
learning environments. Job complexity has a motivational component that can be used to induce workers 
to apply and develop their skills. 
 
Career Advancement 
Career advancement is one of the key element for employee satisfaction and retention at a company. 
Career advancement refers to the upward progression of one's career. An individual can advance by 
moving from an entry-level job to a management position within the same field, for instance, or from one 
occupation to another.  
 
METHOD  
Measures of the constructs  
The research survey was done using self-report questionnaire. The respondents were asked to provide 
demographic information such as gender, qualification, designation and experience followed by giving 
Reponses to statements related to Learning Management system (20 items) on four factors namely technology 
experience, service qualify, system quality, and information quality, whereas employees’ retention (20) is 
assessed through  training & development, KSA development, utilization skills & abilities, and career 
advancement. These factors of the study are taken from earlier researches related to the research environment. 
Respondents opinion were received in a five-point Likert scale ranging from strongly disagree, disagree, 
Neutral, Agree and strongly agree. All the items in the questionnaire were given in English language.  
 
Subjects and procedure  
The data used to evaluate the proposed research model were chosen through convenience sampling method. 
This survey was open to samples who are working in BPO companies located in Chennai city and have 
minimum of one year experience and at least having a working knowledge of LMS in the present company. An 
overall sample of 450 responded to the questionnaires in the survey from various BPO companies located in 
Chennai city. The questionnaires were circulated and gathered in one month time, exactly during the break 
hours. On an average, samples took around 15 -20 minutes to respond to the questionnaire. The reliability and 
validity analysis of the questionnaire based on the results of the pilot study conducted with 40 samples are 
summarized in table 1 and 2.  
 

Table 1. Reliability Results 
Sl. 
No Scales Reliability Cronbach  Results 

1 Technology Experience (TE) 0.794 Acceptable 
2 Service Quality (SEQ) 0.782 Acceptable 
3 System Quality (SYQ) 0.904 Excellent 
4 Information quality (INQ) 0.815 Good 
5 Training & Development (TD) 0.820 Good 
6 KSA Development (KSA) 0.788 Acceptable 
7 Utilization of Skills & Abilities (USA) 0.915 Excellent 
8 Career Advancement (CA) 0.823 Good 

 
The results of the reliability analysis is shown in table 1, which indicates all the factors of data collection 
instrument are having acceptable level of reliability. 
 

Table 2. Convergent Validity - Results 
S. No Indices Value Suggested value Interpretation 

1 Construct Reliability / Composite 
Reliability  (CR) 0.82 CR > 0.7  Good 

2 Average Variance Extracted 
(AVE) 0.73 AVE > 0.5 Good 

3 Maximum Shared Variance  
(MSV) 0.77 MSV > AVE  Good 

4 Average Shared Squared 
Variance (ASV) 0.75 ASV > AVE  Good 

 
The results of convergent / composite validity are shown in table 2, which indicates that all the indices are 
within the suggested range.  
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Sampled Employees Profile 
The table 3 presents the demographic profile of the sampled employees’ profile using frequency analysis.  

 
Table 3. Sampled Employees’ Profile 

S. No Particulars Frequency Percent 

1 Gender     

  Male 239 59.33% 

  Female 211 40.67% 

        

2 Qualification     

  Undergraduate 187 58.00% 

  Post-graduate 146 30.67% 

  Others 117 11.33% 

        

3 Designation     

  Junior level 172 48.00% 

  Middle level 155 36.67% 

  Senior Level 123 15.33% 

        

4 Total Experience in BPO industry     

  1 - 3 Years 162 41.33% 

  3 - 6 Years 154 36.00% 

  Above 6 Years 134 22.67% 

        

  Total 450 100 
 
From the table 3, it is identified that majority (59.33%) of the sampled employees from BPO are male, and 
around 41% of them are females. Now-a-days even female prefers to work in night shift jobs in BPO 
companies. 58% of the sampled employees are undergraduates, 30.67% of them are post-graduates, and 11.33% 
of them comes under ‘others’ category who has completed ITI/ Diploma, M.Phil, etc. Out of 450 employees 
surveyed in the research, 48% of them are working in entry/ junior level, one-third (36.67%) of them are 
working in middle level, and 15.33% of them are working as senior level executives in BPO companies. The 
41.33% of the sampled employees are having the total work experience of 1 - 3 years, 36% of them are having 3 
– 6 years, and 22.67% of them are having the total experience of more than 6 years in BPO industry. 
 
RESEARCH MODEL AND DEVELOPMENT OF HYPOTHESIS 
The research model which tests the cause and effect relationship between learning management system and 
employees’ retention in BPO industries is portrayed in figure 1, because BPO is the knowledge based industry 
which needs technical knowledge and communication skill to answer customer queries, provide solution to the 
customer complaints/ problems, and adopt the appropriate procedure to process the various kinds of documents 
according to the clients requirements.  
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Figure 1: Research Model 

  
Each path which connects the constructs and variables represents the relationship to be tested using the 
Hypothesis testing, therefore the following hypothesis can be outlined based on developed research model: 
H1: Learning Management system (LMS) is having significant positive influence on retention of employees in 
BPO companies at Chennai city.  
 
STRUCTURAL EQUATION MODEL (SEM)  
 

 
Figure 2. Standardized path estimates in SEM 

The Research Model was established to examine the cause and effect relationship among the chosen 
constructs. Figure 2 represents the research model based on standardized path estimates.  

 
Table 4. Path coefficient of the Research Model 

Path Path coefficient P 
Technology Experience (TE) <--- Learning Management System 0.681 - 
Service Quality (SEQ) <--- Learning Management System 0.546 <0.001** 
System Quality (SYQ) <--- Learning Management System 0.720 <0.001** 
Information quality (INQ) <--- Learning Management System 0.813 <0.001** 
Training & Development (TD) <--- Employees’ Retention 0.589 - 
KSA Development (KSA) <--- Employees’ Retention 0.741 <0.001** 
Utilization of Skills & Abilities 
(USA) <--- Employees’ Retention 0.763 <0.001** 

Career Advancement (CA) <--- Employees’ Retention 0.879 <0.001** 
 

All the observed variables of the research are having significant loadings on its construct and it is 
demonstrated in table 4. The factors namely technology experience, service quality, system quality, and 
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information quality substantially correlated on the main construct i.e. Learning Management System with 
standardized regression coefficient more than 0.5. Similarly, the factors training & development, KSA 
development, utilization of skills & abilities, and career advancement are also meaningfully related with its main 
construct i.e. Employees’ retention with standardized path coefficient more than 0.5. All the above-mentioned 
factor loading are positive and significant at 0.01 level.  
 
Hypothesis testing 
 

Table 5. Hypothesis testing 

Path Path coefficient P Hypothesis 
Result 

Employees’ 
Retention <--- Learning Management System 0.664 <0.001** Significant at 

0.01 Level 
 
Table 5 represents the results of hypothesis testing of cause and effect relationship between independent (i.e. 
Learning Management System) and dependent (Employees’ Retention) variable. The path coefficient between 
Learning Management System and Employees’ Retention is 0.664, which is positive and significant at 0.01 
level, therefore it is concluded that Learning Management System of the BPO companies is having significant 
positive effect on employees’ retention through offering training & development programmes, KSA 
development, utilization of their skills 7 abilities, and offering advancement in their career. 
 

Table 6 Research Model Fit 
S. No Model Fitness Index Value Suggested Range  

1 P value (Significance value ) 0.213 P > 0.05 

2 RMSEA (Root Mean Square Error of 
Approximation) 0.019 < 0.08 

3 GFI (Goodness of Fit Index)) 0.913 > 0.90 
4 AGFI (adjusted Goodness of Fit Index) 0.906 > 0.90 
5 Chi-square / DF 2.479 2 to 5 
6 RMR (Root Mean Square Residuals) 0.018 < 0.08 

 
Table 6 encapsulates the summary of the research model fit with the primary data. As shown in the table 6, all 
the indices values are at satisfactory level, therefore it is concluded that the research model is found to be fit.     
 
CONCLUSION 
The results of the present research evident that the proper focusing on the design, and development of Learning 
Management System and its attributes namely Technology Experience, Service Quality, System Quality, and 
Information quality could help the employees in BPO industry to attend effective training & development 
programmes which would result in their KSA development, and proper utilization of skills & abilities and 
offering career advancement results in retention of the employees in BPO companies. The findings of the 
research proved that an effective LMS in the organization can retain employees of the firm and establish long-
term relationship with them. 
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