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Abstract

The ever varying speed of change of the economic condition and social
demands hasresulted into achange inthe role and nature of 'work'. People
spend most of their time at work therefore it should become a source of
personal satisfaction. Quality of work lifeisanimportantissueespeciallyin
the software industry which is characterized with high workload. The
paper is based on a research done on the software companies and its
employees with anaim of getting insight into the current work life policies
and practices as well as the effectiveness of these practices on the
organization.Data was collected through questionnaire from a sample of
362 employees representing ten software companies in Delhi and national
capital region. The collected data after being coded was analyzed using
Statistical Package for Social Sciences Research (SPSS) and various
statistical tests were applied based on the hypotheses and matching
variables. Itis assumed and tested in the study that abetter Quality of work
life improves the growth of the employees along with the organizational
growth leading to a win-win situation. The most important predictor of
QWL was found to be job satisfaction. The results suggest that there is a
positive significant association between quality of work life practices and
organizational effectiveness.

Keywords: Job Satisfaction, Quality of Work Life (QWL), Software
Professionals,Work Life Balance

Introduction

The aim of QWL is to create a work space that enhances employee well
being andsatisfaction. The term 'QUALITY OF WORK LIFE'referstothe
favorableness or non-favorableness of a total job environment for the
employees. It can be any conscious effort for improving the working
conditions and has a strong focus on providing a work environment
conducive to satisfyindividual needs. It mainly includes aspects of work-
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related life such as wages and working hours,work environment, benefits
and services, career prospects and human relations,which are related to
worker satisfaction and motivation. Infactthe notion of QWL is closely
related tothe quality of life concept.

Implied in the idea of QWL is the notion that to be a good employer, a
businessorinstitution mustrecognize thatemployeeshavelivesbefore and
after work (and, for that matter, during work as well). Thatrecognition, in
turn, creates trust and loyalty among employees,everybody benefits, and
the world is a better place to live and work in. Gathering data on how
employees view theorganization canhelp chartadirectionforaddressinga
range of humanresource challenges.

The Indian software industry has been a remarkable success story, has
grown 30percent annually for 20 years,with 2008 exports projected atclose
to $60 billion. As the contribution of service industry is becoming
increasingly important to the economies of developing nations,managers
of service organization affirm to the fact that that their employees are the
most valuable asset. And to retain these valuable resources it becomes
evident to apply QWL measures and programs and keep the employees
satisfied. Yet, despite such importance of QWL for the employees in the
service sector, there is limited research, which elucidates the employees'
expectations of the QWL elements in service sector. Therefore,this study
attempts to analyze the quality of work life of software professionals of
Indian IT industry. It investigates the link between QWL practice and
organizational effectiveness in terms of employee commitment,
improvement in organizational climate etc. within the software company
located inDelhi NCR. Thus,the objectives of thisstudyare:

. Toidentify the overall levels of QWL prevailing ina set of software
companieslocated inDelhi NCR.

. To find out the most significant predictor of QWL in the set of
software companies studied.

. To study how QWL practices is related and influences the
organizational effectiveness.

Review of Literature

QWL isabroader concept; itsevolutionbegan inthe United States, in 1970s,
when the humanization of work was focused through quality of the
relationship between worker and the work environment. Since then it has
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been identified and defined by many researchers in a variety of ways;
however no comprehensive attempt has been made in Indian Software
Organizations to develop a theoretical frame for the practice and
assessment of this very concept.

According to American Society of Training and Development, "ltis a
process of work organizations which enables its members at all levels to
participate actively and efficiently in shaping the organization
environment method and outcomes. It is a value based process aimed
towards meeting twinobjectives".

QWL is aphilosophy, aset of principles,which holds that people are the
most important resource in the organization as they are trustworthy,
responsible and capable of making valuable contribution and they should
be treated with dignity and respect. Authors and researchers have
proposed models of QWL whichincludes awiderange of factors. Some of
the selected definitions aregivenbelow:

Walton (1973) has performed animperative role inlaying the foundation of
the concept of QWL. According to Walton (1973), the QWL is getting
importance as a way to rescue human and environmental valuesthat have
been neglected in favor of technological advancement of the productivity
and economic growth.

Mirvis and Lawler (1984) suggested that Quality of working life was
associated with satisfaction with wages, hours and working conditions,
describing the "basic elements of a good quality of work life"as;safe work
environment, equitable wages, equal employment opportunities and
opportunities for advancement.

Baba and Jamal (1991) listed what they described as typical indicators of
quality of working life, including:job satisfaction, jobinvolvement, work
role ambiguity, work role conflict, work role overload, job stress,
organizational commitment andturn-over intentions. BabaandJamal also
explored reutilization of job content,suggesting that this facet should be
investigated aspart ofthe concept of quality of working life

QWL is not a unitary concept, but has been seen as incorporating a
hierarchy of perspectives that not only include work-based factors such as
job satisfaction, satisfaction with pay and relationships with work
colleagues,but also factors that broadly reflect life satisfaction and general
feelings of well-being (Danna and Griffin, 1999).
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Tablet
List of Factors of QWL indentified by past researchers

Study Factor& Identified

Safe and healthy work conditions,opportunity to use
abilities,future growthopportunity, constitutionalism,
workrelevance to society,adequate and compensation
social integration

Hackman and Oldham(1976) | Skillvarietv, Task Identity, Tasksi "~ e
Autonomy andFeedback, individual power, employee
participation in the management,fairness and equity,
social support, use of one'spresent skills, self
development, a meaningful future at work, social
relevance of the work or product, effect onextra work
activities

work involvement, intrinsic job motivation, higher
order need strength, perceived intrinsic job
characteristics, job satisfaction, life satisfaction,
hanniness,and self-rated anxietv

Walton (1974)

Taylor (1979)

Warr and colleagues (1979)

Cooper (1979) Democracy, secwity equity, and Individuation

task content; supervision Resources;promotion;
Kahn (1981 work conditions;organizational context autonomy
and control; relations with co-workers; waires

safe work environment, equitable wages, equal

Mirvis and Lawler (1984) employment opportunities and opportunities for
advancement
safeand healthy working conditions; physical
Kalra and Ghosh (1984) environment; absence undue work stress

employee welfare;job security

Job satisfaction, job involvement, work role ambiguity,
Baba and Jamal (991) work role conflict, work role overload, job stress,
organizational commitment and turn-over intentions
need satisfaction based onjob requirements, need
satisfaction based on work environment, need

Sirgy (2001) satisfaction based onsupervisory behavior, need
satisfaction based on ancillary programmes,
organizational commitment

Table 1 gives the summary of different factors identified by various
researchers in the field of QWL. This review on the definitions of QWL
indicates that QWL is a multi-dimensional construct, made up of a number
of interrelated factors that need careful consideration to conceptualize and
measure.

The concept of QWL was reviewed by Tanmoy Datta (1999) from the
approach of human value. His important findings which can be used to
judge whether the QWL is improving or deteriorating, is the nature of
relationship between organization and employees:QWL improves when
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more and more relationship move towards transcendental heights. The
texture of organizational sub-coalitions: more the number and size of sub--
coalitions increase, QWL deteriorate and vice-versa, Images of the
organization, the nature of non-conformist, the nature of conflicts, etc. all
these do depict thelevel of QWL inany organization.

V.Manickavasagam and S. Sumathi (2000) found outin their study thatjob
is considered to be satisfying when there is a match between the
characteristics of job andtheneeds of the individual. There aremany factors
that affect this attitude of the employee that isjob security, pay, working
conditions, work itself, development, organization etc.All the abovepoints
were judged bythe study usinga Survey schedule having different scales.
Aninteresting findingisthat executives have highjob satisfaction thanthe
staff and workers,alsoit was found more among factory workers than Mine
workers

In the view point of Wagner C. (2001), an employee's perceived QWL is
determined primarily by two factors,both of which arecontrollable by their
immediate supervisor: First,the main QWL factor is feeling appreciated for
performing meaningful work. To put this in perspective, the U.S.
Deparbnent of Labor reports the number onereason employees quit ajobis
because they don't feel appreciated. Second, Employees also want to feel
like 'their work matters'.

The term "Quality" at work was also addressed by Daniel J. Steinninger,
(1994) in their respective studies where the focus was to find out the new
requirements of work envirorunent for high quality services and new
service development. The work done on QWL in Canada is in Health Care
Organization where in Donald C. Cole,Lynda S.Robson, Louise Lemieux-
Charles,Wendy McGuire,Oaude Sicotte and Francois Champagne (2005)
examine the presence and use of QWL indicators in Canadian HCOs
through their study. The data was collected from six public HCOs through
various surveys and focus Interview techniques. The result shows that the
HCOs do have basic understanding of the concept of QWL, yet not
implemented the QWL program assuch.

Kalra and Ghosh (1984), Kahn (1981) and Seashore (1975) stated that a
significant by-product of the approach to the quality of work life discussed
has been the identification of those aspects of jobs and work envirorunents
that impact most strongly upon the job satisfaction, job performance, and
life-long well being of thosewho aresoemployed.
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Ellis and Pompli (2002) identified a number of factors contributing tojob
dissatisfaction and quality of working life in nurses, including: poor
working environments, resident aggression., workload, unable to deliver
quality of care preferred, balance of work and family, shift work,lack of
involvement indecisionmaking, professional isolation., lack of recognition,
poorrelationships with supervisor/peers, roleconflict,lack of opportunity
tolearn new skills.

The definition by Serey (2006) onQ WL isquite conclusive and best meet the
contemporary work environment. The definition is related to meaningful
and satisfying work. Itincludes, (a) an opportunity to exercise one's talents
and capacities, to face challenges and situations that require independent
initiative andself-direction; (b) anactivitythoughttobe worthwhile by the
individuals involved;(c) an activity in which one understands the role the
individual playsinthe achievement of some overall goals;and (d) asense of
taking prideinwhatoneis doingandindoingit well.

Ballou, Brain; Godwin, Norman H. (2007), emphasized on the novel
relationship between QWL investment and the financial performance.
There are 3major findings of the paper, first being the interrogation of the
issues that why any company should spend to increase employee
satisfaction. Second finding relates to the Improving the work lifequality, a
list having common benefits is given that includes benefits like child-care
resource,career counseling, elder care etc. Third finding is the Investment
in the future,as complexity in the economy of America is increasing; this
investment inemployee satisfactionbecomes allthe more important.

Research Methodology

The research issues addressed in the paper are threefold; (1) Identification
of the Quality of work life prevailing ina set of software companies located
in Delhi NCR, (2) finding out the most significant predictor of QWL and
(3) To analyze the organizational effectiveness of QWL practices and
measures. The research involved an extensive literature review in the area
ofconcern.

Toreachthe objectives of the study, a combination of various methods of
survey like; questionnaire, Interview and observation were followed. A
large questionnaire survey in ten telecom companies was carried and 500
questionnaires were sent, 362 usable questionnaires were received,
representing aresponse rate of approximately 70 percent. The questions for
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the survey were drawn from existing literature. It used five-point Llkert
Scale, each item in the variable was measured from a range of I
representing strongly disagree to 5- representing strongly agree. The set of
questionnaire consists of three sections. Section A consists of personal
background or demographic questions which are employee's general
information such as gender, age, marital status, length of services,
educational background and others. Section B comprises of a set of
objective indicators which reflects prevailing working condition and
management policies and practices at the work place.It consists of various
statements to assessthe prevailing QWL practices in a particular company.
Section C,also comprises of a setof objective indicators,a selected measures
of effectiveness that depicts the effectiveness of the prevailing working
condition and management policies and practices at the work place.The
scores assigned by the employees for the above questionnaire were
consolidated into 3categories or levels namely 'High', 'Medium' and 'Low".
The researchers used probability sampling techniques in which every
member of the population was known. The Statistical Package for Social
Science (SPSS) version 17.0 for windows was used in organizing and
analyzing the data. After reviewing the literature, following seven
dimensions of QWL were identified as : job satisfaction, working
conditions, opportunity for growth, work life balance,stress management,
socialrelationship and organizational culture and communication.

To gain perspectives into the socio-demographic characteristics of
respondents, frequency distribution of the responses is calculated and
other descriptive statistics is employed to assess the levels of quality of
work life and organizational effectiveness. Cronbach's alpha coefficient
was also obtained to indicate how well the items ina set are positively
correlated to one another. Finally, the data was tested and analyzed using
the Correlation and RegressionAnalysiswith hypothesis testing.

Research Hypothesis

HIl: There exists a satisfactory level of overall QWL in the companies
studied (inthe framework of researched area).

H2: There is a significant relationship between satisfaction with each
dimension of worklife and Overall Quality of Work Life

H3:There is a significant and positive relationship between the level of
QWL practice and level of effectiveness in the Software companies. (High
level of QWLresultsinhighlevel ofeffectiveness).
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Results and Discussion

The study has used qualitative as well as quantitative data from primary
and secondary sources. The primary data has been collected on the basis of
surveyconducted amongemployees of softwarecompanies. The predictors
of QWL were identified through the multiple regression analysis. The
percentage analysis and chi-square test were performed on different
demographic variables and levels of QWL. The findings would help the
organizations to focus resources and energy on those aspects that made a
significant difference inthework life.

Ananalysis of demographic features of sample suggest that there are about
35percent of respondents are female and 65 percent are men. The average
age is30 years but menbeing older towomen. 68percent of employees have
anuclear family and 32 percent are still living in ajoint family. Maximum
number of employee that is 57 percent employees are from a service class
family. The age of 90 percent of the workforce is less than 40 years which
represents ayoung employee force inthis Industry. The analysis of findings
is summarized in following three points as answers to objectives of the
study.

Theassessmentof QWL Prevailinginthe Setof Companies

AsQWLisconsideredone ofthe prerequisites of the workingenvironment,
therefore we assume that there is a minimum level of QWL in the
organizations. This minimum levelis assumed to be average score of 3(that
is 60 percent) out of the maximum score of 5 for any company or any
variable is considered as satisfactory. Thus, the findings suggest that
different the levels of QWL prevail in each company representing the
software Industry.

Table 2
QWL Levels inthe Software Industry

QWL Frequencv | Percentalte | Cumulative percent

Hil'h 224 61.9 619

Low 31 36.2 98.1
Medium 7 19 100.0

Total 362 100.0 1000

Table 2 presents a consolidated picture of various levels of QWL
categorized into high, medium and low. The total score of respondents
reflect that 224 (62 percent) employee out of 362 employees perceive the
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work life quality as 'high' in their organizations whereas BI(362 percent)
employees responded to alow QWL in their respective companies. Only 7
(2 percent) employees perceive a medium levelof QWL. The average score
of QWL taken asa whole for industry is calculated to be 3.4 out of 5. There
exists a major gap between the expected and the existing QWL:the present
level of QWL is calculated to be 62 percent whereas asthe expected level of
QWL isassumedtobehigh (80to 100 percent).

The findings suggest that the Quality of work life was found to be
satisfactory in only five companies out of ten software companies studied
and the mean score of other five companies is calculated to be lessthan the
assumed minimum level of 3. Thus the software companies have different
levels of QWL based on the size and growth of the companies. An
interesting finding show that the companies where the QWL levels are
found to be high, they are large sized companies and they follow global
standards andbenchmarks of QWL.

Best Predictors of Quality of Work Life

To find out the predictors of QWL, a stepwise regression method was
applied, investigating whether the constructed model is significant or not.
Based on this method, seven predictor variables were found to explaining
QWL. These predictor variables are job satisfaction, working conditions,
opportunity for growth, work life balance, stress management, social
relationship and organizational culture and communication. Regression
analysis is one of the important analyses of research as it informs what
percent of the QWL level canbe explained by each of the seven dimensions
used. The results of multiple regression analysis are presented in Table 3A
and B.

Multiple Regressions
Dependentvariable: QWL
Independent Variables:
Jobsatisfaction (JS)
Working Conditions (Wq
Growth opportunity (GO)
Work lifebalance (WLB)
StressManagement (SM)
SocialRelationship (SR)
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Organizational culture and communication (OCq
R-squared= .960

R-squared (adjusted ford.f.)= 959

Standard error of estimates= .117

Table 3 A
Results of Multiple Regression Analysis (QWL)

Coefficients
Model Un standardized Standardized t Sig.
Coefficients Coefficients
B Std. Error Beta
(Constant) 170 034 4.993 000
Job Satisfaction 236 015 282 15722 000
Working Condition 1B or 153 9.270 000
Growth Opportunity M2 or 03 R.183 [ 000
Work Life Balance 088 009 D4 9682 [ 000
Stress Management .041 007 077 5958 000
Social Relations 15 015 U5 8362 000
Organizational Culture 194 ou 239 Uu. U6 000
& Communication
Table 3B
ANOVA Table (QWL)
Model Sum of Squares df Mean Square F Sig.
Re2' I'ession 14.997 7 16428 1199.663 .000e
Residual 4.848 354 014
Total 119.845 361

The results illustrate that a strong relationship exists between all the seven
dimensions and the QWL. The R-squared of 0.96 implies that the seven
predictor variablesexplain about 96 percent of the variance in QWL. This is
a very respectable and strong result with high values. The t-values are
significant, all being more than 1. The ANOVA Table revealed that the F-
statistics (1199.663) is very large and the corresponding p-value is highly
significant (00001) also lower than the alpha value of 0.05.This indicates
that the slope of the estimated linear regression model line is not equal to
zero confirming that there is linear relationship between QWL and the
predictor variables.

The coefficient table makes clear that all the variables are significant
predictors of QWL at levels of 0Lbut the variables with the highest beta
values to be of significant inexplaining QWL are;job satisfaction, working

10
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conditions, growth opportunity and organization culture and
communication. Job satisfaction was found to be highly significant
predictor of QWL, it explained 28.2 percent of total variance.
Organizational culture and communication has apositive and significant
relationship with QWL atthelevel of .0lthatexplained 239 percent of total
variance. Opportunity for growth also has a positive and significant
relationship with QWL explained 19.3 percent of total variance. Similarly
working conditions explained about 153 percent of total variance. These
four variables account for 86.7 percent of total variance significant at .01
levels. Resultfurtherrevealed thatallthe sevenvariables aresignificantly
related to QWL. Hence, the hypothesis 2, which states that there is a
significantrelationship between each variable or dimension and Overall
QWL,isaccepted. Thus thebest predictorsof QWL in softwarecompanies
werefoundtobejobsatisfaction, growth opportunities and organizational
culture.

QWL and Effectiveness in Organizations

It is hypothesized that high level of QWL results in high level of
organization effectiveness. (There is a positive relationship between the
level of QWL and level of effectivenessin the set of software companies). To
analyze the relationship between prevailing levels of QWL and
organizational effectiveness, correlation and regressions analysis were
applied. The results of coefficient of correlation between QWL and
Effectiveness were found to be (+812) significant at Ollevels. The value is
highly significant and positive, depicting a direct and significant
relationship between QWL and organizational effectiveness. It suggests
that highlevel of QWLresults intohigh level of effectiveness and low levels
of QWL may affect the effectivenessof organization in an adverse manner.
The regression analysis result of QWL and effectiveness is presented in
Tabledbelow:

Table 4
Results of Regression Testing the Relationship Between QWL and
Effectiveness
Independent R R R square 'F Std t'
variable square [ charule percent values beta value
ONL 3R .659 65.8 percent 696455 .82 6.329

11
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Dependent variable:organizational effectiveness
Independent variable: overall QWL
R-squared=.659

Standard error of estimates= 347

Significant at99 percent

The regression analysis depicts the R-square adjusted value to be 659,
having significant value of 't'. Thus,the model composing variables of QWL
can explain about 659percentage of the total variation inEffectiveness. The
result isstatistically significant at the level of OLHence,the hypothesis that
there is a positive relationship between the QWL and organizational
effectiveness in the Industry is accepted and validated. The influence of
QWL onthe Organizational effectiveness is assessed through five variables:
employee commitment, perceived job security, stress levels, career
advancementandimprovement inorganizational climate.

The scale reliability is checked and the cronbach's alpha score is calculated
to be 0.860. The mean scores of each item was also calculated and it was
found that the highest mean value is for the item 'feeling of pride and
accomplishment in the job', depicting that most of the employees feelpride
and sense of accomplishment in the work they do whereas the least mean
value areforjob security and employeecommitment. The companies where
the programs for improving the quality of work life were organized and
implemented, it had a great impact on the overall effectiveness of the
organization. A happy and healthy employee will give better turnover,
make good decisions and positively contribute to the organizational goal.
An assured good quality of work life will not only attract young and new
talent but alsoretain the existing experienced talent.

Conclusion

The study highlights the quality of work life of software employees under
various dimensions. The findings clearly suggest that the increase in the
practice of Quality of work life may increase the organizational
effectiveness. The research study would certainly enhance knowledge on
the contextual environments of IT professionals that lead to QWL. By
knowing the predictors of QWL and organizational effectiveness,
organizations would identify ways and means to improve the approach in
minimizing the adverse impact of changes in work environments

12
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pertaining to QWL. ltisespecially important to point again to the fact that a
high quality of working life is the one of the most important factor to reach
the goals of achieving organizational effectiveness. Improvement in QWL is
a source of numerous gains. It might lead to improve positive feelings
towards one's self (greater self-esteem), towards one's job (improved job
satisfaction and involvement), and towards the organization (strong
organizational commitment). Italso results inbuilding up of physically and
psychologically healthier, productive, adaptable and motivated employees.

The findings would help the software companies to review the level of
prevailing QWL and to enhance the same by the educational
administrators. A good human resource practice would encourage IT
professionals to be more productive while enjoying their work. Indian
employees are ambitious and look for improvements in the ways
organization works and being young they are more receptive to change.
Effective strategic humanresource policies and procedures are essential to
govern and provide excellent QWL among IT professionals. Conversely,
poor human resource strategic measures that are unable to address these
issues can effectively distort the QWL, which will eventually fail the
organizations' vision.
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