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[bookmark: _Toc26123134]Executive Summary
Studies indicate that Call center organizations are often overwhelmed with high levels of employee turnover and are challenged on finding effective measures to retain their employees. This study sets out to establish elements and approaches that Call center organizations can employ to achieve organizational commitment. Also, the study provides substantial insights to organizational commitment within Call center organization by evaluating the current methods in Organizational Behavior, identifying how emphasizing employee commitment in call center organizations might help improve the quality and productivity in an organization. Moreover, the study demonstrates how organization commitment in call centers might lead to more socially-responsible behavior. Finally, it highlights the future direction organizational commitment in call center organizations should take. Also, it identifies and analyzes major business trends that have or could have a significant impact on organizational commitment in call centers.
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[bookmark: _Toc26123135][bookmark: _GoBack]Call Center Organizations
The growing demand for customer-services in a highly competitive business environment has led to the global proliferation of Call centers. In the current workplace environment, Call centers are an integral part of an organization, largely because they are the primary source of contact for customers (Knight, 2012). Call centers are adopted in various organizations, including insurance, retail, financial services, and telecommunications. Harvey, Cohendet, Simon & Borzillo (2015) argue that the rapid growth of call centers can be ascribed to the autonomy of the organizations, increased call center subcontracting or offshoring opportunities, the growth and improved implementation of emerging mobile and data technologies which has helped to offset high costs associated with long-distance calls. According to Caillie (2013), adoption of call centers offers an exclusive opportunity to design jobs according to proven principles of job design, thereby creating work that is motivating, ultimately enhancing productivity. Gardner (2012) argues that the principles of job design rarely play a primary role in designing new jobs are designed; instead, jobs are designed around existing organizational principles or technical solutions. Often jobs designed based on organizational principles imply unfavorable working conditions for call center employees. 
Consequently, designing jobs based on organizational principles has contributed to high rates of employee turnover rates working at call centers.  According to Tucker (2012) not only call centers exemplified employee turnover rates surpass that of other professions, but the department is also laden by low employee job satisfaction.  Mou & Wang (2015) augments by positing that call center profession is regularly attributed by poor pay, low status, and few career development opportunities. Also, the profession allied to call centers is very challenging and demanding with respect to numerous characteristics. For instance, the call centers are characterized by lower levels of job autonomy, higher levels of job uncertainty, limited task variety among several others.  These aspects are often detrimental to organizational commitment (Dhanpat, 2017). In light of this low organization commitment, call centers find it challenging to retain employees; the high turnover rates are not only very costly to the organization but also they undermine the organization's reputation. To better expound how Call centers' demanding and stressful work environments, high routine work, lack of autonomy,  not meeting performance targets, high turnover, absenteeism and significant others contribute to low organizational commitment, there is need to understand the theoretical rationale of organizational commitment. 
[bookmark: _Toc26123136]Research question
The purpose of the study is to establish how organizational commitment can be influenced in Call center organizations to address its high level of turnover rates.  Hence, this study attempts to answer the following questions:
i. What are the various concerns that lead to high turnover rates in call center organizations
ii. What are the factors that call center organizations can employ to increase organizational commitment:
[bookmark: _Toc26123137]Organizational Commitment Defined
According to Cohen (2007), organizational commitment is one of the most challenging multifaceted concepts studied in the field of organizational behavior. There are various definitions of commitment; this is because researchers from different fields like to emphasize different aspects of it. Meyer& Allen (1991) argues that organizational commitment is characterized by a strong belief in and acceptance of the organizational goals and values, a willingness to exert considerable effort on behalf of the organization, and a definite desire to maintain organizational membership.  This definition was later summed up by (Suryani, 2018)) who defined organizational commitment in terms of turnovers; “employees who are committed are those who are strongly attached with their organization” Anttila (2014) augments this conceptualization by pointing out, organizational commitment is connected to many aspects; some of which include; work satisfaction and willingness to work at a particular organization. 
Theoretical Aspects of Organizational Commitment
There are various models used to conceptualize organizational commitment. There are two main models of organizational commitment; psychological model and exchange model. Exchange models view commitment as an outcome of inducement between the organization and its member; whereas, the psychological model is the perceived bond characterized by the relationship of employees to the organization. 
[bookmark: _Toc26123138]Exchange Models
There are two approaches allied to exchange approach namely; behavioral and attributions approach. Meyer and Allen (1991) describe behavioral commitment as a form of commitment that is very elusive and beyond cognizant recognition. This theory emanates from Becker (1960)’s side-bet theory which states that individuals are committed to the organization as far as they hold their positions and amass better benefits, thereby discouraging them from seeking alternative employment.  Simply,   an individual is likely to commit to a particular organization, especially when the benefits of staying in a particular organization are higher than the alternative costs and opportunities.   Furthermore, Meyer and Allen (1991), argues that organizational commitment is allied to an individual’s behavior. This is because individual behaviors are fundamental for creating the conditions through which a psychological state of commitment can be attained with the organization. On the other hand, the attributions approach conceptualizes commitment as a requisite of the individual to behavioral actions, which happens when individuals attribute an attitude of commitment to themselves after engaging in behaviors that are explicit, volitional and binding.
[bookmark: _Toc26123139]Psychological model
 Among the various psychological models, the three-component model of Meyer and Allen. This model describes the three components namely: Affective commitment, continuance commitment and normative commitment. 
According to Kumar & Garg (2011), affective commitment refers to the level at which employees are psychologically attached to the organization. When employees are effectively committed to the organization they possess a willingness to pursue the organization’s goals and have feelings to commit with the organization. According to Meyer (2012), continuance commitment is based on the costs that would occur if an employee leaves the organization. Whereas, normative commitment is a commitment which emphasizes on loyalty; develops mainly by utilizing socialization experiences between the employee and the organization (Rusu, 2013).
[bookmark: _Toc26123140]Current Methods in Organizational Behavior in Call Centers
As earlier noted, call centers are high-pressure and stressful work environments, characterized by highly routine work, lack of control, high turnover, the intensity of electronic performance monitoring, absenteeism, and meeting of performance targets (Dzuba, 2015). Thus, it is arguable that generating higher levels of employee commitment in call centers is a fundamental aspect of ensuring employee retention and improved performance. There are several current methods in organizational behavior in call centers; these methods are evaluated as follows.
Managing Stress and Work-Life Balance in Call centers
Stress is a common experience in any workplace settings, particularly, in call centers stress is intricate and complex. It is often induced and contributed by factors associated with contradictory tensions, ambitious performance targets, shifting schedules, meeting deadlines, scrutinizing management, the pressure to make sure that customer concerns are met, and lack of social support among others. If not well addressed, stress harms employees' performance and attitude. The main and feasible strategy that is currently employed in Call center organizations to address stress is a work-life balance (Latha & Panchanatham, 2011).
[bookmark: _Toc26123141]Work-life balance
Call centers are filled with conflicting commitment and responsibilities which in most cases contribute to work-related and personal stresses. In an attempt to address such issues, work-life balance becomes an important method at Call centers' workplaces. Work-life balance is a state of evenness in which is witnessed when the demands of an individual's profession are at par with the demands of his/her personal life. Call centers are the forefront of encouraging work-life balance with their employees because they believe it will enhance retention.  The emphasis on work-life balance in Call center workplaces is also compelled by the renewed interest in the personal life and family values.  Certainly, a conflict between work and family ushers in detrimental consequences which to a larger extent negatively impact the quality of family and career accomplishment of call center employees. it is in this perspective, that call centers are promoting work-life balance for their employees, because they believe the quality of employees' personal lives and family lives impact work quality, hence businesswise it is critical to promote work and family integration(Agarwal, 2014). 
Theories of work-life balance
There are three types of theories that attempt to explain work-life balance; the spillover theory, work-family border theory, and component theory.
The spillover theory
Md-Sidin et al. (2010) posit that in the spillover theory there is a relationship between what occurs in the work environment and what occurs in the family environment. In a nutshell, the spillover theory emphasizes on the trend of employees to transmit their attitudes, emotions, behaviors and skills they institute at workplace settings into their family life and conversely. Positive spillovers can prompt to high levels of satisfaction and performance in individuals, while negative spillover often induces stress in individuals.  
Work/Family Border Theory 
The theory illustrates how an employee can manage work and family realms and the boundaries between them to realize balance. This theory builds on the premise that the conception of work and family constitute diverse realms which influence each other (McCarthy, Darcy & Grady, 2010). The theory was developed to address how employees can attain work-family balance; ensuring there is minimum role conflict and hence, contentment and good working at home and work. The theory addresses the concern of "crossing boundaries" between domains of life, particularly the domains of work and home.  It advocates that each individual's role should take place within an explicit sphere of life, and these spheres should be disjointed by boundaries that may be temporal, physical, or psychological.
 Component Theory
The component theory explains on work-life balance by emphasizing balance as a direct decisive dormant concept. The theory builds on the premise that that work-life balance comprises of several facets that precede balance and provide meaning to it. Greenhaus & Beutell (2010) posits three fundamental facets associated with work-life balance. They include consists of satisfaction balance, time balance, and involvement balance. Elaborately, time balance advocates equal time dedicated, while involvement balance constitutes the equal cognitive effort and manifestation endowed. Satisfaction balance constitutes equal contentment articulated across family and work roles.  According to Frone (2003) work-life balance is all about work-life conflict and work-life enablement parallel with role conflict and enrichment correspondingly. The benefit of the component theory over other work0life theories is that it can use theoretically-based measures of balance that delve into the diverse facets of work-life balance. 
[bookmark: _Toc26123142]Work-balance in Improving the Quality and Productivity in Call Centers
The current research on work-life balance is also fundamental for helping the quality and productivity in a call center.  Promoting work-life balances on call center workplaces not only is significant to the employees but also the organization. Predominantly, promoting work-life balance contributes to some of the initial steps and approaches towards reducing stress and burnouts. According to Bianchi & Milkie (2010), each of the work-life balance policies is a predictor of job satisfaction and thus, call center organizations should improve the work-life balance policies offered to employees in order to increase their job satisfaction, to improve staff commitment and productivity.  Some of the strategies and policies of improving work-life balance revolve around flexible work schedules, job sharing, employee breaks, and employee assistance programs.
[bookmark: _Toc26123143]Flexible Work Schedules 
Flexible work schedules in Call centers a vital part of any positive operation. Call center scheduling not only boasts clear positive effects of reduced work hours and flexible working on employers but also, it increases employee productivity and decreases employee turnover.  Nevertheless, to ensure call center scheduling achieves the objective of boosting agent performance, various vital elements should be taken into consideration. Among the various elements, scheduling peak call times should be primarily considered in call centers.  When creating a schedule, Call center managers need to keep any peak times into consideration in order to ensure that they have enough employees working (Bohle, Willaby, Quinlan & McNamara, 2011).
Often peak times are draining on call center employees particularly if there are some irritated callers daily. In this perspective, Call center manager should emphasize on rotating schedules to avoid stress and burn out if they have to work during those peak times daily. Also, call center managers should go a step further by offering incentives to those employees who do exceptional work during peak call times. These strategies could serve as a source of motivation to call center employees, thereby improving the quality and productivity in a call center even during days where the phone calls seem to be incessant (Patel, 2010). 
In light of flexible work schedules in call centers, employees should be allowed of the flexibility to work as per their responsibilities and needs. In this way, it is presumed that employees will relish work-life balance as well as they will realize individual satisfaction to accomplish diverse roles and activities in the organization. This approach to achieving work-life balance through flexible work schedules directly improves levels of employee commitment which in turn improves quality and productivity in a call centers (Chimote, & Srivastava, 2013).
[bookmark: _Toc26123144]Employee Breaks
Stress within the call center can have a significant impact on the employees, which ultimately leads to decreased job satisfaction and productivity. Taylor (2011), argues that call centers must allow their employees to take frequent short breaks particularly when they feel burnouts. Breaks from work take many forms, ranging from several days or weeks off of work, as in the case of holidays or retreats, to very short breaks; tea breaks and lunch breaks. These breaks offer employees the opportunity to step away from their duties and responsibilities, having an opportunity to refill their emotional resources that may have been lost during work.
By deploying employee breaks, call center organizations can not only empower their employees but can provide them with the ability to control the planned breaks. There is great significance associated with deploying employee breaks. For instance, the employee breaks could be vital starting from improving compliance with work regulations, implementing a more accurate schedule, to accurate monitoring of actual employee break time for Care center management (Epstein, Avrahami & Biehl, 2016). 
Subsequently, by aligning employee breaks with flexible scheduling call center organizations can ensure that employees receive the breaks they need during the day to give themselves a mental reset in order to meet the many challenges they face daily. When employees return to work from breaks, they handle their responsibilities with great energy and motivation, thereby boosting their productivity and creativity (Fritz, Ellis, Demsky, Lin & Guros, 2013).

[bookmark: _Toc26123145]Job sharing 
Job sharing is a work arrangement where two employees share the duties and responsibilities of a full-time position. This work arrangement is significant in call centers primarily because it enhances employees’ flexibility, greater work-life balance and a way to manage work-related stress. The main significant about job sharing is that employees are often in an extremely safe space to communicate about anything regarding their work complexities or home concerns. In a call center working environment, job sharing can fit into most positions and the structure is flexible, though it may be embedded by the handover process and seamless communication (Gholipour, Bod, Zehtabi, Pirannejad & Kozekanan, 2010). 
Job sharing is a work-life balance approach that increases employee engagement, job satisfaction, and productivity. The success or failure of a job share is contingent on the upfront work emphasized to establish how it will work (Blyton, 2014). A well-executed job share leads to retention of high performing employees who are seeking more flexibility due to a change in personal circumstances and a wider, mixed skill-set and a complementary combination of experience and approach which go along way into helping to improve the quality and productivity in a call center.  Furthermore, job sharing facilitates a more relaxed, satisfied and happy workforce which potentially reduces absenteeism, thereby leading to higher productivity at call centers (Kossek & Thompson, 2016).
[bookmark: _Toc26123146]Employee assistance programs 
An employee assistance program aids fundamental for employees working at call centers because it helps them manage a variety of potential challenges that might affect their job performance (Sonnenstuhl & Trice, 2018). in call center settings, employee assistance program helps managers to address a variety of employee issues and proactively deal with workplace problems that can lead to physical and mental health issues and declining morale among employees (Osilla et al. 2010). Based on this perspective, it is arguable that employee assistance programs represent a first-line response to short-term problem-resolution services within call centers.  Employee assistance programs leverage the quality and productivity in a call center encouraging employee engagement, addressing inappropriate or dangerous behaviors, training employees to deal with complex emotional, cultural and diversity issues, including bolstering employee morale and thereby increasing commitment (Bophela & Govender, 2015).
[bookmark: _Toc26123147]Organization Commitment and Socially-Responsible Behavior
[bookmark: _Toc26123148]The relevance of the research 
Sustainable development of the society and business has been highly advocated in the contemporary society especially for ensuring a safe environment and for solving social problems, in the framework of which the concepts of social responsibility are emphasized.  Though the concept of social responsibility is highly advocated in organizations, it mostly conflicts with the objectives of the organization especially because organizations are tied with generating profits for shareholders.   According to Smith & Langford (2011), organizations do not consider allocating resources and attention to corporate social responsibility, largely because it is not cost-effective as investing in the improvement of employee engagement which is crucial for generating profits.  However, there are several studies which posit an optimistic view of social responsibility and organizational commitment. Glavas (2016) hold the perspective that integrating corporate social responsibility in a workplace setting goes a long way towards expanding the perception of work to go past merely work and a profit-centered to providing a perfect channel for employees to pursue and find meaning through work. It is in this sense that organizations tend to endow in more financial incentives as the image of the organization by relating it to social responsibility. 
 Consequently, it should be noted that not all individual organizations are standardized in the perspective of social responsibility and organizational commitment.  Social responsibility has been identified to be inadequate in dealing with the two vital elements of the essence of capitalism; fairness and security (Nambudiri & Tewari, 2014). This means that integrating social responsibility in organizations will mean typically ignoring individual security and monetary incentives for employees; who are the primary resources who play decisive roles in implementing the capitalism ideologies. Thus, based on these diverse perceptions brought about by implementing social responsibility in workplaces, it is certain that the concept needs revising particularly by emphasizing values and responsibility in relationships with stakeholders; employees.  
[bookmark: _Toc26123149]Corporate Social Responsibility and Organizational Commitment
Barnett (2007) defines corporate social responsibility as a voluntary allocation of organizational resources towards improving social well-being that typically improves relationships with key stakeholders. According to stakeholder theory, the survival of organizations is contingent on their capability to incorporate stakeholders' prospects into their corporate strategy because stakeholders provide indispensable resources and revenues for efficacy in organizational performance.  Notably, employees are one of the crucial stakeholders of any organization; they can be affected by and also affect their organization’s operations. According to Peterson (2004), an introduction of CSR programs in an organization can spur different perceptions among employees.
Despite employees being one of the vital elements in the CSR framework, integrating confidence in the context remains challenging into corporate practice.  However, there are various possible solutions to this. Nejati & Ghasemi (2013) argues that the solution to CSR and organizational commitment lies not only on the ability of an organization to select the appropriate discipline for application but also on the personal stimulus. This means that there is a need for an organization to align individual values with the organization's goals, including stakeholder's expectations and values. 
Cropanzano & Mitchell (2005) posit that it is through applying theoretical frameworks that one can build an in-depth understanding of how CSR impacts organizational commitment. The widely-applied theoretical constructs that reinforce the correlation between perception of CSR and employees’ behavioral and attitudinal responses include Social exchange theory (SET) and social identity theory (SIT). 
[bookmark: _Toc26123150]Social identity theory (SIT)
Tajfel and Turner (1979) proposed Social identity theory (SIT) as an integrative theory regarding discernment of the psychological basis of group percipience.  Therefore, the SIT theory is more concerned with both the sociological and psychological aspects of group behavior. According to Cinnirella, (1998) the SIT theory is significant in studying with the impact of personal perceptions, social labeling, and group uniqueness on a person’s behaviors and attitudes.  Simply, individuals may attain positive confidence when they perceive an in-group distinctiveness that distinguishes them from the out-group. Turker (2009) argues that the self-enhancement process embedded in SIT makes it one of the appropriate theoretical frameworks for explaining the effect of CSR on employees’ attitudes. According to Hogg & Terry (2000) employees are certain to feel a sense of satisfaction including identifying themselves with their organization, particularly when their organization works for the well-being of the society in the form of CSR which in the long run improves a positive image in the society, largely because the positive image enhances their self-esteem and pride. Based on this perspective, it is can be argued that the SIT theory is important in providing a coherent explanation of the correlation between perceived CSR and employees’ positive attitude. In most cases, employees are certain to commit to the organization, if they found out that their organization is strongly involved in CSR activities than their competitors.
[bookmark: _Toc26123151]Social Exchange Theory (SET)
The Social Exchange Theory (SET) augments the SIT by providing a better theoretical understanding of the relationship between corporate social responsibility and the positive attitude of the employees.  Blau (1964) posits that SET takes precedence in highlighting social behavior as the outcome of an exchange process. Konovsky & Pugh, (1994) argues that if an employee feels contented when they are carrying out their tasks in their organization, he/she is more likely to commit to the organization as a mutual exchange. Organ (1990) identifies that employees will engage in social responsibility in an attempt to reciprocate the treatment they are accorded in their organization. Saks (2006) argues that the SET forms a strong theoretical basis for understanding how employees pay back their organization through committing to their works and responsibilities .This argument infers that the amount of emotional, physical, and cognitive resources that an employee is ready to bestow in the performing work roles is dependable upon the socio-emotional and economic resources offered by the company. Organ & Lingl (1995) argues that when the CSR program incorporated in a particular organization fulfills the expectations of the employees, those employees are more certainly to have positive attitude. This in return results in more passionate behavior from the employees in the form of employee engagement, organizational citizenship behavior and other desirable behaviors.  For instance, organizational citizenship behavior is realized when the organization performs CSR, which brings about commitment due to enhanced self-image which ultimately motivates them to perform voluntary behavior within the workplace that goes beyond and above the prescribed roles which they have been assigned.
 In a study carried out by Bammer, Millington & Rayton (2007) about the relationship between organizational commitment and CSR based on the theoretical rationale of social identity theory, it was identified that perceptions of CSR among the employees are more positively related to their job satisfaction. Often, employees who are believed to identify with socially responsible behavior of the organization are more allied to affective commitment. Furthermore, the study by Meyer et al. (2002) identified that perceptions of CSR among employees are more positively allied with affective and normative commitment to the organization. These studies demonstrate that employees are concerned about monetary rewards, but also they look for meaning in their duties.  Hence, organizations which incorporate CSR activities often offer a significant conduit for the employees to recognize themselves with a socially responsible organization. Undoubtedly, socially responsible practices enhance employees' self-esteem which in turn, they reciprocated through positive behaviors and attitudes such as a higher sense of organizational commitment and job satisfaction.
[bookmark: _Toc26123152]The Future Direction the Area of Study Should Take
[bookmark: _Toc26123153]Training and development
Despite taking an in-depth study on organizational commitment on call center workplaces, a study on how training and development in a call center organization could impact productivity should be possibly studied. Training and development is a possible significant study considering that deploying it call centers could go a long way into improving the employees' competence to enhance a competitive advantage which ultimately contributes to organizational performance. Elnaga & Imran (2013) an organization that seeks to train and develop its personnel well and compensate them for their performance not only motivates them to engross in their duties, hence improving their commitment and performance to their particular organizations.  De Vos, De Hauw & Van der Heijden (2011) argues that career development through training and development enables the organizations objective of demonstrating a well-articulated development-oriented path to its staffs.  
Furthermore, Salas et al. (2012) argue that appropriate use of training approaches can be a very economical venture particularly if appropriate strategies are used. Some of the appropriate approaches that are often used include on-the-job training and off-the-job training.  On-the-job training can be very appropriate in call center organization considering it can be significant in developing explicit manual, practical, managerial and technical skills needed by call center organizations to increase competitiveness. On-the-job training has the benefit of practicality and instantaneous since when call center trainees are enrolled, they work, learn and develop proficiency accordingly. Moreover, off-the-job training is significant in call centers given that it facilitates a convenient means by which employees could get away from the demanding work setting to a place where the stresses of work are reduced. This training helps in enhancing the quality of a specific employee to make substantial developments in his/her performance. 
[bookmark: _Toc26123154]Relevance:
Training and development are believed to be vital in increasing productivity; hence researching this area could be significant.  This study is necessary particularly in call centers as it will help these organizations to achieve a high level of performance through their employees. Employees who will obtain training have improved self-reliance and motivation.
[bookmark: _Toc26123155]Job content
Consequently, regarding a future direction should focus on how job content impacts psychological aspects, of call center employees which in turn contributes to organizational commitment.  This study could be best expounded basing on theories such as equity, expectancy, goal setting and reinforcement theories. Jensen, Patel & Messersmith (2013) posit that when organizations focus on job control, particularly by emphasizing on role clarity, employees have a potential of improving job satisfaction that is essential in guaranteeing the perceptions of employees in respect of service quality. For instance, a study by d'Errico et al. (2010) found that low job control among call center employees predicted depression which often contributes to musculoskeletal disorders. Thus, emphasizing on high levels of role clarity among call center employees could have positive impacts on job satisfaction, organizational commitment and service quality.
[bookmark: _Toc26123156]Relevance:
Since job content predicts psychosocial well-being, qualification job satisfaction, and organizational commitment, conducting explicit research on job content could aid in achieving performance in call center organizations.  
[bookmark: _Toc26123157]Major Business Trends Affecting Commitment in Call Centers
[bookmark: _Toc26123158]Diversity Management Practices and Organizational Commitment 
Affirmative action policy, generational, gender, age and religious diversity are among the various factors that are considered, regarding diversity management practices in call center organizations. According to Divya & Ganesh (2017), an inclusive organizational climate is vital for fostering organizational commitment largely because the feeling of inclusion between diverse members of the organization emboldens positive effect while curbing the negative effects of diversity.  Simply, diversity in organizations compels employees to accept each other instead of centering on their comparisons whilst evolving around a common organizational professional identity.  The desire of employees to work with diverse employees from different ethnic backgrounds brings with it an organizational commitment. Wang (2014) posits that in the case of diversity in organizations, organizational commitment is often guided by the employees' normative relationship towards their jobs.  Based on Meyer & Allen's (1991) tri-dimensional model of organizational commitment, the normative connection of employee towards their jobs can be best explained by considering affective commitment which widely focuses on the employees' emotional connection with their organization. Also, continuance commitment can be applied to describe the organizational commitment relative to diversity. It is argued that an employee is highly likely to commit to a particular organization upon reflecting the associated costs of leaving his/her workplace. In a nutshell, employees commit because they do not want to lose the time, time and other resources in building and nurturing relationships with diverse colleagues.
Furthermore, continuance commitment is bound to be enhanced under a diverse working environment, because employees have to consider various significances associated with diverse colleagues before leaving their job.  Subsequently, diversity in organizations fosters normative commitment. Normative commitment is associated with employees' moral obligation towards their organization. In most cases, employees are highly likely to commit to their organization, particularly if they feel that their ethical values are in alignment with those of the organization. Based on the above arguments it is certain that an inclusive diversity working climate positively impacts employees' continuance, affective, and normative organizational commitment. 
[bookmark: _Toc26123159]Organizational Changes often decrease normative commitment
Successful implementation of organizational change efforts continues to be the most challenging business trend in call center organizations. Organizational changes are often varied, and while some are vital drivers of the change process, others may extremely hinder the accomplishment of change initiatives. Chreim (2006) purports that when a particular organization introduces a change initiative, employees are more likely to respond attitudinally either by change readiness or resistance to change. The attitudinal perspective, regarding organizational change, holds that employees may develop positive or negative evaluative judgments of the change. Those employees who approach organizational change as an opportunity for development and improvement often end up being committed to the organization while those employees who may associate organizational change with instability and risk are more likely to detach from the organization. Vakola & Nikolaou (2005) hold the view that positive attitudes towards organizational change are not only dire to the success of change initiatives but also they escalate employee collaboration which ultimately leads to employee commitment.   
 Piderit (2000) argues that attitudes towards organizational change can be categorized as cognitive, affective, and behavioral or purposeful. Cognitive reactions to change mirror the employees' feelings regarding the change, whereas affective reactions to change mirror how employees perceive the change. Intentional or behavioral reactions to change arise from the perceptions and judgments employees have regarding the change and the emotions and feelings allied to the change.  
Herold et al. (2007) argue that the actions of the organizations need to be understood based on the organizational context and environment.  This argument infers that how employees interpret the organizational change context has a potential of influencing their commitment.  For instance, when a set change is implemented, particularly in a context with several other demanding changes, employees are most likely to be frustrated and distracted, thereby negatively affecting their commitment. In addition to the causative models depicting that organizational commitment as an outcome of organizational change; it can also be argued that attitudes towards organizational change may be influenced by levels of employee commitment to the organization.
[bookmark: _Toc26123160]Downsizing and Organizational Commitment 
Downsizing is one of the strategies that call center organizations to employ to gain competitive advantage by boosting their shareholder values.  This strategy involves the shedding of organizational workers in the face of weak demand.  According to Hui & Lee, (2000) the downsizing strategy often results in significant dysfunctional concerns, including the decline innovation, service quality, and most especially results in employees’ “survival syndrome.” With the survival syndrome, those employees who remain at the organization following trimming are expected to be more flexible and adaptable by finding out more innovate and creative ways of improving their efficiency.
Among the several negative effects of downsizing on its survivors, employee commitment is the most crucial one. Cascio (1993) argues that following downsizing, employees (survivors) are no longer committed to the organization wholly, but instead they become risk-averse, narrow-minded, self-absorbed, whereby an attitude of "me-first" becomes predominant.  Also, there will be a poor organizational commitment, simply because the "survivors" may consider downsizing as a permanent loss in regards to their valued colleagues, a circumstance which will lead to decreased commitment due to lack of job security among survivors. According to the study carried out by Brockner, Grover, & Blonder (1988), it was identified that downsizing induces stress among the survivors; this ultimately leads to a decline in employees' affective commitment. Furthermore, downsizing affects employees' work experiences considering the survivors have to tend to the increased work overload; which finally results in poor organizational commitment. Based on the above arguments, it can be established that downsizing strategy may be an effective strategy for gaining competitive advantage as well as for boosting shareholders' values but also it is negatively correlated with affective commitment.  This is certain because survivors develop negative feelings about the working environment; they perceive unfairness, job insecurity, distrust and betrayal, depression, short-term profit-oriented, anxiety, reduced risk-taking and motivation, among others.
[bookmark: _Toc26123161]Mergers and Acquisitions and Organizational commitment
 Mergers and acquisitions are among the several business trends in call center organizational setting. Organizations opt to mergers and acquisitions to have a competitive advantage over competing firms as well as to boost performance.  Nevertheless, mergers and acquisitions poise a lot of concerns both in the capital side and people-side (Raukko, 2009).  One of the critical problems associated with the people-side of mergers and acquisitions is reduced employee commitment. Klendauer & Deller (2009) argue that following the notice of a merger or acquisition, employees often decline organizational commitment coupled with generally negative reactions. Also, during the early years of mergers and acquisitions, there will be reduced organizational commitment in employees, considering that they are subjected to feelings of estrangement during amalgamation, they will grieve the loss of co-workers and may experience a reduction in benefits they once relished by their previous organization (Seo & Hill, 2005). Also, mergers and acquisitions come with several issues that directly impact employees. Some of these issues include an inability to integrate into a freshly formed culture, a loss of role identity, ambiguity in the working environment, stress and anxiety and a feeling of mistrust in the newly formed organization.
[bookmark: _Toc26123162]Furthermore, a merger and acquisition are a stressful and anxiety-provoking experience for employees and in most cases, employees will be discouraged to commit, particularly if the organizations involved do not leverage resilience to influence employee commitment to the "new" organization. Howe, et al. (2012) posits that employees with higher resiliency will always have a positive liaison with normative affective commitment, and continuance commitment to an organization. Based on the correlation between organizational commitment and resilience it would befit organizations to consider implementing resilience as a significant competency for its employees. Typically, a competency of resilience is necessary for organizations to mobilize their employees who are challenged with the stress and negativity allied by mergers and acquisition, ultimately enhancing organization commitment.
Conclusion
The study analyzes the extent of organizational commitment of employees in call center organizations. Given high turnover rates among call center employees, it is essential to conduct an in-depth analysis to understand the factors that influence employees not to commit. Predominantly, the study analyzes how work-life balance can be achieved to enable job engagement by demonstrating how flexible work schedules, role clarity, job sharing and employee breaks can be utilized in call centers organizations to increase retention/commitment rates. Furthermore, the study highlights how the introduction of CSR programs in Call center organizations can be effective in spurring positive perceptions among employees which, ultimately contribute to employee commitment. Subsequently, the study highlights how training and development, and role clarity in a call center organization could impact productivity as well as employee commitment. Finally, the study shades more insight on current business trends in call center organizations; diversity management practices, downsizing strategies and mergers and acquisitions and how they impact organizational commitment in call center organizations. 
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