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Abstract 

 
Business Process Outsourcing (BPO) industry is still developing in Sri Lanka. BPO seems to be an 

attractive solution for couple of demanding socio-economic issues prevailing in the country, namely the 

lack of foreign currency inflow and the unemployment of educated youth. Demanding BPO service 

sectors are financial services, legal services and call centers. For Sri Lankan BPO service providers to be 

competitive, they need to be attractive on cost and quality of their services. The cost of labor is the 

prominent cost element of the total service BPO operating cost. This research was conducted to 

investigate people (labor) management aspects of BPOs in Sri Lanka. Employee and employer 

perceptions and experiences of the employment in BPO, the special skills required, and key HR related 

issues when compared to other industries were investigated. Sample for this research includes 24 active 

BPO organizations in Sri Lanka. From each organization selected employer view and selected employees' 

views were collected using two questionnaires. 

 

Findings of the study show that there are significant differences in perceptions and experiences of 

employees with their gender for leadership skills, oral communication, and application of new 

technology. Other variables do not have significance in its mean differences. Perception of employees on 

satisfaction on equipment and facilities, positive task variety, and taking initiative and responsibility has a 

strong relationship with the presence of HR department out of tested variables. The level of "work 

satisfaction", "commitment", "absence of burn out feeling", "intention to stay" were not having any 

significance relation with the type of the BPO organization that  the employee is employed in or with their 

gender. It was also observed that motivation and training the employees are the two most difficult tasks 

when it comes to performing HR functions. 

 

Out of these findings policy makers can decide the areas that need to be looked into when it comes to 

people management aspects of BPOs in Sri Lanka. Also employees can take necessary management 

decisions on HR related issues since there are some obvious relations found in terms of employee 

perceptions about there employment in BPO. 


