A few respondents said that this 

is the main reason why they quit the job: “As soon as I heard they were going to lower 
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the bonus I started looking for other jobs. I know that many of the top sellers did so as 

well” (2). Another respondent further supports this notion: “I really enjoyed working at 

the organization and intended to stay with the ambition to climb to other roles. This 

changed overnight when they decided to changes the bonus-system. I needed to get away 

straight away” (5). These responses are interesting to compere to the stress-section since 

the respondents that were critical to this decrease in bonus is the same respondents that 

seem to be unaffected by stress and customer complaints.  

Continuing the comparison to the stress-section and the quality-driven group who were 

more prone to stress also felt stress with the bonus-system. They felt that the expectation 

were too high, especially the focus on selling stuff. Some even suggested that it was not 

the promises they got when they started but the sales focus had increased with time: “They 

sold it as a customer support but with time it was clear that the focus on sales increased 

more and more. It was very stressful to live up to the sales expectation” (1). The 

respondents advocating that the expectation were too high often compared it to the quality 

and suggested that the company should focus more on happy customers and provide more 

education on how to improve customer service rather than continuously pressure the 

workforce to sell more.  

Some of the respondents that enjoyed selling and was critical to the decrease in bonuses 

suggested that the reason behind the change is to put anxious employees to ease. In other 

words the employees who stresses because of the expectation: “I know that many of my 

co-workers feel anxious about the sales expectation and this is probably a way to reduce 

their stress, by lowering the rewards and increasing their salary. Workers who does not 

sell much get a higher salary but we who loves selling things gets a lower salary” (7). 

Regarding the change in bonuses, one would assume that the there is some truth in the 

notion above and that employees who felt pressure to reach the sales goal would embrace 

to decrease in the reward system in favor for a higher basic salary. This is true in some 

cases were workers felt a relief and happiness that they increased their salary and reduces 

the stress. It was however not always the case since some suggested that the pressure to 

perform still existed, the changes only gave some colleagues less in the wallet: “I have 

always felt pressure to perform and I have really struggle to reach the goals. This have 

not changed. It is still the same expectation and pressure to sell. The only thing the change 

in bonuses did was that it lowered the salary for some. I may have increased my salary 

but I still feel very anxious and pressured to always increase my sales” (3). 

Concerning the salary in general the respondents does not seem to regard it as one of the 

most important factors. The subject of salary briefly mentions and the willingness to 

elaborate further seems to be lacking in many of the respondents. The response is that the 

salary is “OK” (1), “Decent” (5) or “alright” (4). The only exception is that some 

respondents suggest that the provision opportunity is the reason that makes the salary 

satisfactory. Although some suggested that the pay was decent but when you compared it 

to the amount of complaint, it was not enough: “I cannot complain about the salary but 

when you take the amount of customer complaint one receive everyday into account, 

well… they do not pay me nearly enough to endure that” (1). 
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Regarding other forms of rewards, some suggest that the company tries to provide prizes 

for tournaments and other form of praise. The responses were once again very mixed, 

some argued that winning things in competitions were very motivating while other 

thought that things were short-term and did not interest them, they would rather prefer 

more long-term rewards such as education and promotion opportunities.  

To summarize the chapter it seems that the responses regarding salary and rewards system 

tend to focus on the recent changes in the organization, suggesting that the changes 

drastically influences the responses. It does however provide some insight that provision 

is a very complex area to assess, especially since it seems to be highly effective in 

motivating some employees at the same time as it decreases motivation in others. It also 

suggest that this is something that Call center organization need to prioritize since it is a 

question of balancing motivating people who needs high goals to stay motivated as well 

as preventing people becoming stressed out because the bar is set too high.  

 

4.4. Psychological contracts & Work-life Balance 

When asked about how the organization had lived up to the respondents expectation they 

often stipulated that the organization had not derailed from their expectation in general 

but their responses were not conclusive with the answer on other questions. During the 

interviews, it was very common that the respondents explained that some aspects 

promised initially had changed during their time there, or at least the perception of it had 

changed. Almost every respondent had one or two aspects promoting dissatisfaction now 

that they had not felt when they started working in the organization. Either a perception 

that had changed or a promise that the organization lived up to when they started but had 

changed later on.  

Some changes mentioned during the interview was the sales expectation and stress-level. 

A few of the respondents felt that they did not expect the stress to be as intense as it was, 

both regarding the level of selling they had to do as well as the amount of complaint they 

had to receive from customers. Stress is a major contributor to turnover intention but the 

respondent still anticipated some stress even if the level were significantly higher than 

expected they still feel that it was not an entire breach of contract since the organization 

had projected that stress were an occurrence. Therefore, one could presume that breaking 

a psychological contract is not one of the main concerns in the organization, with one 

exception, the provision system.  

The changes in the provision system was extensively discussed in the previous chapter 

but has to be mentioned in this section again since it is commonly mention as a major 

disappointment in the respondents. Many employees argues that they enjoyed working in 

the organization and saw themselves staying a long time but the changes implemented 

regarding the provision-system was definitely perceived as a breach of contract and lead 

to their resignation: “As soon as I heard they were going to lower the rewards I started 

looking for other jobs. I know that many of the top sellers did so as well” (2). Another 

respondent furthermore supports this breach of contract: “I really enjoyed working at the 

organization and intended to stay with the ambition to climb to other roles. This changed 
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overnight when they decided to changes the bonus-system. I needed to get away straight 

away” (5).  

The respondents did not just provide the negative effect of breaching a psychological 

contract but also the positive effect of maintaining one: “When I started the company 

provided the picture of a workplace with familiar feeling and a team spirit. I feel that they 

have really lived up to those promises. I have enjoyed working here my colleagues are 

absolutely fantastic. If I had not enjoyed working in my team, I would probably stopped 

working there a long time ago. I guess that is one promise they held” (3). Demonstrating 

that keeping a psychological contract may strengthen other features such as teamwork in 

this example.  

Regarding work-life balance the responses varied once again, some suggested that the 

late and inconsistent work hours contributed to leave while others argued that it did not 

matter. The respondents who argued that it did not matter often referred to “it is what it 

is” (7) or “I’m young and do not have a family yet so it does not really matter when I 

Work” (4). Even though nobody argued to like the inconsistent hours the respondents 

leaned more towards an indifferent take on the subject. With a few exception of course. 

To conclude the response one could say that nobody really liked the hours but since the 

respondents were rather young they also elaborated that in their current position in life it 

did not play an important enough role to matter in the decision to leave. They did however 

suggest that that the importance of the subject may change later in life.  

Many of the respondents also emphasized that they were well aware that they had to work 

some evenings and weekends when they started which further supports how important 

psychological contracts is to maintain motivation or rather an increase in motivation. If 

they underestimated the hours or if the hours had changed it might have been an entire 

different discussion. 

  

4.5. Security, Teamwork & Work Environment 

The empirical findings have so far tended to focus on things that influences people to 

leave the organization. During the interviews, the unquestionable most important factor 

inducing employees to stay in the organization is the team. Many respondents argues that 

the main reason they stayed as long as they did is their co-workers: “It was really hard 

to leave the organization since I really got along with my colleagues; we had a lot of fun 

together both on and off the workplace” (1). The colleagues is frequently mentions as a 

major contributor to stay in the organization. Both the immediate team member as well 

as competing teams, some suggest that they had grown tired of almost all the work tasks 

but the social atmosphere still made it hard to leave: “My team had a major effect on my 

decision, I stayed longer than I intended because of them. We had a tremendous 

fellowship both in the team as well as in competing team. It is hard to leave the 

organization when you have the best co-workers there is. It was really sad to leave I really 

enjoyed working with them all” (3).  
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It was also clear that team-based competition heighten both motivation as well as affinity 

in the group. It was clear that the team-based competition provided an extra boost in the 

motivation: “Sometimes we competed team against team, this always heighten the mood. 

It is as if when you share in the reward it is more fun. Shared achievements doubles the 

satisfaction” (4).  

Furthermore, some respondents also emphasized the importance of their team leader. 

Suggesting that the team leader played an essential role in their decision to endure longer 

in the role: “I had a tremendous team leader, he really understood me. There were things 

I liked in the role and things I did not like. I am definitely contributing my team leader 

some credit in making me stay as long as I did. If not for him, I would probably stopped 

working there earlier. He emphasized the things I liked in the role” (2)  

The work environment did however receive a lot of criticism, or rather wishes that it 

would have a higher variance in the work task. The role was explained as very 

monotonously and repetitive with little room for individual decision. The respondents 

argued that they would prefer a break from the phone-chores and partake in other 

assignments such as mail services. We have already discussed this aspect, since it is not 

just a question regarding employees need for variance and competence in their work. It is 

also a question regarding stress and to get a break from exhausting chores such as 

answering the phone and handling customer complaints.  

The security aspect of the employment contract is also an interesting topic since the 

respondents gives similar answers to that of the work-life balance. The employment 

contract does not seem to have a major impact on the decision, of course, some 

respondents argue that they would prefer a permanent contract but generally, it did not 

have a big effect on the perceived security. Some respondents concluded that they felt 

just as secure in their role when they started on a temporary contract as they felt when 

they had a permanent: “It did not really concern me; I know as long as I did a good job 

they would always extend my contract. Even if I had a bad month or so I felt safe” (7). It 

was interesting however that some respondents argued that they did not feel secure 

because of the high demands on sales. It did not really matter that they had a permanent 

contract they still felt pressure to perform and that they would be force to go if they did 

not deliver results: “I feel expendable, I’m very anxious it feels like if I do not perform I 

will lose my job” (6). The employee providing the quote above had a permanent contract 

and suggested that it did not matter; it still induced feeling of insecurity.  

 

4.5. Personal Development & Challenging work 

Personal development is once again dividing the respondents into two categories, the ones 

who have had the opportunity to try new tasks and the ones that want to try new tasks but 

have not yet had the opportunity. Nevertheless, they both agree that the opportunity to get 

special assignments or new tasks is motivating. The employees who had gotten special 

assignments promoted it as stimulating and refreshing to get a break from the ordinary 

work: “I had the chance to be involved in a few projects that intended to improve the way 

we worked. It was fun to do something different and that they showed confidence in my 

abilities” (7). While others argue feeling a standstill in their current position: “It is very 
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monotonous, I would like to get some new challenges. I do not really feel that I am 

improving myself in my current role. If I had gotten the opportunity to do something else 

for a while I think that I would have stayed longer” (3).  

Once again arguing that different chores would dramatically improve motivation and 

retention: “If I had gotten other assignments, maybe administrative duties or other 

challenges and not constantly handling customers by phone I would probably stayed 

longer. I got completely exhausted answering the phone all day” (4). There is a big 

demand in other assignments and a higher variance of the chores.  

The respondents did not highlight that the challenging work had a major effect on their 

decision to leave. Some respondents did not really consider it important but rather 

emphasized a variance in the work duties while other respondents suggested that they got 

satisfactory challenges in form of sales goals. The level of challenges did not seem to 

have a major impact on turnover intention, however some suggestion arouse regarding 

the interference of the independence in the work. A few respondent felt frustrated on the 

script that the organization expected them to use during their call: “I think it is important 

to have some freedom when I am going to sell a product, they (the organization) 

introduced a script that they expected me to use when selling the product. I did not really 

like the script and my result decreased when I used it. It felt like I was forced to work with 

one arm behind my back” (7). Which emphasized the importance of some freedom and 

independence in the role.  

Connecting back to the promotion aspect, almost every respondent talked about 

promotion opportunities and how that would make them stay longer in the organization: 

“There were no available opportunities in the organization, I applied for a few positions 

but did not get it and then I decided that I needed to try something new and left the 

organization” (4). The respondents also connected personal development and challenging 

work with promotion opportunities. As previously discussed, it seems that the prospect 

of a promotion is essential to keep employees longer in the organization; the chance of 

climbing in the organization seems to make employees stay longer. Even if they do not 

get the promotion, it may induce people to stay as long as they feel they have the 

opportunity to advance. 

 

4.6. The Compensation Factor  

Another interesting finding during the empirical gathering is that the respondents often 

compered different motivational themes to each other. Suggesting that they could endure 

factors they perceived as demotivating if other factors compensated for the demotivation. 

The notion pervaded trough the all the interviews. They compered many different features 

to each other; an example is salary towards promotion: “I would have stayed longer in 

the company if I had the opportunity to advance, even if I probably would have lowered 

my salary as a result of losing the provision, it would be worth it if I had the chance to 

try something new” (2). Another comparison is the stress-level and comparing it to 

reducing salary: “I would not have a problem reducing my salary or provision if it meant 

that I got to try some other assignments and got a break from customer complaints” (3). 
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Stress-level and payment were often in comparison to each other: “I cannot complain 

about the salary but when you take the amount of customer complaint one receive 

everyday into account, well… they do not pay me nearly enough to endure that” (1). 

Suggesting that a higher salary would influence people to endure the stressful 

environment longer. 

The respondents also compered and accredited different features with enduring longer in 

the organization. Suggesting that that particular feature induced them to stay longer then 

they intended: ”I had a tremendous team leader, he really understood me. There were 

things I liked in the role and things I did not like. I am definitely contributing my team 

leader some credit in making me stay as long as I did. If not for him, I would probably 

stopped working there earlier. He emphasized the things I liked in the role”. Compering 

that the team leader made the respondent endure longer than initially intended. The same 

comparison and compensation were often mention in the team: “My team had a major 

effect on my decision, I stayed longer than I intended because of them. We had a 

tremendous fellowship both in the team as well as in competing team. It is hard to leave 

the organization when you have the best co-workers there is. It was really sad to leave I 

really enjoyed working with them all”. 

Suggesting that they can persevere some negative aspects as long as they feel that other 

feature compensate for that, an example is good leadership and co-workers that improves 

the work climate. It also provides an insight that the employees is aware of the different 

features effecting their motivation and can both estimate the effect as well as assess their 

ability to compensate for each other. 

 

5. Analysis & Discussion 
This section will provide an analytic discussion of the findings as well as comparison to 

the theoretical framework. To improve readability and explain the complex nature of the 

influences of turnover intention it is beneficial to combine the analysis and the discussion. 

It also helps in avoiding repetition in the thesis. 

 

5.1. Analytic discussion of the empirical findings 

Stress & burnout risk seems to be one of the most influential themes when it comes to 

turnover intention, the respondents’ emphasized stress as the main contributor to their 

resignation. With the exception of a few who suggested the change in reward-system as 

the main reason. This goes well in hand with the theoretical framework that suggested 

stress being an important factor in Call center environment. It was especially interesting 

to acknowledge Rawolle et al. (2016, p. 67) theory about the inconsistency in motive 

since many respondents argued that a high sales focus conflicted with their ability to 

provide good customer service. This caused stress that in the end may result in burnout, 

which many respondents also emphasized, these suggestions had also been raised by 

Wallace et al. (2000, p. 178).  
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Stress was one of the aspects dividing the respondents into two different categories, 

reward-driven and quality-driven. Tuten & Niedermayer (2004, p. 32) suggested that 

people who were optimistic and more satisfied with their position is less likely to exhibit 

signs of stress, the reward-driven category who argued they were unaffected by stress 

were also more optimistic about the organization, at least in general. They provided some 

critique regarding other aspects but comparing the reward-driven group to the vastly 

stress-effected quality-driven group, the reward-driven were more optimistic. This could 

support Tuten & Niedermayers theory but there are some limitation to argue the accuracy 

of that support since it does not exclude other reasons for this phenomenon, such as nature 

of the work-chores and the focus on sales and quantity rather than quality. If the focus 

had been more towards the quality of the calls, it could have been different answers. 

Especially since Cerasoli et al. (2015, pp. 984-985) and Wallace et al. (2000, pp. 178-

179) suggest that extrinsic motivation is better suited when it comes to work of 

quantitative nature and people more driven by intrinsic motivation would therefore be 

less likely to enjoy their work, especially when the nature of the task contradict each 

other. The employees expects to perform qualitative work in customer care which 

intrinsic motivation is the best engine for but at the same time have high efficiency in the 

calls and sell a lot which extrinsic motivation is better for, especially since the nature of 

the chores is of quantitative nature.  

It is quite clear that the employees perceive that the organization focus more on efficiency 

and that the people driven by incentives have thrived more since they focused more on 

the sales rather than pleasing the customers, while people more inclined to pleasing 

customers struggled with motivation and felt stress. This suggest that balancing intrinsic 

and extrinsic motivation is hard and the focus on extrinsic motivation may be best suited 

in this scenario if efficiency is the target, but since Cerasoli et al. (2015, p. 984) suggest 

that incentive lower intrinsic motivation it will affect people more inclined to enjoy the 

service aspect of the work. This exemplifies the complex nature of the Call center context.  

How should the company balance motivational factors then? Suggestions arouse 

concerning stress as one of the most significant reasons for people to leave and many 

respondents argue that a break from chores will reduces stress; it will also provide 

opportunity for personal development and new challenges for the employees. The 

respondent, as an answer to many of the question, often mentions new assignments and 

special areas as a solution. The synergy effect of the monotonous nature of work-chores 

combined with the stressful environment is the undoubtable most influential reason. This 

goes well in hand with the Self-determination theory that argues that people need to feel 

autonomy and competence in their work. It is furthermore supported by the fact that 

employees will respond well to development feedback, it is both supported in the 

literature by Zhang et al. (2014, p. 738) and DePasque & Tricomi (2015, p. 185) as well 

as the respondents who argue that their team leader is one of the most important persons 

providing feedback and motivating them through recognition. They crave even more 

recognition from people higher up in the organization to increase the feeling of 

competence and that they are being valued, which many today feels are lacking. This kind 

of recognition further supported in the literature as vital to motivation and preferable to 

monetary rewards (Geller, 2001, pp. 60-61; Clayton, 2006, p. 38). This does not mean a 

higher focus on intrinsic motivation it just mean that monetary reward is not the only 
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extrinsic motivator available and that people crave recognition, independent work chores 

and promotion opportunity compered to money. Comparing this to Ryan & Deci (2002, 

p. 16) scale of determination, one could suggest that introjected regulation of extrinsic 

motivation plays a major impact in the Call center environment, suggesting that the 

employees desire opportunities for chores that enhances their feelings of self-worth.  

Getting back to the question on how to balance intrinsic and extrinsic motivation to each 

other. This thesis have previously suggested that intrinsic motivation is the best engine 

for quality-focused chores. One could also argue that other forms of extrinsic motivations 

such as introjected regulation and identified regulation (Ryan & Deci, 2002, p. 16) is 

adequate substitutes since many of the quality-driven respondents suggest that promotion 

and new tasks would increase motivation. In this case, we can consider new tasks as an 

introjected regulation since it refers to employees avoiding shame and guilt in the calls 

with angry customers. Promotion is both introjected regulation and identified regulation 

since it enhances feelings of self-worth as well as supply an outcome that is valued as 

important. In other words, there are extrinsic motivators that will help both the quality-

driven employees as well as the reward-driven. Suggesting that the balance should lean 

more on extrinsic motivators, but with a wide range of actions, that suits the different 

personalities in the organization. 

Since the respondents states that promotion-opportunity is one of the most important 

factor influencing the decisions. It is important to include this aspect when conducting a 

strategy on how to improve retention. It is also highly related to the personal development 

and challenging work. People crave promotion for similar reason, feeling competence and 

autonomy in their work. Fields et al. (2005, p. 77) argued that employees who feels 

undervalued are more prone to leave and this is often mentioned during the interview that 

employees that estimated their chance to get a promotion to be low or had to wait too long 

were more prone to turnover. An interesting finding here was that many suggested that 

they had stayed longer with the ambition of climbing and that they would have left earlier 

if the promotion opportunity did not exist. This provide some insight that Bozionelo 

(2008, p. 115) suggestion about hierarchical layers having some benefits, even if the 

organization cannot promote every employee the effect of showing that they recruit 

internally and provide advancement opportunity will still influence a lot more employees 

than one would presume. Promotion seems to influence a very broad group of employees, 

not just the ones who actually receives the promotion but also everyone who desires an 

advancement, suggesting that the bare presence of a promotion opportunity is enough to 

motivate them.  

Another aspect that Bozionelo (2008, p. 115) supports is smaller teams. This will provide 

more advancement opportunities since more team leaders are required as well as making 

it easier for the team leader to acknowledge all the employees in the group. This is 

especially important since many respondents argue that the team leader is the main source 

of recognition they receive and it is therefore important to maintain this. It is of course 

important to balance this towards efficiency in the organization and if the group is too 

small it will reduce the status of being a team leader which may have a contradictive 

effect on how desirable the workforce perceive the role. The size of the teams in this 

organization have not been subject for discussion and it is important to clarify that this 
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has not been a critique from the respondents, the employees have in general been very 

optimistic towards their team leaders influence, which supports that the size is adequate 

in this scenario. It is however important to consider the size of the teams since it could 

provide some advantages according to both the theoretical framework regarding layer as 

well as the wishes and desires of the workforce. 

The literature suggested many important factors that influence turnover intention but not 

all of them had a significant importance in this context. The Work-life balance and 

security was factors promoted as influential towards turnover intention in the literature 

but during the interview the respondents did not emphasized its importance. It was not as 

if they promoted a heavy workload with bad hours and an unsecure employment, they 

only argued that it did not play an important role in their decision. One could argue that 

they take their employment for granted since most of them had permanent contracts but 

the respondents suggested that it had not played a major role in the beginning either, when 

they hade temporary contracts. One could not draw a conclusion that these aspect are 

unimportant, one could only argue that it may not be as important as other features such 

as stress and promotion. Concerning work-life balance, one could also argue that the 

psychological contract compensated for the negative effect of bad hours, many 

respondents suggested that it did not matter since they were aware of the bad hours when 

they started. Many also argued that it did not matter in their current position in life but 

acknowledged that it could change later on and especially if they had a different family 

situation.  

Furthermore the psychological contract were also an interesting subject since the 

respondents tended to overlook its impact and suggested that the organization had lived 

up to their expectation, only to discard that statement in other question with the suggestion 

that things had change. Either their perception or actual changes in the organization. The 

most significant was the change of provision, which was subject to a lot of criticism.  

Sales and rewards is another aspect promoted as one of the more significant features when 

it comes to turnover intention. The theme is one of the most discussed areas as well as 

one of the themes most compared to other themes. It is clear that the changes in the 

provision effected some employees to quit their job. It is however, unclear if the reason 

is the lower salary, which was the result of the change, or the fact that it altered the 

expectation, which resulted in a breached psychological contract. Nevertheless, it is quite 

clear that the change have had an effect on the organization. The question is if it relieved 

pressure on employees that felt stressed out because of the high sales goals or if it just 

lowered extrinsic motivation in general. One could however argue that it is the change 

itself that lowered motivation, not the actual level of bonus, and when employees in the 

organization gets used to the new maximum level of provision they will become just as 

motivated as before. Suggesting that De Vos & Meganck, (2009, pp. 55-58) ideas about 

preventing a decrease in motivation is just as important as trying to increase it. In this 

scenario, one could argue that it is imperative to evaluate the consequences of the actions 

carefully, maybe even before implementing it. Especially since the change itself seems to 

have a major impact. When implementing a reward system it is therefore important to 

assess both the effect of increasing motivation as well as if the reward system is beneficial 

over a longer term and the possible effect of removing it. It could seem excessive to 



46 
 

calculate “what if-consequences” but when an implementation that aims to enhance 

motivation faces a risk of having a contradictory effect it is definitely worth considering 

beforehand. In other words assessing if it is a contract the organization can keep in the 

long-term or if it is subject for changes in the future, changes that could be devastating 

on the employee motivation since it may breach psychological contracts. 

The section about salary and reward is of course very contextual to this organization and 

severely influenced by recent changes which makes it hard to generalize and it might only 

provide an insight in this particular organization, in fact it may be even more narrow and 

only provide an insight in this particular organization right now. Suggesting that this is 

the feelings and perception of the organization today but it may blow over in a year or 

two. Some positive aspects with the change is that a lower focus on incentives may 

improve intrinsic motivation as Cerasoli et al. (2014, p. 984) suggest and provide a better 

work environment, especially for employees more prone to the qualitative approach such 

as customer service. This is of course depended on the overall pressure and the demand 

of sales will still play a role even with the decrease of incentives the pressure to perform 

could still be unbearable for some employees.  

Teamwork and team spirit was one of the most essential influences on retention. The fact 

that many respondents argued that the intended to quit but endured longer because of the 

colleagues is proof that this feature is one of the advantages in a Call center environment. 

Employees who share similar interest and get along well will definitely increase retention. 

This is of course something that is difficult for the company to improve or alter since they 

still would want to diversify personality and age in the teams to improve creativity in the 

organization, not to mention following laws on discrimination. It does however seem that 

these teams have tendency to become heterogeneous by themselves since it is mainly 

younger people with similar interests that applies to the position and influences each 

other. The team spirit seems to arise by itself but the organization does of course have an 

impact in this and an opportunity to further enhance it. Many respondent suggest that the 

team competition strengthens the bond in both the team and towards other team. Which 

further goes in line with Carr & Walton (2014, p.169) theories on teamwork or as they 

call it, cues of working together. Suggesting that competition increases motivation and 

working in team increases motivation, but when you combine the two the synergy effect 

will increase it further. The respondent’s supports this notion and it provides an effective 

tool for the organization to keep using to boost motivation and improve retention.  

 

5.2. The Compensation Factor 

Another interesting finding in the interview was phenomenon referred to as “The 

Compensation factor”. Going through the empirical gathering a few pattern presented 

themselves regarding the different themes but one pattern frequently occurred through 

the entire interview with many of the respondents. They had a tendency to compare the 

impact a feature hade on their motivation with other features. It raises the thought that 

different features can compensate for each other and that it is the overall motivational 

impact that influences turnover. In other words, employees can endure features that lower 

their motivation if they think other aspects they enjoy compensate for that factor, for 
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example, co-workers they liked working with made a few employees endure the impact 

of stress longer. It also provides some similarities with Vrooms expectancy theory 

(Vroom, 1964, pp. 14-20) since they also suggested that they could endure longer if they 

had an opportunity to advance to other roles. 

The Compensation factor is valuable to consider when planning the strategy for 

increasing motivation and improving retention. The Call center environment is a difficult 

area since there are many aspects that the organization cannot affect, such as customer 

complaints. The ambiguity of the role that impose a problematic atmosphere for the 

employees is also hard to change since the organization is dependent on sales but they 

still need to provide a satisfactory service to the customers. The Compensation factor 

suggest that they can have a few demotivating feature as long as they compensate on other 

features. For example, compensating stress and ambiguity with the opportunity of a 

promotion, a good climate in the team or in some cases incentives. It does however not 

encourage the organization to discard actions to lower stress entirely, it only suggest that 

if it is impossible or hard to implement a change in a specific theme it could be 

compensated with an increase in another theme.  

Both the empirical gathering and the discussion have tended to focus on the negative 

aspects and the areas where organization fails to live up to the employee’s expectation. It 

is important to clarify the problematic context of the business in general. The Call center 

business faces a lot of pressure to provide both quality and quantity as we have previously 

discussed, this is not an easy task and it is almost impossible to increase motivation in all 

the themes to a satisfactory level. They will have to compromise, which the employees 

seems to be well aware of, since they are always assessing how those compromises affect 

them as individuals.  
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6. Conclusion 
This section will assess the conclusion of the thesis and connect it to the purpose. It will 

also consider the theoretical-, practical- and social contributions along with an 

examination of the truth criteria, critique and limitations of the thesis.  

 

6.1. General conclusions 

The stated research questions aimed to explore the factors inducing turnover intention in 

employees of the Call center. I also aim to suggest how managers can improve retention 

in these organizations with motivation. This thesis does not attempt to provide a 

guaranteed blueprint on how the organization should work but rather emphasize 

important areas that needs assessment in order to improve retention. In other words, 

emphasize which areas they need to asses in order to reduce turnover intention. Areas that 

with the right actions can improve retention.  

 

Research questions 

 How do motivational factors induce turnover intention in employees of a Call 

center? 

 How can a Call center improve retention trough motivation?  

 

This thesis have assessed six different themes that according to the theoretical background 

influences turnover intention in Call centers. The responses have differed a lot but one 

could say that nothing points towards any theme lacking influence when it comes to 

turnover intention. However, it was quite clear that some aspects contributed more than 

others did. Work-life balance and security seemed to have a minor impact while stress, 

rewards and promotion suggested providing a bigger role. Stress was furthermore suggest 

to be reduced by a variety of chores which could suggest that personal development and 

challenging work also played a role since it relieved employees from stressful tasks. This 

notion further supports by the compensation factor that suggested that some features 

could compensate for others. 

Some practical implementation suggested by the respondents is a variety in chores for 

example answering E-mail instead of phone or having the responsibility of being an 

expert on a specific product. Things the organization did already with praise from the 

respondents. Modern technology provides an opportunity to change customer service 

from phone to chat-functions that could be helpful to relieve the employees from stressful 

calls and provide a motivating change in work chores.  

Promotion is one of the most important aspects to influence turnover intention. It seems 

that the mere presence of advancement opportunity will influence employees to stay, as 

long as they consider their chances to get one of those as adequate and in a reasonable 

future. This also suggest that organizations should consider how they work with 
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hierarchical layers in the organization and assess which structure provide the best 

efficiency regarding cost and benefits of promotion opportunity. Other areas of 

improvement and promotion opportunities is appointing product experts, which also 

contributes to a variance in the work tasks. Furthermore, the respondents also emphasized 

a desire for praise from higher up in the organization. Suggesting that if managers 

engaged more in the workforce it would result in higher motivation and an increase a 

feeling of relatedness in the employees.  

Reward was an intensely mentioned aspect but this aspect is of particular contextual 

interest since it recently been subject for some changes which brought a lot of critique 

from some employees and almost single handedly induces them to leave the organization. 

How long this negative effect will last is hard to evaluate since one could argue that the 

breach in psychological contracts is the main reason for the intention to leave and not the 

monetary decrease in the reward.  

The Compensation factor is of particular interest to explore further since it seems that 

employees are highly calculative regarding motivational factors and are commonly 

evaluating the different aspects towards each other. This provides an opportunity for 

organizations to assess different scenarios and compare practical implementation towards 

each other with the consideration of cost effectiveness.  

To summarize the study one could say that the motivational impact on turnover intention 

is a very complex subject. There are many aspects to consider and it is impossible to 

improve all of them at the same time. Suggesting that compromising is essential to 

improve the motivation overall. This thesis will primarily shine a light on the 

compensation factor, which suggest that it is possible to accomplish a decrease in turnover 

intention even during complex circumstances, as long as one focus on the most influential 

features that consequently will have the highest influence and compensate for other 

aspects that lower motivation. This thesis also aims to provide some insight to managers 

regarding which aspects that are most important in order to achieve that decrease in 

turnover intention.  

 

6.2. Theoretical contribution and future research 

This thesis aimed to provide a deeper understanding on the features influencing turnover 

intention and explore the interplay between them. The study have assessed the impact of 

several important features, as well as how they affects employees differently. Suggesting 

that there is a more complex nature of the interplay between aspects influencing turnover 

intention. The study discovered an interesting phenomenon referred to as the 

compensation factor, suggesting that employees are well aware of the different aspects 

influencing their motivation and constantly weigh these aspects against each other. The 

compensation factor is an interesting topic to examine further. Suggesting the potential 

to use it as a tool, for example using it to quantify aspects that otherwise only appears as 

qualitative trough the comparison against each other. It could also help the critically 

examination of previous research that been too narrow in their studies and only focused 
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on one or two features and neglected the complexity of different features effecting each 

other. 

 

6.3. Practical contributions and implications  

This thesis also aimed to provide some practical use on how to improve retention trough 

the evaluation of the different features importance and how they relate to each other, 

which will provide some insight for Call center organization and help them evaluating 

their strategy. The compensation factor is also a major contributor and it could be 

especially valuable for organizations when they are developing long-term strategy for 

motivating their personal in general as well as improving retention.  

It will help the managers to understand that they need to assess how to motivate different 

types of employees and they need to include a strategy who considers those differences. 

The compensation factor alongside with the understanding of the differences of the 

employees is the two biggest contributions that will help managers work with retention 

strategy.  

It does however have a few implications; since the thesis mainly focuses on how they 

could improve motivation and retention, it fails to assess the bigger picture and the cost 

of some implementations. Even though the organizations definitely obtains benefits 

trough increasing retention it needs to be weighed to the cost, some turnover could 

actually be desired in order to create the most cost-efficient Call center. This thesis does 

not take into account overhead cost of the recommended actions. On the other hand, it 

does not take into account many other positive outcomes of the implementation either. 

For example, an improved employer brand. 

This thesis does take a broad viewpoint but in the perspective of an organization, it is 

rather narrow and only takes the improvement of retention in a Call center context into 

account. It does not assess financial aspects and other managerial advantages with a 

specific structure. It could be that it is more cost effective to have high demands in 

efficiency and suffer some turnover instead of lowering the demands and efficiency to 

improve retention. Assessing the drawbacks with the possible advantages of higher 

retention such as keeping competence and efficiency in the organization and reduce the 

cost of recruiting and education that is required with new employees is not included in 

this thesis. This thesis only provides an insight to the most important factors influencing 

turnover intention and discusses different solutions that have arouse from the empirical 

evidence, regardless of the cost. There is of course a problem with many of the requests 

from the respondents; everybody wants a variance in the work and new assignments. 

However, it is not possible for everyone to get new task since someone still have to answer 

the phones, and that is the main task of the role. Although it provides some opportunity 

to improve different aspects, for example implementing different chores such as 

answering mail instead of phones. Also to implement specific expertise area that they are 

responsible for. This is something the organization provides already with a lot of 

appreciation from those who has the opportunity to work with those assignments. It could 

be of interest to focus more on new technology features such as “chat help desk” and 
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organize a schedule were the employees’ takes turn working the chat help desk to get a 

desired break from the phones. 

 

6.4. Social contribution  

The narrow perspective of the thesis limits the result to the specific organization or maybe 

the business in general. It does however provide some social contributions as well. The 

influence stress has on employees is of general interest. There is nothing that point to the 

fact that the compensations factor is limited to the Call center context but it could rather 

be applicable in many context, not just work related.  

 

6.5. Truth criteria 

Regarding the trustworthiness of the thesis Bryman (2012, pp. 390-393) suggest that the 

trustworthiness of studies conducted with a qualitative nature is best evaluated with four 

criteria’s. The four criteria’s is credibility, transferability, dependability and 

confirmability. It is imperative to ensure credibility (Bryman, 2012, p. 391) and one way 

of doing it is to connect back the findings of the study with the respondents and discuss 

if they acknowledge the view of the context and if they thought the findings were 

accurate. Time restrictions prohibited me from performing respondent validation on all 

the respondents and I had to settle for three respondents, which all supported the findings 

and I therefore deemed the credibility criteria sufficient. The second criteria is 

transferability (Bryman, 2012, pp. 391-392) which suggest that the study must convey 

rich accounts if the details of the culture, this criteria were provided in form of quotes in 

the empirical presentation that exemplified the context and makes it possible for external 

parts to assess if the findings are transferable to their organization on their own. The third 

criteria is dependability (Bryman, 2012, p. 392) which is focus on making sure that the 

process is trustworthy and that the researcher have taken an auditing approach with 

records kept of all phases such as, problem formulation, sampling, notes, interviews, 

transcripts, data analysis and reasons for certain decisions. I have continuously updated 

the records throughout the thesis with some ethical consideration discussed in the 

methodology section. The fourth and final criteria is confirmability (Bryman, 2012, p. 

392) who suggest that it is important to remain objective in the study and one have to 

assess the researchers eventual biases which is further elaborated in the section for 

discussion the choice of topic and preconception.   

 

6.6. Critique and limitation 

This study is however subject for some critique, for starters it is very contextual to this 

specific organization and one should be careful to generalize it to all Call centers, even if 

it provides many similarities. One could also argue that some aspects of the study lack 

overall generalization since its heavily influenced by the changes recently conducted in 

the organization and the respondents who quit of that particular reason is represented in 
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a higher number then usual when the interviews were conducted. If the interview were 

done a year ago it would probably be even more representatives arguing other reasons 

than the reward system as the main reason for leaving. The timing of the interview is also 

something that may have influences the responses, many respondents had recently quit 

and may be prone to express negative opinions. The responses might have differed if the 

interview had taken place a year ago instead, when they still aspired to stay in the 

organization. It might also have differed if they had taken place a year from now when 

they had gotten some perspectives on their time in the organization. This was an active 

choice since employees who had recently quit would remember more detailed why they 

acted in a particular way and why they made the decision they made, which is consider 

more important than the risk of amplified answers.  

Furthermore, there are some limitation in this study regarding the empirical gathering. 

The tight deadline in combination with respondents on different geographical areas forced 

the choice to conduct a few of the interview trough phone instead of face-to-face, which 

may have influence the responses. The study is also limited to a Swedish context and 

mainly two geographical areas. Some implication with the method is the fact that the 

language of the interview is Swedish in order to make it easier for the respondents, which 

required some translation of both the questions and the answers. One have to assess the 

risk of information being lost in that translation.  
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8. Appendix 

Appendix 1 – Interview Guide (English) 

 

INTRODUCTION of yourself and study topic (Max 5 minutes) 

ASK FOR PERMISSION TO RECORD INTERVIEW 

 

Note general information (Max 2 minutes) 

 Age 

 Gender 

 Organization 

 Education 

 Employment contract 

 

General questions (Max 10 minutes) 

 How long have you worked in the organization? 

 What made you want to leave the job? 

 What would have persuaded you to stay? 

 What do you think is important to influence people to stay? 

 

Themes 

 

Recognition & Promotion (Max 5 min) 

 In what way did the company show that they valued your efforts? 

o Do you think this influenced your intention to quit? 

 Can you describe how your career opportunities influenced your decision to 

leave? 

 

Salary & Rewards (Max 10 min) 

 What role did salary play in your decision to quit your job?  

 What kind of reward systems do you use in the organization? 

 Can you describe how a reward-system that will motivate you would look like? 

 

Psychological contracts & Work-life balance (Max 5 min) 

 In what way did the work-life balance influence you decision to leave? 
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 Do you feel that the company has lived up to the expectation they promoted 

when you started working here? 

o Yes/no - In what way do you think this influenced you decision to stay?  

 

Security, Teamwork & Work Environment (Max 10 min) 

 In what way have the security arising from the type of employment contract 

influenced your intention to quit? 

 Can you describe how your work environment influenced your intention to leave 

the job? 

 How would you describe your team member’s impact on turnover intention?  

 

Personal Development & Challenging Work (Max 10 min) 

 How did the opportunities of personal development effect your decision to 

leave?  

 Can you describe the challenging activities in your work? 

o How does the level of challenges effect your decision to quit? 

 

Stress & Burnout risk (Max 5 min) 

 In what way have the stress-level in the organization influenced your decision to 

leave? 

 In what way have the risk of burnout influenced your decision to leave? 

 

Additional questions: (Max 10 minutes) 

 Explain what you think would influence your attitude towards staying in the 

company the most?  

o What is most important in order to make you stay? (Appealing) 

o What influences you the most to leave? (Deterring) 

 Do you have any suggestions to improve retention?  

 

THANK YOU FOR YOUR PARTICIPATION 
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Appendix 2 – Intervjuguide  
 

Presentera mig själv och vilket ämne jag pratar om (Max 5 min) 

Fråga om tillstånd att spela in samtalet 

 

Anteckna generell information (Max 2 min) 

 Ålder 

 Kön 

 Organisation 

 Utbildning 

 Anställningskontrakt 

 

 

Generella frågor (Max 10 minuter) 

 Hur länge har du arbetat i organisationen? 

 Vad fick dig att lämna organisationen? 

 Vad hade fått dig att stanna kvar? 

 

Themes 

Recognition & Promotion (Max 5 min) 

 På vilket sätt har organisationen visat att dem uppskattar din arbetsinsats? 

o Hur har det påverkat ditt beslut att lämna? 

 Kan du beskriva hur dina karriärmöjligheter påverkade ditt beslut att säga upp 

dig? 

 

Salary & Rewards (Max 10 min) 

 På vilket sätt påverkade lönen din inställning till att lämna organisationen? 

 Vilken typ av bonus och belöningssystem använder sig din arbetsplats av? 

 Kan du beskriva hur ett belöningssystem skulle se ut för att få dig att stanna? 

 

Psychological contracts & Work-life balance (Max 5 min) 

 Hur har balansen mellan privatliv och arbetet påverkat ditt beslut att lämna? 

 Känner du att organisationen har levt upp till de förväntningar du hade när du 

började jobba? 

o Ja/Nej – På vilket sätt har det påverkat din inställning till att lämna? 
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Security, Teamwork & Work Environment (Max 10 min) 

 På vilket sätt har din anställningstrygghet påverkat din inställning till att lämna 

din tjänst? 

 Kan du beskriva hur klimatet i organisationen påverkade din inställning till att 

stanna sluta? 

 Hur skulle du beskriva dina kollegors inverkan på ditt beslut att säga upp dig? 

 

Personal Development & Challenging Work (Max 10 min) 

 Hur har möjligheterna till personlig utveckling påverkat ditt beslut att lämna? 

 Kan du beskriva vilka utmaningar som finns i ditt arbete? 

o Har nivån på utmaningarna påverkat ditt beslut att säga upp dig? 

 

Stress & Burnout risk (Max 5 min) 

 På vilket sätt har stressnivån påverkat din inställning till att saga upp dig? 

 Har risken att bli utbränd påverkat ditt beslut att lämna? 

 

 

Additional questions: (Max 10 minutes) 

 Kan du berätta vad som påverkat din inställning till att lämna mest? 

o Vad är viktigast för att få dig att stanna? 

o Vad påverkar dig att lämna mest? 

 Har du några förslag på hur man kan minska personalomsättningen? 

 

Tack för att du medverkade i den här studien! 
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Appendix 3 – Examination of the organizational context  

 How would you describe the role and the environment they are working in? 

 What do you think are the major reasons behind turnover intentions? 

 What are you doing today to prevent job turnover? 

 How would you describe the organizations pay-level in comparison to the 

competitors? 

 How would you describe the stress-level in the organization? 

 

Appendix 4 – Utforskande frågor om organisationen  

 Hur skulle du beskriva rollen och miljön dem arbetar i? 

 Vad tror du är den störa orsaken till personalomsättning? 

 Vad gör ni för att minska personalomsättningen? 

 Hur skulle du beskriva lönenivån jämfört med konkurrenter? 

 Hur skulle du beskriva stressnivån i företaget? 

 


