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2 LITERATURE REVIEW 
 
 

2.1 Introduction 
 

Through this chapter, the author intends to explain the importance of support and if there 

is a dearth then what can be the cause for it. What are the factors that may have an impact 

to the attrition rate of support engineers in Sri Lanka?  

 

This Chapter briefs through the literature reviewed by the author to understand the past 

researches conducted in relation to this study and how author has utilized the findings of 

those past researches. 

 

2.2 Importance of ‘Support’ 
 

Customer support is an essential part in the success of any organization that provides 

after sale service to their customers. Support is also known as product support, after sale 

service, technical support, application support or even simply service (Goffin and New, 

2001). 

 

According to Armistead and Clark (Armistead and Clark, 1992), customer support is 

important when it comes to satisfying customers. Support is the interface to the customer 

and it is important to maintain good support to customers in order to have a long term 

relationship with the customers. 

 

Even in most high-tech industries customer support can provide a competitive advantage 

by the improved ways of handling customers (Armistead and Clark, 1992). 
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As mentioned above, support can be called by different names. However the job 

description defers based on the type of business the company is into (Goffin and New, 

2001). Author also believes that giving the appropriate job title depending on the work 

performed is important. 

 

Service organizations should focus on improving their quality of service as it is of 

paramount importance to the organizations. According to one of the researches carried 

out regarding the quality of service, it was identified that good technical support to 

customers will positively contribute towards the quality of service (Pratyush and Berg, 

2003) 

 

Over the working lifetime of a product, support revenues from a customer may be far 

higher than the revenue from product development (Goffin and New, 2001). 

 

As mentioned by Knecht, Lezinski and Weber (Knecht et al, 1993), even though 

customer support is an important source of revenue and profit, it has become as area that 

has often only received scant attention from managers. Author believes that this can be 

one reason for not being able to attract more IT professionals to support.  

 

With the experience in working with customers and understanding their requirements, the 

value of support engineers’ input at the design level of new products can be valuable. 

However, as mentioned above, managers giving scant attention to customer support 

might be a reason why they do not consider customer support during new product 

developments as mentioned by Goffin (Goffin, 1998). 
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According to a study by Inger Roos and Bo Edvardsson, (Roose and Edvardsson, 2008) 

for certain customers, more than the core service or the core product what is more 

important is the relationship with the customer support and the way support engineers 

handle their work and support the customers to carry on with their operations. This can 

vary from customer to customer but it is important to have a good relationship between 

the customer and the support centre in order to ensure customers do not switch to another 

competitor (Roose and Edvardsson, 2008). 

 

Even though the technologies today are highly advanced and have given the impression 

to the world that technology can do anything, when it comes to Information Technology, 

even a very advanced tool or a product that is developed needs some sort of a human 

touch to ensure that it operates smoothly (Czepeil et al., 1985). 

 

Kiely and Armistead mentioned, 
 

“Although there is a popular notion that technology will supplant human 

invention, many service encounters will need the human touch” 

(Kiely and Armistead, 2004) 

 

As Kiely and Armistead explains (Kiely and Armistead, 2004), Customer lifestyle may 

change in the future and would require support 24 x 7 x 365 (24 hours a day, 7 days a 

week and 365 days a year which is through out the year).  

 

Especially in a country like Sri Lanka where we under take projects outsourced by 

countries in other regions and support those customers, it would be required to provide 

support through out the day. Hence working on shift basis may become more popular in 

Sri Lankan organizations where the customers are from outside the country.  
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2.3 Demand and Supply for Support 
 
 
As shows in Figure 2.1, according to the National IT workforce Survey in year 2007 

which was carried out by the Sri Lanka ICTA regarding the rising demand for the IT 

workers in Sri Lanka, the highest demanding job is ‘Software Engineering’. Next in line 

is ‘Testing & Quality Assurance’ as the 2nd highest demanding job and then ‘Technical 

Support’ as the 3rd highest demanding job category in Sri Lanka. Percentage wise, the 

demand for Software Engineering in IT Sector is 28%, QA is 21% and the demand for 

Support is 13% each. Unfortunately, as per this survey, Support is also been identified as 

one of the job categories that shows a high attrition rate (Wijesundara et al., 2007). 

 

 
Source : SLICTA. April 2007, “Rising Demand” 

Figure 2.1 - Demand for Overall IT professionals by Job Category 

 

However, the same research ‘Rising Demand’ has identified that support is one of the job 

categories with a high attrition rate. 
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Source : SLICTA. April 2007, “Rising Demand” 

Figure 2.2 – Attrition Rate in Technical Support in Each Sector 

 

The supply or the attrition rate of the job category technical support in IT companies is 

circled in Figure 2.2. As displayed, the attrition rate of technical support in IT companies 

is 18% and very much higher than the other sectors. 

 

Supporting applications as explained in chapter one is part of technical support which is 

considered in the ICTA workforce survey. Hence high attrition rate in technical support 

connotes lack of supply of IT professionals to work as support engineers. 
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The author has selected two basis indicators of dearth as job satisfaction and job 

perception. Hence the below literature has been reviewed. 

 

It is important to understand what job satisfaction means and the studies conducted 

regarding the job satisfaction. As we learn in organizational behavior and many other text 

books there are many different definitions for job satisfaction. 

 

According to the article by Beryl C. McEwen (McEwen, 2008) the job satisfaction 

implies the sense of achievement and success of the workers. He also states that the job 

satisfaction is directly linked to the productivity and the well being of the personnel. For 

a person to be satisfied with the job, he should enjoy the work he does, he should do the 

work accurately and finally he should be rightfully rewarded for the work he has 

performed.  

 

According to how the Harvard Professional Group (Harvard Professional Group, 1998) 

describes, job satisfaction is known as a key factor that leads to recognition, income and 

promotion that ultimately makes the workers feel fulfilled and happy with the job. 

 

According to what Arthur Brief wrote, 
 

"If a person's work is interesting, her pay is fair, her promotional opportunities 

are good, her supervisor is supportive, and her coworkers are friendly, then a 

situational approach leads one to predict she is satisfied with her job" 

(Brief, 1998) 

 

If a person’s pleasure in working in a particular job outweighs the negative side of the 

job, then there can be some level of job satisfaction (McEwen, 2008). However, if there 

is low/bad job satisfaction within support, then the chances of leaving the job is high and 

hence it may lead to lack of IT professionals who prefers to work as support engineers. 
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Table 2.1 Top 10 factors that help retention at different stages of the career 

Source : SLICTA. April 2007, “Rising Demand” 

 
 
 
In table 2.1, the top ten factors that could have a relationship to the retention of 

employees are listed. A few of the above factors were considered in this research to 

analyze whether or not there is a relationship between the dearth of support engineers and 

the compensation the support engineers get for the work they do.  

 

Frederick Herzberg’s Two-Factor Theory, which explains the job satisfaction and 

motivation in the workplace, states that satisfaction and dissatisfaction are driven by 

different factors. Motivating factors are those which make the workers want to work well. 

Motivating factors include working pattern, flexible hours, the remuneration package, 

and recognition for the job or the work carried out (Hackman and Oldham, 1976). 
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No professional would want to be employed in a specific job if the perception towards 

the job is not good in the industry or in the society. Hence it is important to understand 

the definition of the work perception and what it means in relation to the job. 

 

According to the Oxford Dictionaries (Simpson and Weiner, 1989), perception indicates 

the recognition. In other words, job perception implies the perception of the job people 

have in their minds. This can be created with the knowledge people have regarding the 

job or what they have heard from people. Wrong perception may lead to lack of interest 

in wanting to do something. Hence if the perception towards the job is low then the 

attrition rate can be high. 

 

In the past, there has been a research conducted to understand whether or not there is a 

relationship between the job perception and job satisfaction which can be utilized in this 

study as the basis of how they affect the dearth of support engineers as two indicators of 

dearth (Wong et al, 1998). 

 
According to a research conducted by Wong et al (Wong et al, 1998) regarding the 

relationship between the job perception and job satisfaction, the researchers have 

identified through their research that the job perception is reciprocally related to the job 

satisfaction. Hence in this study regarding whether or not there is a dearth of IT 

professionals to work in support, the author identifies the job perception and job 

satisfaction has an impact and they can be indicators of the lack of support engineers. 

 

Author also identified that there are no previous researches conducted regarding job 

satisfaction and perception of support engineers and the job itself. Further, no related 

research in Sri Lanka has been published.  
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2.4 Chapter Summary 
 
 
According to the ICTA workforce survey, the results have shown a high attrition rate in 

support and hence it is interesting to study on this. Author also explains that job 

perception and job satisfaction can be indicators of dearth or the attrition. Having low 

perception towards the job can relate to the dearth and also having low satisfaction of the 

job can affect the dearth. It has also been shown that there is a reciprocal relationship 

between the job perception and job satisfaction. The author intends to use these in this 

study. 

 


