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Abstract: Employee engagement has been one of the deepest issues for organizations. Organizations are
currently struggling to survive due to the tough current economic environment, whereas the only tool for the
organization to achieve a competitive advantage is by engaging employees to foster a competitive edge in the
marketplace. Previous studies discovered that employee engagement in Malaysia is still steadily improving but
falling behind its neighboring countries, including Indonesia and the Philippines, with the result rising only by
four points to 63%. In addition, it was revealed that our country still ranks among the lowest in the region.
This study focuses on employee engagement among call centers at selected telcos in Malaysia. There are many
theoretical approaches to examining the quality of work life and employee engagement. Hence, this study
adopted the Spillover Theory and Self-Determination Theory to explain the relationship between independent
variables and employee engagement.
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1. Introduction and Background

Employee engagement is the positive attitudes, interests, and attachment of employees toward the
organization, its mission, vision, goals, and values (Mat et al,, 2019). Nasreen et al. (2019) mentioned that
employee engagement is a required benefit and can be a key managerial objective. The concept of employee
engagement may be vital because it has many effects and includes many factors. It influences things like job
fulfillment, commitment to the company, stress, task performance, and pressure (Saks, 2019). A lot of earlier
research has also proved that employee engagement affects job performance. Besides, many scholars revealed
that employee engagement impacts other variables for instance creativity (Ismail et al.,, 2019; Eldor & Harpaz,
2016).

According to Gallup (2022), State of the Workplace research showed that 60% of workers experience feeling
disconnected at work, while 19% are actively detached. In Sub-Saharan Africa, 21% of employees are actively
engaged at the workplace, 46% are considering quitting occupations, and 23% experience everyday
unhappiness at work. Employees who are highly engaged mostly prefer to take joy in their work, maintain close
relationships with their coworkers, and may be less likely to consider quitting (Bahri et al., 2020). According
to Gallup (2017b), employees will show good engagement if management focuses on the basic human need for
psychological engagement.

Employee engagement is directly connected to their quality of work life. Quality of work life may be preferred
as working conditions, job contentment, chance for continuous growth, work-life balance, workplace stress
management, organizational culture, communication, and social relationships. Quality of work life has gotten
attention in recent years due to its ability to foster employee engagement and enable the attraction and
retention of personnel (Ranna & Sharma, 2019; Suifan et al., 2016). Harini et al. (2019) observed a positive and
statistically existing correlation between the quality of work life and employee engagement. Specifically, the
researchers discovered that employees who practiced a more balanced working life presented a higher degree
of engagement (Harini et al., 2019).

According to Sahni (2019), compared to other industries, telecommunications is a more rapidly growing and
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dynamic sector, however, the increase puts weight on each employee because their working hours are also
longer than before. The transformation of technology and services that is taking place in the telecom industry
challenges every employee to move more quickly, effectively, and efficiently when carrying out tasks. To adjust
the quality of work life among employees, the industry needs to play an important role by constantly being
concerned and taking proactive steps, which will help each employee focus more and be able to adapt to change
(Sahni, 2019).

Kotera et al,, (2021) determined that the tendency to not engage when working can prevent them from
achieving their goals, which in turn reduces opportunities to be productive because they do not achieve the
desired results. Additionally, employee engagement rates continue to decline while working around the world,
based on the results of employee engagement surveys, despite numerous journals and articles mentioning a
high increase in employee engagement (Saks, 2017). An increase in workplace accidents and obstacles to
organizational progress, coupled with a decline in employee morale, financial impact, and productivity, can
significantly impact the organization through employee disengagement (Robotham et al., 2020).

From a practitioner’s viewpoint, there is a significant gap in terms of the percentage of employee engagement
scores across countries and the global average score. According to a report by Aon Hewitt (2017), for the years
2015 and 2017, there are still a few countries, including Malaysia, where employee engagement is minimal than
the global average of 65 percent. Disengaging employees costs United States companies up to $5.5 billion
annually (Vega, 2020). As cited by Natrajan et al. (2019), after six months, their engagement drops by 38% and
can only reach 20% of their initial level even though employees are normally highly engaged at the start of their
careers. Since studies among call center employees mainly focused on turnover rate or turnover intention, this
study is looking into another aspect of employee development, which is employee engagement. Recent studies
show that call centers are now a valuable resource in improving the customer experience. However, most
employees from call centers receive high stress in the workplace environment and experience high rates of
quitting (Baek & Lee, 2018).

It was anticipated that call centers in Malaysia would produce more than $15.5 million in profits for the
organizations. Moreover, the high attrition rate among call center employees impeded the growth of profits as
organizations were forced to pay additional operational expenses to retrain and replace new employees
(Narehan et al,, 2020). Based on the discussion mentioned above, this paper tries to find the answers, is there
a relationship between quality of work life and employee engagement? And which factors of quality of work
life predict employee engagement?

2. Literature Review

Call Center

A call center is known as a facility that handles many telephone calls, usually for customer service and technical
support. The center serves as the main channel for companies to interact with their customers, solve problems,
provide information, and ensure customer satisfaction. Call centers are often regarded as a fundamental factor
in driving several commercial processes in the contemporary business environment. As a result, call centers
play a crucial role in the global economy (Horng & Lin, 2020). They are seen as essential resources utilized by
firms to maintain communication with customers and address issues referring to products and services (Nazlj,
2020).

The industry’s rapid expansion can be recognized as technological advancements, globalization, and shifts in
customer expectations and habits (Han et al., 2020; Connell & Hannif, 2009; Hannif et al.,, 2008; Rameshbabu
etal,,2013) by an expected 20% annually to account for about 3% of the workforce in the United States and the
United Kingdom (Nag & Helal, 2017). In view of Nkonde and Phiri (2020), call centers prepare enhanced
customer service through competence while expanding their market share through competence. Moreover,
the 24/7 economy has created the functions and characteristics of call centers, which in turn shaped the 24/7
economy.

Further, the preferences of customers to transact business virtually using their technical devices are examples
of shifts in consumer requirements and habits. Consequently, businesses have been pushed to change their

79



Information Management and Business Review (ISSN 2220-3796)

Vol. 16, No. 3S(a), pp- 78-87, Oct 2024

operating strategies to enable customers to conduct business wherever they are and whenever they choose,
thus raising the 24/7 economy (Riekhoff, Krutova, & Natti, 2019). The impact of differences in the consumer
and business environment has caused many companies to reduce or downsize their physical locations. With
this move, face-to-face interactions with customers become less frequent, making call centers the main channel
for customers to communicate with the company (Nag and Helal, 2017). Therefore, customers utilize call
centers primarily to settle issues they cannot fix (Nkonde et al, 2020).

Employee Engagement

Employee engagement is a critical topic in cooperation management theory and practice. On the other hand,
definitions, ideas, antecedents, and consequences differ significantly (Sun & Bunchapattanadasakda, 2019). In
the words of Uddin et al. (2019), employee engagement is meaningful for the survival and success of businesses.
Employee engagement is described as an emotional interaction characterized by a positive attitude toward the
organization’s values (Sun & Bunchapattanasakda, 2019). Similarly, employee engagement is seen as critical
in Human Resource Development (HRD) as a critical concept for many organizations (Lee & Eissesstat, 2018).
This substance is also broadly discussed in a variety of fields, particularly industrial development, psychology,
and organizational management (Wood et al., 2020). Besides, employee engagement is a multidimensional
motivating notion that reveals a person’s physical energy, cognition emotions, and excellent performance
(Kuok & Taormina, 2017). As a result, focusing on employee engagement is needed nowadays because it can
increase an organization'’s sustainability quality, as evidenced by favorable outcomes in prior research (Bakker
& Albrecht, 2018). Intrinsically motivated employees always want to grow and develop because they are always
connected to their position. Employee engagement rises because of the intrinsic link since they desire to be
more active in their role (Adil & Hamid, 2019; Amabile & Pratt, 2016). Understanding the difference between
motivation and engagement, as well as the relationship between the two, can help companies devise methods
to maintain employee engagement levels. When companies understand how motivation drives employees and
how engagement improves performance, they can develop more effective strategies to keep employees
interested and committed to their jobs.

Martin (2020) conducted research that explored employee engagement in various library positions in the
United States. Participants consisted of staff in a variety of positions, including user services, acquisitions,
cataloging, information literacy, library technology, and support systems. There was a total of 1,100 relevant
questionnaires used for testing, including 139 responses from men and 939 from women. The UWES-17 is
used to determine the overall level of employee work engagement. As claimed by Martin (2022), a one-way
ANOVA analysis shows that there is a difference in engagement according to gender, where women (M=4.32)
statistically show more engagement or connection than men (M=3.87).

Quality of Work Life

Recently, researchers have identified QWL as employees’ sense of comfort and well-being in the workplace
(Hermawati, 2019; Monzani et al, 2016; Nayak & Sahoo, 2015). Afterward, industrial psychologists and
management specialists generally agree that QWL is primarily concerned with promoting employee well-being.
Kwahar and Iyortsuun (2018) also noted that the term QWL can vary depending on the nature of the industry
and the working environment of the organization. Exactly, they described QWL in the context of the hospitality
industry as a means of humanizing the work environment by improving physical work settings, remuneration
and benefits, social relationships, job characteristics, management systems, and employee relations.

In the tourism field, the quality of work life is getting more and more attention. Previous research has
demonstrated that various factors, including organizational attachment, leadership style, and corporate social
responsibility practices, influence the quality of work life and life satisfaction of tourism workers (Ampofo et
al,, 2021; Kara et al,, 2013; Kim et al,, 2021). The well-being of tour facilitators merits special consideration.
Anxiety can be caused by inherent characteristics of tour guidance, such as unstable income and future
uncertainty (Chen & Chang, 2020).

Generally, numerous publications have revealed and evaluated the quality of work life (QWL) as a
multidimensional model of influencing factors, as it is widely used in terms of managerial, worker behavioral,
and individual performance variables (Aruldoss et al, 2021). In general, quality work life is achieved by
humanizing work, whereas basic requirements demand more, which has persuaded employees to expand their
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work quality (Malik et al., 2020). Quality work life has been explored as a job enrichment path and a motivating
tool for significant variables of career achievement, job satisfaction and career balance regarding employee
requirements (Davoodi et al., 2020).

This is consistent with empirical studies on the role of the quality of work life in relation to the concept of
employee loyalty to the organization, which motivates employees and improves the best performance in the
organization to increase their involvement (Park et al., 2019). Along with the request for additional research
on quality work life to identify the significant aspect of employment, this study checks the closest aspect,
namely the work engagement scope (Sahni, 2019).

Many studies confirm that the quality of work-life influences employees in terms of identification with the
organization, job satisfaction, teamwork, effort at work, job achievement, intention to quit, resignation rate,
and alienation from the organization (Aruldoss et al, 2021). Consequently, this paper acknowledges that
embracing the idea of employee engagement is critical to organizational accomplishment, and organizations
need to develop better strategies to foster highly engaged employees (Setyaningrum & Pawar, 2020).

Silarova et al,, (2022) demonstrated that the quality of work life among nursing staff was studied a decade ago
to determine whether employees were fulfilling their individual needs through experience while achieving
organizational goals. Work-life balance is closely related to the emotional, physical, and mental health of
employees and in turn affects organizational outcomes, work quality, and attrition rates. The main
characteristics of work life include work-related factors, organizational characteristics, balance between
personal and professional spheres, and professional personality (Silarova et al., 2022; Hsu, 2016).

A low quality of work life can also result in increased medication use, sleep difficulties, migraines, frustrated
outbursts, depression, anxiety, nightmares, poor appetite, and job or career changes (Cha & Lee, 2022).
According to studies, poor work-life balance affects social aspects and, subsequently, the quality of medical care
(Souza Calliari et al., 2021). Empathy, fatigue, and traumatic stress are often linked with job satisfaction, which
affects the quality of life at work. Job stress and satisfaction can also impact on a person’s quality of life at work
(Inocian et al., 2021).

The link between Quality of Work Life and Employee Engagement

A call center in the telecommunications industry is facing challenges in considering work and personal life,
dealing with unclear work roles, and affecting individual well-being. Studies have revealed that call centers
encounter significant pressure or stress due to rushed task completion and limited time constraints. Call
centers also experienced work for extended periods, encountering interruptions during task completion and
often lacking sufficient rest periods. High work pressure can lead to stress and emotional health issues (Curzy
etal, 2020; Felstead and Henseke, 2017)

Hermawati and Mas (2017) found that the quality of work life has a positive relationship with employee
engagement, and these two variables play a crucial role in influencing the relationship between global
leadership and employee performance. In addition, the results of the study by Smeltzer et al. (2017) showed
the influence of employee engagement on quality of life in the United States. Overall, quality of work life and
employee engagement are closely related, and both characteristics influence employee performance outcomes.

Furthermore, extensive research over the years has shown the importance of quality of work life (QWL) in
expecting employee engagement. Toscanodel Cairo et al. (2020), presenting insights from South America,
found that organizational initiatives to improve the quality of work life had a positive effect on the level of
employee engagement in a higher education institution in Colombia. Quality of work life (QWOL) is an
important factor influencing employee engagement, in addition to job satisfaction, workplace interactions,
freedom of choice, and continuing education (Geldenhuy et al,, 2015). Therefore, it is expected that employees
who receive sufficient advantages from their employer are more committed to their work. In addition, when
employees have been treated equitably, with dignity, and with respect, these employees are connected at work.
The character of working life raises employee engagement. From the existing literature mentioned, this is a
new field to investigate, particularly from the perspective of call center employees.

H1: There is a relationship between Quality of Work Life and Employee Engagement

81



Information Management and Business Review (ISSN 2220-3796)

Vol. 16, No. 3S(a), pp- 78-87, Oct 2024

3. Theoretical Framework: Underpinning Theory

Self-determination theory related to employee engagement

Gagné et al. (2017) mentioned that self-determination theory encompasses a broad concept of motivation,
personal objectives, and well-being in relation to engagement and motivation at work. This theory becomes
the theoretical basis for studies that observe the relationship between the quality of work life and employee
engagement. In self-determination theory, individuals thrive in work environments that meet their basic
psychological needs. This concept is important because it shows that employees are more engaged and
motivated when needs such as autonomy, competence, and social connection are met in their workplace
(Olafsen et al, 2015; Ryan & Deci, 2017). In accordance with self-determination theory, a person’s primary
psychological requirements are autonomy, competence, and relatedness (Ryan & Deci, 2017). Self-
determination theory applies to numerous fields, including business, sports, education, religion, healthcare,
and interpersonal relationships (Glintert, 2015). The individual is a central reference in Self-Determination
Theory (SDT), and variables such as management style and work context can either support or hinder
motivation and well-being. SDT provides an evidence-based approach to motivation and involvement, so it is
able to challenge conventional wisdom about motivation in the workplace and fit societal transformation
by stressing individual strengths. This approach emphasizes that intrinsic motivation, such as the desire to
grow and connect with others, is more effective in the long term than extrinsic motivation based solely on
reward.

According to self-determination theory, all people have an essential desire to develop, grow, improve their
environment, and live life with passion. People who are energetic, dynamic, passionate, curious, and creative,
who take the initiative and are excited about life and its chances, function optimally. Moreover, people at the
other end of the spectrum are uninterested, bored, lonely, and disengaged effects of their energy and
enthusiasm for life have disappeared. Self-determination theory presents that these people have unfulfilled
needs for competence, autonomy, and connectedness (Deci & Ryan, 2000).

Deci and Ryan sought to understand the results of studies in intrinsic motivation and internalization when they
realized the three needs of competence, autonomy, and relatedness through inductive empirical methods. SDT
illustrates the needs as necessary nutrients for healthy human functioning, which, if unmet, can negatively
impact personal well-being. Therefore, SDT emerged to elucidate the three crucial elements necessary for
intrinsic motivation, psychological development, and overall well-being (Deci & Ryan, 2000).

Spillover Theory Related to Quality of Work Life.

Spillover refers to the phenomenon where employees’ activities, attitudes, and behaviors at work carry over
into their personal lives. Sirgy et al. (2001) used spillover theory as a conceptual framework to develop a
quality of work life (QWOL) measurement tool. Spillover theory suggests that employees’ experiences are not
only confined to the workplace but also spill over into their personal or family lives, existing in an unbounded
environment. In theory, this spillover can be positive or negative (Khateeb, 2021). Positive spillover refers to
the belief that positive experiences at work lead to feelings of satisfaction and achievement in one’s personal
or family life, and vice versa. Negative spillover occurs when a negative experience in one domain causes a
negative experience in another domain, which reflects the reverse relationship between the domains. Positive
spillover describes the idea that positive experiences in one aspect of life can lead to positive experiences in
other aspects of life (Vijayakumar & Janakiram, 2017).

Life satisfaction can be influenced when the presence or absence of happiness in one important area of life has
the potential to have a vertical or horizontal impact on other areas of life. An example of a spillover could be
after experiencing a similar reaction from a superior at work, an employee becoming suddenly angry and acting
hostile towards a family member. According to spillover scholars, there is a relationship or a strong correlation
between the domains of work and home life, as well as between home life and work (Mauno et al., 2017).

Patel (2018) asserts that the spillover theory holds the distinction of being the most frequently utilized and
cited among the several theories about work-life balance. Patel found the work and family structures as two
distinct approaches that compete within the framework of spillover theory. This theory suggests that there is
potential for a positive or negative association between these two systems. The nature of the relationships is
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affected by moderator effects, including factors such as place, time, flexibility and energy (Patel, 2018).

To discover the spillover idea, scholars have conducted studies to examine the influence of different variables
on the connection between work and home behaviors. In their study, Barber et al, (2017) employed a
quantitative research approach to explore the potential mediating influences of sleep and exercise on family
treatment following cases of supervisor-lowering treatment, which encompasses various negative behaviors
such as employee disapproval, critical feedback, anger, and work conditions that prevent the achievement of
goals. The study conducted by researchers showed a significant correlation linking supervisor undermining
and home undermining.

Furthermore, it was observed that this correlation played a mediating role in subjective sleep quality. These
findings suggested comparable outcomes regarding the exercise’s mediation impact. The authors proposed
that the adverse effects of spillovers might be effectively mitigated through the implementation of suitable
interventions, such as maintaining a regular sleep schedule and engaging in a well-balanced exercise routine
(Barber et al.,, 2017).

From the literature reviewed, the conceptual framework for The Relationship between Quality of Work Life
and Employee Engagement among telecommunication Call Center Employees in Malaysia is shown in Figure 1.

Figure 1: The Relationship between Quality of Work Life and Employee Engagement

Independent Variable Dependent Variable
Quality of R Employee
Work Life i Engagement
Adapted from Adapted from Deci &
Sirgy et al (2008) Ryan (2000)

4., Conclusion

This study shows the significance of quality of work life and employee engagement. The conceptual framework
reveals the direct relationship between quality of work life and employee engagement. This study wants to
measure the effectiveness of quality of work life that will enhance the level of engagement among call centers
in the telecommunication industry. Indeed, this conceptual paper suggested that the survey results will
address issues involving between quality of work life and employee engagement in the telecommunication call
centers industry. Hence, some suggestions for future research are to study other variables involved in testing
the model for current issues linked to quality of work life and employee engagement.
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