
 

The factors impacting employee morale due to IT outsourcing in the Irish 

Banking Sector 

 

 

Devi Suresh Babu 

(10532720) 

 

 

Dissertation submitted in partial fulfilment of the requirements for the degree of 

Master of Business Administration (Project Management) 

at Dublin Business school 

 

 

Supervisor: Owen O’Reilly 

August 2020 

 

 

 

 



1 

 

DECLARATION 

‘I declare that this dissertation that I have submitted to Dublin Business School for the 

award of Master of Business Administration (Project Management) is the result of my own 

investigations, except where otherwise stated, where it is clearly acknowledged by 

references. Furthermore, this work has not been submitted for any other degree.’ 

 

Signed: Devi Suresh Babu 

Student Number: 10532720 

Date: 25 August 2020 

 

 

 

 

 

 

 

 

 



2 

 

TABLE OF CONTENTS 
Acknowledgements .............................................................................................................................. 6 

Abstract ................................................................................................................................................ 7 

1.Introduction ....................................................................................................................................... 8 

1.1 Research Question .................................................................................................................... 11 

1.2 Research Aims and Objectives .................................................................................................. 11 

1.3 Methodological Difficulties ....................................................................................................... 13 

1.4 Dissertation Structure ............................................................................................................... 13 

2. Literature Review ............................................................................................................................ 15 

2.1 Theme 1:IT outsourcing in Banking and Financial Services Sector ............................................ 15 

2.2 Theme 2:Employee Morale ....................................................................................................... 20 

2.2.1 Types of Morale ................................................................................................................. 21 

2.2.2 Importance of Employee Morale ....................................................................................... 22 

2.2.3 Theoretical Frameworks..................................................................................................... 23 

2.2.4 The key variables impacting employee morale .................................................................. 26 

2.2.4.1 Work Environment ...................................................................................................... 26 

2.2.4.2 Nature of work ............................................................................................................ 28 

2.2.4.3 Level of satisfaction ..................................................................................................... 29 

2.2.4.4 Roles & Responsibilities .............................................................................................. 30 

2.2.4.5 Rewards and Recognitions .......................................................................................... 32 

2.2.5 Rationale for the proposed study....................................................................................... 33 

3. Methodology .................................................................................................................................. 35 

3.1 Introduction .............................................................................................................................. 35 

3.2 Research Onion ......................................................................................................................... 36 

3.3 Research Philosophy ................................................................................................................. 36 

3.4 Approach to Theory Development ............................................................................................ 37 

3.5 Research Design ........................................................................................................................ 38 

3.6 Research Strategy ..................................................................................................................... 40 

3.7 Research Schedule .................................................................................................................... 41 

3.8 Time horizons ............................................................................................................................ 42 

3.9 Participants ............................................................................................................................... 43 

3.10 Data Collection/Materials ....................................................................................................... 44 

3.11 Procedures .............................................................................................................................. 47 

3.12 Ethical Considerations ............................................................................................................. 48 

4. Data Analysis ................................................................................................................................... 50 

5.Results and Discussions ................................................................................................................... 54 



3 

 

5.1 Results ....................................................................................................................................... 54 

5.1.1 Demographics .................................................................................................................... 54 

5.1.2 Questions Related to outsourcing ...................................................................................... 56 

5.1.3 Questions related to the Key Variables impacting employee morale ................................ 61 

5.2 Discussions ................................................................................................................................ 82 

5.2.1 Discussion One: Outsourcing ............................................................................................. 82 

5.2.2 Discussion Two: Key Variables Impacting Employee Morale .............................................. 83 

5.3 Weaknesses of the study .......................................................................................................... 86 

5.4 Strengths of the study ............................................................................................................... 87 

5.5 Future Scope of the study ......................................................................................................... 87 

5.6 Conclusions ............................................................................................................................... 88 

References .......................................................................................................................................... 90 

Appendix ........................................................................................................................................... 104 

Appendix A : Information Sheet for Participants .......................................................................... 104 

Appendix B : Consent Form ........................................................................................................... 106 

Appendix C : Interview Questions ................................................................................................. 107 

Appendix D : Survey Questions ..................................................................................................... 108 

Appendix E : Gantt Chart............................................................................................................... 111 

 

 

 

 

 

 

 



4 

 

LIST OF FIGURES & TABLES 

Figure 1: Global IT outsourcing market 2018-2022 ............................................................................. 17 

Figure 2: Scale and criticality of outsourcing in Irish financially regulated entities ............................. 18 

Figure 3: Maslow’s Hierarchy of Needs Model ................................................................................... 24 

Figure 4: Frederick Herzberg Motivational Theory ............................................................................. 25 

Figure 5: The research onion .............................................................................................................. 36 

Table 1-Thematic Analysis of the Email Interviews ............................................................................. 51 

Figure 6: Gender of survey participants .............................................................................................. 54 

Figure 7: Employee category of survey participants ........................................................................... 55 

Figure 8: Survey results of Question 1- Organisation A ....................................................................... 56 

Figure 9: Survey results of Question 1- Organisation B ....................................................................... 56 

Figure 10: Survey results of Question 1- Organisation C ..................................................................... 57 

Figure 11: Survey results of Question 2- Organisation A..................................................................... 57 

Figure 12: Survey results of Question 2- Organisation B ..................................................................... 58 

Figure 13: Survey results of Question 2- Organisation C ..................................................................... 58 

Figure 14: Survey results of Question 3- Organisation A..................................................................... 59 

Figure 15: Survey results of Question 3- Organisation B ..................................................................... 59 

Figure 16: Survey results of Question 3- Organisation C ..................................................................... 60 

Figure 17: Survey results of Question 4- Organisation A..................................................................... 61 

Figure 18: Survey results of Question 4- Organisation B ..................................................................... 61 

Figure 19: Survey results of Question 4- Organisation C ..................................................................... 62 

Figure 20: Survey results of Question 5- Organisation A..................................................................... 63 

Figure 21: Survey results of Question 5- Organisation B ..................................................................... 63 

Figure 22: Survey results of Question 5- Organisation C ..................................................................... 64 

Figure 23: Survey results of Question 6- Organisation A..................................................................... 65 

Figure 24: Survey results of Question 6- Organisation B ..................................................................... 65 

Figure 25: Survey results of Question 6- Organisation C ..................................................................... 66 

Figure 26: Survey results of Question 7- Organisation A..................................................................... 67 

Figure 27: Survey results of Question 7- Organisation B ..................................................................... 67 

Figure 28: Survey results of Question 7- Organisation C ..................................................................... 68 

Figure 20: Survey results of Question 8- Organisation A..................................................................... 69 

Figure 30: Survey results of Question 8- Organisation B ..................................................................... 69 

Figure 31: Survey results of Question 8- Organisation C ..................................................................... 70 



5 

 

Figure 32: Survey results of Question 9- Organisation A..................................................................... 71 

Figure 33: Survey results of Question 9- Organisation B ..................................................................... 71 

Figure 34: Survey results of Question 9- Organisation C ..................................................................... 72 

Figure 35: Survey results of Question 10- Organisation A ................................................................... 73 

Figure 36: Survey results of Question 10- Organisation B ................................................................... 73 

Figure 37: Survey results of Question 10- Organisation C ................................................................... 74 

Figure 38: Survey results of Question 11- Organisation A ................................................................... 75 

Figure 39: Survey results of Question 11- Organisation B ................................................................... 75 

Figure 40: Survey results of Question 11- Organisation C ................................................................... 76 

Figure 41: Survey results of Question 12- Organisation A ................................................................... 77 

Figure 42: Survey results of Question 12- Organisation B ................................................................... 77 

Figure 43: Survey results of Question 12- Organisation C ................................................................... 78 

Table 2-Survey Responses of Question 13-Organization A ................................................................. 79 

Table 3-Survey Responses of Question 13-Organization B ................................................................. 79 

Table 4-Survey Responses of Question 13-Organization C ................................................................. 80 

Table 5-Survey Responses of Question 14-Organization A ................................................................. 80 

Table 6-Survey Responses of Question 14-Organization B ................................................................. 81 

Table 7-Survey Responses of Question 14-Organization C ................................................................. 81 

 

 

 

 

 

 

 

 



6 

 

ACKNOWLEDGEMENTS 

This thesis would not have been possible without the inspiration and support of 

several wonderful individuals — my thanks and appreciation to all of them for being part of 

this journey and making this thesis possible. I owe my deepest gratitude to my supervisor 

Owen O’Reilly, without whose encouragement, guidance and endless optimism this thesis 

would hardly have been completed. I express my warmest appreciation to my friends and all 

the participants who were part of this study. Finally, my deep and sincere thankfulness to 

my family for their continuous help and support. I am forever indebted to my husband and 

kids for giving me the opportunities and experiences that have made me who I am. Their 

selfless encouragement made the whole journey possible. 

 

 

 

 

 

 

 

 



7 

 

ABSTRACT 

Outsourcing of Information Technology has been a significant trend in the global 
economy. The success of outsourcing depends on the employees involved in the process. 
This study aims to explore the variables- Work environment, Nature of Work, Job 
satisfaction, Roles and Responsibilities, and Rewards and Recognition; impacting employee 
morale due to IT outsourcing in the Irish Banking sector. The sample population will 
comprise of three categories of employees-retained employees, employees from the 
outsourced partner and employees transferred to the outsourcing partner as part of the 
deal from three different organizations. The data will be collected through a mixed method 
of email interviews and surveys. The analysis of the data shows that employees from the 
outsourced partner and employees transferred to the outsourcing partner were mainly 
impacted by the variables-Career development and Promotions, Social Interactions; and 
Feedback and Recognition. The findings also demonstrate that most of the employees were 
satisfied that outsourcing was communicated and carried out efficiently. 
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1.INTRODUCTION 

Outsourcing has impacted people all around the world in the past few years. 

Organizations have been using outsourcing as a critical restructuring tool to increase their 

performance and maintain stability in the competitive market (Mol, 2007). As a result, 

outsourcing has become one of the booming and predominant activity in the business world 

(Cox, Roberts and Walton, 2011). Organizations use outsourcing as a strategy to leverage 

skills and acquire distinct competencies (Baldwin, Irani and Love, 2001). Outsourcing causes 

both short term and long-term impact on an organization. It allows the organization to 

streamline the operations and focus on core operations (Gulla and Gupta, 2012). Child 

(2005, p.179) describes outsourcing as "the contracting out of activities that need to be 

undertaken regularly, which otherwise would be conducted within an organization" (Cox, 

Roberts and Walton, 2011). 

The cost factor has been one of the dominating reason for the outsourcing decision 

for the business entity (Kakumanu and Portanova, 2006 cited in Iqbal and Munir, 2013). In 

1990s organizations started to focus on cost savings and outsourced non-core business 

activities(human resources, data processing, etc.). However, in 1989 Eastman Kodak’s 

decision to outsource the Information technology(IT) was quickly followed by other major 

corporations (‘A Brief History of Outsourcing | SCM | Supply Chain Resource Cooperative 

(SCRC)’, 2006). To keep up with the pace of advancement, many organisations have chosen 

to outsource their IT department which helps in reducing cost, increase variability, gain 

access to international markets and focus the organizations’ efforts into areas that require 

core competencies (Moreno, Coelho and Pitassi, 2020). Hence IT outsourcing has been a 

predominant spread around the world. 
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Like many other industries, the banking industry started to face fierce competition 

due to the change in market trends, technology and customer demands (Suryanarayan 

Mohapatra and Sabyasachi Das, 2013). Recent studies indicate that the Banking and 

Financial Services industry has been one of the largest sectors of outsourcing worldwide 

(Jain & Natarajan, 2011, cited in Hanafizadeh and Zare Ravasan, 2018). On the paper 

published by Central Bank of Ireland,2018 there has been a substantial increase in the 

reliance of outsourcing by the Financial Services industry in Ireland (‘Outsourcing - Findings 

and Issues for Discussion’, 2018). 

One of the significant factors impacting the success of outsourcing is the employees 

that are involved in the process. Employees are the most vital aspect in generating and 

accomplishing the objectives of the organizations. Because of the same reason organization 

depend heavily on their employees to sustain and stay competitive in the market (Langove 

and Isha, 2017). Employee morale refers to the attitude of satisfaction which motivates 

people to achieve organizational goals. It varies depending upon the job, working 

conditions,  colleagues, compensation and other factors such as change management and 

restructuring. High morale leads to better performance, whereas low morale leads to a high 

rate of absenteeism and turnover (Kanimozhi and Vinothkumar, 2018). 

Outsourcing implemented without proper planning can result in deterioration of 

morale among employees along with other consequences such as changing employment 

patterns, unemployment and loss of capital (CNN Money, 2004; Engardio, 2006; Kennedy, 

Holt, Ward, & Rehg, 2002; cited in Elmuti, Grunewald and Abebe, no date). The other 

criticism around outsourcing are it causes higher levels of dissatisfaction, increased 

likelihood of employee turnover, decreased level of productivity and increased level of 
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stress and anxiety ( Kennedy et al. 2002; Venkatraman, 2004; Roberts, 2005; cited in Elmuti, 

Grunewald and Abebe, no date). High morale helps in overcoming these issues and helps 

employee stay satisfied with their jobs,  put in the effort and take the initiative to stay 

committed to the organization and in achieving the organizational goals (Tiwari, 2014). 

Hence during outsourcing, emphasis should be placed on employee morale as the stress 

levels and demands of employee changes (Cardy, Miller and Ellis, 2007). 

To reduce the adverse effects of outsourcing on employee morale and performance, 

effective communication should be carried out. The management should put in place 

measures to rebuild the trust through support, involvement and by providing incentives to 

employees for exceeding the performance expectations. Acquiring the right people with the 

right skills and allocating responsibilities to perform the analysis and make decisions, 

providing requisite infrastructures; and commitment from top management contribute to 

the success of outsourcing projects. The other factors that have made outsourcing 

successful in organizations are ample performance feedback, placing importance on both 

short- and long-term benefits, being prepared for change -both good and bad and the ability 

to adapt to any change in the requirement of services ( Jones, 1997; Foster, 1999, cited in 

Agburu, Anza and Iyortsuun, 2017). Since the transition due to outsourcing impacts the 

employees involved in the process with mixed feelings such as fear and hope, anxiety and 

relief, reluctance in accepting the change due to lack of sense of belonging and 

communication (Kennedy, 2000), it is important that the organizations focus on the factors 

impacting the employee morale along with the outsourcing benefits of cost reduction, 

access to new technology and expertise. 

 

https://journal-jger.springeropen.com/articles/10.1186/s40497-017-0084-0#ref-CR28
https://journal-jger.springeropen.com/articles/10.1186/s40497-017-0084-0#ref-CR9
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1.1 Research Question 

The research question is a short summary of the issue or problem that the author 

wants to study, seeks to find out, explain and answer. It influences the choice of literature 

review, research design, data collection and analysis methodology and also in writing up the 

project report (Saunders, Lewis and Thornhill, 2016, pg 45). The main research question for 

the study is : 

‘’ What are the factors impacting employee morale due to IT outsourcing in the Irish 

Banking Sector?’’ 

1.2 Research Aims and Objectives 

The aims and objectives are the base of the entire research study. The aim of the 

research states what it intends to achieve broadly, and the objectives state how /the steps 

that would be taken to achieve the aim. The research objectives should be specific, 

measurable, achievable, realistic and time-constrained (Thomson, 2014). 

Primary Aim: The research aims to explore the factors impacting the employee morale due 

to IT outsourcing in the Irish Banking sector, taking into consideration the three categories 

of employees-retained employees, employees from the outsourced firm and the employees 

transferred to the outsourcing firm as part of the deal where applicable. 

Secondary Aim: The research also aims to explore if the outsourcing was carried out 

effectively and was there adequate support provided to employees during the process. 

 

Objectives: To achieve the primary research aim, the key variables impacting employee 

morale will be identified, and a detailed analysis of the importance of these variables will be 
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conducted by reviewing the academic literature. As IT outsourcing has increased 

considerably in the Banking sector, it is vital that the organization have a clear 

understanding of the different factors impacting the employees during the transition. 

The secondary aim will be achieved by conducting a brief review of the factors 

ensuring the success of outsourcing and by including questions in the survey and interviews 

that are designed to ascertain if those factors were considered in the organizations during 

the process of outsourcing. 

Employees belonging to the three categories- retained employees, employees from 

the outsourced firm and the employees transferred to the outsourcing firm as part of the 

deal (where applicable) have been identified as the sample population of the study. The 

different categories have been chosen as outsourcing results in the restructuring of the 

team within the organization, and having opinions of employees belonging to the different 

categories helps in gaining a more in-depth knowledge for the study. 

Data to understand the factors/key variables impacting employee morale and 

information relating to how the process of outsourcing was communicated will be collected 

through interviews and surveys. The systematic evaluation of the results obtained from the 

participants will help in understanding the variables causing impacts and in identifying the 

correlation between the variables. The analysis of the data will also provide information on 

how the process of outsourcing was communicated and on management’s commitment 

towards the process. 
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1.3 Methodological Difficulties 

The methodology difficulty discusses the constraints the researcher faced during the 

study. It is essential to state the difficulties and limitations faced during the dissertation and 

the impact it had on the study conducted. The nature and type of limitations vary according 

to the research undertaken. The two main difficulties faced while doing the research were 

the time constraint and access to participants. As a student conducting research for the first 

time, 12 weeks was considerably a short period for doing the study, given the current 

circumstances of the Pandemic. Due to the outbreak of COVID-19, the number of interviews 

that were intended to be conducted were reduced. Also, email interviews had to be 

conducted instead of face to face interviews. The information and knowledge gained from 

the email interviews were less compared to the face to face interviews, but it did provide a 

good base for preparing the survey questionnaires. Although the researcher was aware that 

having a higher sample population would provide more data for drawing up conclusions, the 

number of participants had to kept between 30-40 due to the difficulties in acquiring 

contacts in the given pandemic. 

1.4 Dissertation Structure 

The structure of the dissertation demonstrates the flow of the overall research 

process. This research is divided into five chapters, as detailed below: 

Chapter 1: Introduction 

The first chapter provides a summary and background of the research topic. It also 

states the research question, the aims and objectives of the research and the limitations of 

the research. 
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Chapter 2: Literature Review 

This chapter includes a broad overview of past and current literature. This section 

comprises of two relevant themes 

1. IT outsourcing in the Banking and Financial Services Sector and  

2. Employee Morale. 

Chapter 3: Research Methodology 

In this chapter, the methodology adopted for conducting the research is discussed. 

The section gives a detailed analysis of the research philosophy, approach to theory 

development, research design, time horizons, participants, data collection, procedures and 

ethical considerations for the research. 

Chapter 4: Data Analysis 

This section discusses the analysis of the email interview data collected for the 

research. A brief description of the findings from the data is incorporated in this part using 

thematic analysis. 

Chapter 5: Results and Discussions 

In this part of the study, the researcher explains the findings of the study in a 

transparent manner, and discuss about the outcome of the study, through the data analysis 

of both the primary and the secondary data. The conclusion of the study, along with the 

need for future research, is stated in this chapter. 

 



15 

 

2. LITERATURE REVIEW 

A literature review helps to gain a deeper understanding of the different studies, 

frameworks and interpretations that have been carried out in relation to a specific topic. 

The following literature review deals with two key themes relevant to the proposed 

research study. The first theme will focus on the outsourcing of IT in the Banking and 

Financial Service sector, and the second theme focuses on the key variables impacting 

employee morale. To address the themes, information and evidence have been drawn from 

theoretical models and frameworks relating to the subject area. Journals and articles 

published relating to outsourcing, the reasons for a substantial increase of  IT outsourcing in 

the Banking sector, the importance of the key variables and how it affects employee morale 

has been reviewed and used to develop the literature review. The below literature review 

illustrates an analysis of the information that has already been discussed in relation to the 

study. 

2.1 Theme 1:IT outsourcing in Banking and Financial Services Sector 

Over the years products and processes have become sophisticated, the customer 

needs have been varying rapidly, markets have become more dynamic, and competition has 

intensified urging firms to implement different techniques to manage processes and 

develop strategies to stay up with the current market requirements. Many firms lacked 

knowledge and resources internally that they started to acquire them by outsourcing  

(Varajão, Cruz-Cunha and Fraga, 2017). 

IT is vital to every organization as it helps them to compete in the fast-moving global 

marketplace. Organizations use IT for planning out the strategic future of their business and 
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supporting the supply and demand functions of current business operations. A successful IT 

outsourcing process increases the profitability and investment of its shareholders, enhances 

customer satisfaction and develop customer loyalty (Rupert, 2009). According to Loh and 

Venkatraman, IT outsourcing is "the significant contribution by external vendors in the 

physical and/or human resources associated with the entire or specific components of the IT 

infrastructure in the user organization." (Mol, 2007). 

Starting from the 1980s, the growth of IT outsourcing has grown worldwide, and 

companies irrespective of their business models have been outsourcing their IT functions. 

Along with cost reduction, factors such as the speed of development, flexibility, specialist 

skills and political manoeuvring influence the decision of outsourcing (the-outsourcing-

handbook-a-guide-to-outsourcing.pdf, no date). Studies published by Deloitte(2013) states 

that outsourcing in the IT sector is more matured in comparison with other business 

processes such as HR, Finance, Procurement, Customer service etc. On the contrary, 

Harvard Business Review states that few top-performing companies outsource their IT 

management practices and those that outsource are struggling to drive value and maintain 

flexibility with the evolving business context (Cramm, 2010). 

The focus on implementing strategic plans in alignment with the functional strategy 

is encouraging organizations to outsource their IT operations as it helps in gaining profit, 

time and cost reduction; and inflation incapacity. Hence the growth of the IT outsourcing 

market is expected to rise in the coming years (Global IT Outsourcing Market 2018-2022 | 

Evolving Opportunities with Accenture and HPE | Technavio, 2019) 
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Figure 1: Global IT outsourcing market 2018-2022 

Source : (Global IT Outsourcing Market 2018-2022 | Evolving Opportunities with Accenture 

and HPE | Technavio, 2019) 

 

The replacement of physical banking with technology-aided banking has resulted in 

cost-saving, risk reduction and profit enhancement (Gulla and Gupta, 2012). Across the 

globe Banking and Financial services are witnessing robust growth due to change in 

regulatory environment, technology and large scale competition, forcing them to explore 

the option of outsourcing to achieve operational efficiency, cost savings, and remain 

sustainable (Lopez, 2004; Outsourcing in Banking Industry, 2020). For financial institutions, 

outsourcing can provide access to world-class skills, remarkably faster project start-up and 

information that can enhance reporting and strategic decision making. Third-party providers 

offer Banks and Financial Institutions these benefits at a lower cost which boost their 

competitive advantage in the market (Outsourcing and the banking sector: Problems and 

prospects, 2019). 
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The chart below from the report published by the Irish Central Bank in November 

2018   illustrates the extremely high-level of dependency financial services firms have on 

outsourced providers particularly in the IT and technology services (‘Outsourcing - a major 

oversight blind-spot for many board teams’, 2019) 

 

 

Figure 2: Scale and criticality of outsourcing in Irish financially regulated entities 

Source : (‘Outsourcing - a major oversight blind-spot for many board teams’, 2019) 

 

In 2015, AIB outsourced another 200 technology jobs to the third-party providers, as 

part of the outsourcing programme that has been running since 2013 affecting nearly 1,000 

technology functions at the bank (Donovan, 2015).In 2010 the Bank of Ireland announced a 

five-year contract with IBM, outsourcing a considerable number of its IT services (Kennedy, 

2010). Similarly, different banks in Ireland have been outsourcing their IT services to other 

service providers over the years, and the demand for IT outsourcing has been scaling up. 

Taking into consideration the potential benefits that outsourcing offers, often the 

management overlook the crucial factor that outsourcing can cause problems associated 

with managing services and teams if the organization does not put in place processes to 
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deal with problems and unexpected events effectively. Trust and respect among the people 

in the team and organizations involved is an essential factor that makes outsourcing 

successful. Management should render commitment and continuously monitor the 

relationship to ensure productivity and efficiency in achieving the organization’s outsourcing 

goals. Researches have shown that organizations that have managed the relationship 

between employees that are involved in the process of outsourcing from the start have 

been able to realize the benefits of outsourcing fully (Hern and Burke, 2006). 

Communication is considered as a significant factor in any outsourcing project as 

effective communication with employees involved in the process ensures the success of the 

project. Hence the management handling the outsourcing need to have a clear and 

comprehensive understanding of the positive and negative impact that outsourcing can 

have on employees involved and should ensure that appropriate resources are channelled 

into communicating with the affected workforce. Management’s commitment, along with 

timely and proper communication, can create a positive attitude in employees towards 

outsourcing (Gurovits, Kraft and AG, 2011). 

The process of outsourcing should be carried out wisely, analytically, and with 

unambiguous goals and expectations for it to be successful. Along with strategic and tactical 

reasons, selection of outsourcing partners contributes to the overall success of outsourcing. 

The factors influencing the selection of outsourcing partners include their expertise in the 

area of operation and their cultural fit with the organizations.  Providing the support and 

skills for the people involved in the transition to adapt and work in congruence with each 

other along with having a detailed plan of the expectations, requirements and benefits 

during the phases of outsourcing can ensure the success of outsourcing (Guterl, 1996, cited 

https://journal-jger.springeropen.com/articles/10.1186/s40497-017-0084-0#ref-CR17
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in  Agburu, Anza and Iyortsuun, 2017). Along with the financial factors, an understanding of 

the stakeholder expectations of those involved in the process helps in ensuring the success 

of outsourcing (Hirschheim and Lacity, 2000). 

 

2.2 Theme 2:Employee Morale 

Employees are the most critical resources of the organization. Employee morale is 

one of the essential elements that drive business operations. It plays a vital role in the 

organization’s success (Devi and Ravi, 2018). 

Morale may be defined as "an intangible concept that refers to how positive and 

supportive a group feels toward the organization to which it belongs and the special feelings 

members of the group share with others, such as trust, self-worth, purpose, pride in one's 

achievement, and faith in the leadership and organizational success" (Mallik, Mallik and DS, 

2019). 

Employee Morale is defined as "the psychological state with respect to satisfaction, 

confidence and resolve; the attitude of an individual or group of employees, resulting in 

courage, devotion and discipline; the level of fulfilment one has with intrinsic work aspects, 

such as variety and challenge, feedback and learning, and space to grow and extrinsic 

circumstances of employment such as fair and adequate pay, job security, and health and 

safety" (Tiwari, 2014). 

The process of how outsourcing is carried out impacts the survivor's perceptions of 

rightsizing, their commitment and morale both positively and negatively (Chopade, 

2012).Taking into consideration the job opportunities available for employees, the 

employers are readjusting themselves to cope up with the business dynamics by offering 
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various benefits to boost morale and satisfaction. According to Millett (2010), improved 

productivity, improved performance and creativity, reduced number of leave days, attention 

to detail, a safer workplace and increased quality of work are the six main reasons on why 

organizations should give importance to employee morale. 

2.2.1 Types of Morale 

Morale is a composite of feeling, attitudes and sentiments. The degree or level of 

morale is measured from the performance and productivity of the employees (Dhara, 2019). 

It is generally categorised into: 

High Morale 

High morale exists when the employee perspectives are positive towards the 

organizations and to the attainment of the organizational objectives. High morale keeps the 

employee satisfied within their jobs, stay creative, put initiatives and effort and stay 

committed and focused on achieving the organizational goals, contributing to high levels of 

productivity and employee loyalty (Tiwari, 2014). It also leads to a reduction in absenteeism, 

employee turnover and conflicts among employees. Employees with high morale take pride, 

confidence and devotion in their work and play a key role in achieving the objectives of the 

organization (Kanimozhi and Vinothkumar, 2018). It also promotes team spirit, enthusiasm 

for the work, resistance to frustration and better discipline (Sukmaya,2019). 

 

Low Morale 

Low morale exists when employees’ attitudes hinder the organisation’s ability to 

attain its objectives. Low morale is caused by improper organizational structure, employees 
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lacking the feeling of ownership of work and lack of support and motivation from higher 

personnel (Sukmaya,2019). It leads to high turnover, unsolved complaints and high 

absenteeism, hindering the organization's performance (Tiwari, 2014). Low morale also 

leads to decreased productivity, excessive complaints and employees being demotivated  

(Kanimozhi and Vinothkumar, 2018). 

2.2.2 Importance of Employee Morale 

FJ Roethlisberger(1939) has illustrated the importance of morale by the statement –          

‘‘ what physical health is to a physical organism, morale is to a cooperative system.’’ 

In today’s competitive world organizations are trying to have a workforce with a 

positive spirit, high efficiency and one that has a high enthusiasm for the work they perform. 

Owing to this, organizations are placing a high importance on the factors that influence 

employee morale in the workplace. Morale reflects the attitude and feelings of the 

employees towards the organizational objectives and policies. The compiled satisfaction the 

employees gain from their job, their team members, the management and the organization 

affect the morale of the employees (Kanimozhi and Vinothkumar, 2018). Morale cannot be 

quantified directly as it is a feeling rather than an outcome or action. As morale is a 

consolidation of various factors that has a substantial effect on the performance, creativity, 

quality of work, employee retention, employee turnover, productivity and absenteeism it 

has become one of the essential elements of business operations (Millett, 2010; Ngambi, 

2011; Linz et al., 2006, Ewton, 2007 cited in Verma and Kesari, 2017) .Morale changes 

depending upon the working conditions, the change in the management and restructuring 

(Elmuti, Grunewald and Abebe, no date). The study by Psychometrics Canada (2010) on 

employee morale recommends that to address issues of morale; employers should talk less 
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and listen more, provide clear expectations, assign tasks to staff based on skills, hold people 

accountable, give employees more responsibility, overcome resistance to change, and defer 

to people with higher expertise (Ngambi, 2010). Thus, the importance of morale cannot be 

undervalued as it has an impact on employees’ wellbeing, performance, efficiency and 

quality of work. 

 

2.2.3 Theoretical Frameworks 

Motivation and morale are two independent concepts that are fundamentally related. 

High morale motivates the employees; similarly, motivation done correctly helps in 

improving morale; hence the two are used interchangeably (Taillard M., Giscoppa 

H,2013). The two motivational theories that consider morale are as follows: 

 

Maslow’s Hierarchy of Needs Model 

In 1943 Abraham Maslow developed his Hierarchy of Needs theory. The theory 

comprised of a pyramid with five needs, and it implied that the lower tiers needed to be 

satisfied to progress towards the next level. The five basic needs of employees in the 

organization were: 

1. Physiological needs – paycheck, essential equipment needed to do the job 

2. Safety needs – a safe work environment 

3. Social needs – feeling part of a team 

4. Esteem needs –being recognized by peers and supervisors 

5. Self-actualization needs – promotion, advanced training 
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Figure 3: Maslow’s Hierarchy of Needs Model 

Source : (Travieso, 2014) 

 

Based on this theory, organizations focusing on improving employee morale should 

ensure that the lower-level needs of its employees are satisfied rather than spending time 

and money on the higher needs of the pyramid (Travieso, 2014). Wahba & Bridwell, (1986 ) 

states that the wide appeal for the Maslow theory is because “it provides both a theory of 

human motives by classifying basic human needs in a hierarchy and a theory of human 

motivation that relates these needs to general behaviour”. Maslow’s theory has been used 

as a model for increasing worker productivity (Ramprasad, 2013; Jarkas, Radosavljevic and 

Wuyi, 2014).Along with these, there are few criticisms about the theory. The main criticisms 

of the theory were that it focuses on individualism rather than collectivism. Maslow’s theory 

was based on an individualistic society that it failed to consider the impacts of a collectivistic 

society. The other criticism is that it is ethnocentric; mainly based on the Western (U.S) 

culture. An American psychologist, Edwin C Nevis(1983) found the theory unsuitable for 

Chinese context (Bouzenita and Boulanouar, 2016). 
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Herzberg’s Motivational Theory 

Frederick Herzberg categorised the factors affecting job attitudes into "hygiene 

factors" and "motivators" leading to either dissatisfaction or satisfaction. Herzberg states 

that hygiene factors (extrinsic) do not motivate the people, but the lack of those factors 

causes dissatisfaction. Whereas the motivator factors (intrinsic) are linked with the 

employee’s perception of his value and contribution to the organization, and they 

contribute to employee staying motivated in the workplace and enhance performance 

(LaBelle, 2005). 

 

 
Figure 4: Frederick Herzberg Motivational Theory 

Source:(Redmond, 2013) 

 

Compared to other motivational theories, Herzberg Theory provides a wide-ranging 

set of factors that cover both internal and external needs that motivates the employees. The 

main criticism of the theory is that studies across a variety of countries and industries have 

concluded that Hygiene (extrinsic) Factors have impacted the employees’ job satisfaction 
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and that these factors do motivate people (Yusoff, Kian and Idris, 2013) in contrast to what 

the theory states. 

Maslow’s Hierarchy of Needs Model, Herzberg Motivational Theory and a review of 

the studies conducted in relation to the factors affecting employee morale has helped in 

identifying and choosing the most appropriate key variables for this proposed study. 

2.2.4 The key variables impacting employee morale 

Employee Morale is a complex phenomenon and is influenced by many factors. The 

factors that  have been identified for the research study are as follows: 

2.2.4.1 Work Environment 

Armstrong (2006) states that "employee satisfaction is likely to increase one's 

performance as one will always exert himself or herself to a task that they feel they are 

capable of and in an environment that is conducive" (Ramakrishnan and Arokiasamy, 2019). 

The physical work environment of the organization does affect employee engagement, 

productivity, morale and comfort level both positively and negatively. High employee 

productivity can be achieved by providing a physical environment that facilitates interaction, 

privacy and functionality. Adverse working conditions and inadequate equipment affects 

employee commitment and morale (Weiss,1999, cited in Tiwari, 2014). 

The organization can build and sustain employee morale by having explicit 

knowledge of what the employees expect and by implementing those desired needs and 

expectations in the workplace. This can motivate the employees to produce better products 

and services and also encourage to go to work every day (Kanimozhi and Vinothkumar, 

2018). 
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Excellent leadership qualities such as clear communication, developing trust and 

team building can boost employee morale and can help in developing long term strategies 

to maintain employee retention and performance (Ngambi, 2010). The morale(high or low) 

is influenced by many related factors of which internal and external environment plays a 

vital role. A positive work environment can energize employees, increase creativity and 

productivity (Mazin,2010, cited in Ngambi, 2010). 

Studies have shown that providing flexibility and freedom in the work environment 

such as allowing the employees to make adequate changes in their work schedule to meet 

their preference can improve the quality of output, presence on the job and the efficiency 

and effectiveness in which the work is completed ( Mathis & Jackson, 2009, cited in  

Ramakrishnan and Arokiasamy, 2019). Favourable feelings towards organization and work 

environment motivate employees to stay with the organizations (Khalil, 2013). 

Studies have shown that the biggest challenge for the organization is to create a 

work environment that the employees can embrace and that can motivate them to work 

effectively to achieve the vision of the organization (Leeder, 2014). Employees prefer 

workplace wellbeing in comparison to material benefits. Positive wellbeing is attained 

through a positive culture that cares and support one another, inspires team members and 

treats them with respect and integrity, and emphasise the meaningfulness of work (Seppälä 

and Cameron, 2015). 
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2.2.4.2 Nature of work 

The four main dimensions upon which the nature of work is mainly categorized are 

as follows: 

➢ Autonomy control-The degree of discretion or decision-making power workers have 

over how to do their jobs. 

➢ Task scope-The range of the tasks embedded in a job. 

➢ Cognitive complexity-The substantive complexity of the activity and analysis needed 

to do a job. 

➢ Interactive dimension of work- The extent to which the quality of social interactions 

is critical to job performance (The Changing Nature of Work : Implications for 

Occupational Analysis, 1999) 

 

For people to work as a team for a common purpose, it is essential to give them 

time, space and encouragement to know each other and nurture a personnel connection 

and trust (Leeder, 2014). Research has demonstrated that the employees who perceive 

their work as meaningful and in line with their ideals and standards stay committed to the 

organizations and are more productive (Wingerden and Stoep, 2018). Higher productivity 

can be achieved when employees find meaning and pleasure in their work. This can be 

achieved by giving employees authority over their work and the chance to contribute in new 

and creative ways which give them a sense of satisfaction over their accomplishments 

(Williams, 2013). Studies conducted have shown that if the work arouses curiosity, 

excitement and a sense of purpose, then it motivates the employees to perform to their 

best (McGregor and Doshi, 2018). 



29 

 

Outsourcing brings in changes to employment such change in the task performed, 

change in individual interaction while performing the work, the frequency and nature of the 

interaction and affects the benefits/compensation they receive for the work. As outsourcing 

affects the overall nature of the work carried out, it is essential to ensure that the changes 

do not affect the morale of the employees. Researchers have found that along with the 

tasks and the attitude of the individual, the change in team dynamics where outsourced 

workers are brought in, to supplement or work along with the in-house employees also 

affects the morale of the employees (Davis-Blake and Broschak, 2009). 

The study conducted by the University of Birmingham, to determine the effects of 

autonomy on employee morale and wellbeing, showed that higher the level of autonomy, 

the higher their sense of job satisfaction and wellbeing (DeMers, 2017). 

2.2.4.3 Level of satisfaction 

A satisfied, happy, efficient, dedicated and hardworking employee is the biggest 

asset of any organization (Mohajan and Datta, 2012). Hence, most of the organizations 

desire to create and maintain a satisfied workforce that will enhance the efficiency, 

effectiveness, productivity and minimize employee turnover and absenteeism leading to 

optimum worker performance (Oshagbemi, 2003, cited in Khalil, 2013). Job satisfaction is an 

emotional response which is determined by how well the outcome is achieved or if they 

exceed the expectations(Shankar, 2014). Job satisfaction has been one of the most 

important factors affecting the behaviour of employees in organizations(Sabarirajan, 2016). 

Kenny et al. (2000) state that studies have shown evidence that the current trends in 

employment conditions have adversely affected the levels of job satisfaction and has caused 

damage to the physical and mental health of employees. Compilation of survey results has 
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shown relationships between attitude and job satisfaction. Various definitions when 

combined states that job satisfaction has linkage with one's pay, work, promotion, attitude 

towards the company and relationship with fellow workers. A favourable attitude towards 

these factors can increase job satisfaction and can boost employee morale (Goetting, 2004). 

Job satisfaction is related to factors such as job characteristics, organizational justice, 

and social ties. Factors such as substantial reorganization and external economic factors can 

impact the level of job satisfaction. Employees' cognitive appraisals and affective responses 

to work experiences may lead to increases or decreases in job satisfaction (Liu et al., 2012). 

Researches have shown that employees experience satisfaction on the job when the 

task carried out is based on their ideas and opinions. Studies have shown a linkage between 

job satisfaction and employee motivation, commitment, loyalty and levels of employee 

retention and productivity (Chang, Chi and Chuang, 2009; Tarigan and Ariani, 2015). Also, 

studies have indicated a relationship between job satisfaction and workplace innovation and 

openness to experience (Park, Tseng and Kim, 2016). Researches conducted have revealed 

that stress and ambiguity at job cause dissatisfaction leading to employees quitting of jobs 

(Khalil, 2013). Aronson et al. (2005) state that a positive relationship between job 

satisfaction and job level needs to be maintained as dissatisfaction among the higher-level 

employees mostly gets reflected on the lower-level employees, resulting in economic, 

financial and morale problems within the organizations. 

2.2.4.4 Roles & Responsibilities 

Studies have shown that organizations that invest in employee development 

programmes and skills have been able to implant a sense of job responsibility within the 

employees leading to positive results such as reduced employee turnover and absenteeism, 
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enhanced teamwork, better employee commitment, and high morale leading to higher 

organizational efficiency (Jehanzeb and Mohanty, 2018). Assigning responsibilities enhances 

the employees to take challenges that lie beyond their immediate assigned tasks that inspire 

people to innovate and to solve problems proactively (Novotney, 2010). 

One of the reasons for poor performance is undefined roles and responsibilities or 

change in roles and responsibilities due to the complexity of the organizations. Although 

roles and responsibilities cannot be fully defined in all circumstances, an outline of the 

nature and elements of the roles and responsibilities should be provided to employees so 

that they have a clear understanding of what is expected from them. By doing so, 

expectations can be aligned, and collaborations and performance can be improved across 

the organization. It is essential to listen and form a relationship with people before 

constructing roles for them to ensure that it is in alignment with the strength, expectations 

and skills of team members (Promoting performance, 2019). 

Role clarity gives the employee a clear understanding of the tasks, responsibilities at 

work, whereas the lack of it causes stress and confusion. Role clarity improves trust among 

colleagues and makes them more passionate about the job leading to increased job 

satisfaction (Pijnacker, 2019). 

Work stress has been cited as one of the primary complaints among workers by the 

European Foundation and Commission. Roles are integral to work-related functions; hence 

the differing role requirements cause work stress. Studies have identified that the growing 

emphasis on organizational change, flexible work arrangements, employee empowerment 

and autonomous working conditions have been causing the change in job specifications; 

role uncertainty and work stress (Cooper and Dewe, 2004, cited in Tang and Chang, 2010). 
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2.2.4.5 Rewards and Recognitions 

Employees are one of the essential resources of an organization. Employee 

recognition has a positive impact on their morale, productivity and performance. 

Recognition can create a sense of being valued by the organization in the mind of 

employees. Theories have proved that employees work hard, when they are aware, and 

they expect that their efforts are going to be recognised and rewarded in both monetary 

and non-monetary ways (Zeb et al., 2014). However, formal recognition is a more used form 

of recognition, spontaneous recognition matters in the current work environment where 

task specifications keep changing (Nelson, 2003). 

The employer should implement recognition programmes, incentives and training 

plans for increasing the morale in the workplace. Satisfactory level of salaries and wages, as 

well as a system of rewards and recognition for higher efficiency, form the basic 

requirements for employee satisfaction (Matsaung, no date). Successful reward and 

recognition programs influence employee emotion, thinking and reinforce desirable 

behaviours and boost employee morale. It is important to understand that there is a link 

between how people are acknowledged through rewards and recognition and the effect it 

can have on employee behaviour (Gately, 2017). 

Organizations need to have an understanding about how the rewards affect the 

employee’s performance and align it accordingly so that the desired outcome is attained. 

DeBettignies states that -there is mismatch in the business world today between the 

outcome that is expected and the outcome that is rewarded. In order to avoid this 

mismatch and motivate employees, the rewards and recognitions should be in line with the 

organizational goals (LaBelle, 2005). 
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The two primary rewards are extrinsic rewards and intrinsic rewards. Extrinsic 

rewards are financial rewards such as pay raises, bonuses and benefits. These rewards used 

to play a dominant and motivational role in the early days when the work was routine and 

was carried out according to defined rules and procedures. Although the pay factor is 

essential, with the change in the work environment, roles and responsibilities; employees 

have started to be driven by day-to-day motivational factors (Thomas, 2009). 

Intrinsic rewards have a strong correlation with the current nature of work where 

employees can use their skills and expertise in tasks they undertake to accomplish the 

organizational objectives. The four intrinsic rewards that motivate the employees are Sense 

of meaningfulness, Sense of choice, Sense of competence, Sense of progress (Thomas, 

2009). Hence a well-implemented employee recognition program can impact employee 

engagement, turnover, productivity and morale. 

2.2.5 Rationale for the proposed study 

Over the years, Ireland has witnessed an increase in reliance on outsourcing in the 

financial services sector (‘Outsourcing - Findings and Issues for Discussion’, 2018).  The 

success of outsourcing depends on how the employee issue is dealt with and addressed 

during the process. Many organizations overlook employee issues in comparison to the 

benefits of outsourcing. According to Franceschini et al. (2003), employees resist 

outsourcing due to the resentment to change. Research carried out by Gilley, Greer, & 

Rasheed (2004) studied the effect of outsourcing on employee morale. 

Along with the benefits such as reduction of costs and availability to advanced 

technology and expertise, the restructuring of the team /organization causes adverse effects 

such as conflicts of employee interests resulting in low employee morale. Lower employee 
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morale causes job dissatisfaction, leading to lower productivity and higher absenteeism. 

Outsourcing can also result in high employee turnover leading to a significant cost factor for 

organizations who have to spend a lot to acquire and train new personnel ( Gilley, Greer, & 

Rasheed, 2004; Tekleab & Taylor, 2003, cited in Hiean et al., 2018). 

Researchers suggest that it is crucial to ensure factors such as expectations, fears, 

emotions and needs of impacted employees along with the financial benefits. Outsourcing 

can bring change in attitudes in the employee, which affects their morale. In contrast to 

those who fear to outsource, some employees hold a positive attitude towards outsourcing 

because they believe that the change is beneficial (Gurovits, Kraft and AG, 2011). Few 

researches have been conducted in the Irish Banking sector considering the three different 

employee categories which are- the retained employees, employees from the outsourced 

firm and employees transferred to the outsourcing firm(where applicable) as part of the 

deal. Hence this research aims to fill in that gap existing on the factors impacting the 

aforesaid employee categories due to IT outsourcing in the banking sector. 
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3. METHODOLOGY 

3.1 Introduction 

According to Walliman and Walliman( 2011, p.7), research can be defined as “an 

activity that involves finding out, in a more or less systematic way, things you did not know”. 

The methodology can be defined as the framework used to conduct the research or the 

principles upon which the research is based (Brown, 2006,cited in Jackson, 2011). 

The methodology section describes what and how the author carried out the 

research. This section gives details about the type of the research conducted, how the data 

was collected and analysed, the different tools and techniques used in analysing the data 

and the rationale for choosing the methods (McCombes, 2019). This chapter gives an 

overview of the different research methods, approaches and designs and highlights those 

used for the study. It also justifies why that approach and design was used along with the 

ethical considerations related to the study ( Jackson, 2011). 
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3.2 Research Onion 

 

Figure 5: The research onion 

The concept of research onion helps the researcher understand the process of the 

research. The main layers of research onion are research philosophy, research approaches, 

strategy, choices, time horizon, techniques and methods of data collection (Saunders, Lewis 

and Thornhill, 2016, pg 124). A detailed explanation of each of the layers and the 

justification for choosing the particular approach/method has been provided below. 

3.3 Research Philosophy 

Research philosophy is an integral part of the research methodology that refers to 

the beliefs and assumptions used in the development of the knowledge. It includes 

assumptions about human knowledge, the encounters during the research and how they 
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influence the research. These assumptions can help in understanding the research 

questions, the methods to be used and how to interpret the findings (Saunders, Lewis and 

Thornhill, 2016, pg 125). The five main research philosophies are positivism, critical realism, 

interpretivism, postmodernism and pragmatism. 

Positivism refers to the importance of what is given. It focuses on scientific methods 

to produce data and facts based on human interpretations. Critical realism comprises of two 

stages -in the first stage, the sensation is carried out to experience the object or people or 

event and the second stage comprises of the mental processing of the sensations. 

Interpretivism research creates new understandings and interpretation using humans in 

comparison to physical phenomenon. Postmodernism uses language and power relations to 

question the accepted ways of thinking and project alternative views. Pragmatism research 

starts with a problem and aims to contribute solutions with the study of concepts (Saunders, 

Lewis and Thornhill, 2016, pg 140). The pragmatism approach seems to be the most suitable 

research philosophy for this research as this approach uses theories, concepts and research 

findings to address the research problem and provide practical solutions. The most 

appropriate method of data collection for pragmatism approach is the mixed method. This 

research uses both qualitative method(interviews) and quantitative method (survey) for 

data collection. The main criticism of the pragmatism approach is that it focuses on practical 

results and ignores philosophy and theory (McCready,2010; cited in Nowell, 2015). 

3.4 Approach to Theory Development 

The theoretical framework is the structure that supports the theory used in the 

research process. The theories help in explaining, predicting and understanding the 
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phenomena and; to challenge and extend existing knowledge (Labaree, no date c ). The 

three main approaches for theory development are deduction, abduction and induction. 

Deduction approach is based on an existing strategy. It is carried out by formulating a 

hypothesis based on the existing strategy, data is collected to test the hypothesis, and is 

then analysed. Induction approach uses observation to develop a theory (Streefkerk, 

2019).In the induction method, the researcher begins with the collection of data and then 

look for patterns in the data to develop a theory to explain the patterns (DeCarlo, 2018). 

Abduction approach uses an incomplete set of observations to make the most likely 

interference. The method does not use theory to collect data or collect data to develop a 

theory; rather, it uses a mix of both the methods-deductive and inductive (Dudovskiy, no 

date a). 

Deduction approach seems to be the most suitable approach to theory development 

for this study as various researches have been conducted on outsourcing, and the factors 

impacting employee morale. The study is based on the existing frameworks related to 

employee morale. From the interviews and the surveys, a clearer understanding of the 

factors impacting employee morale will be obtained, and analysis can be drawn in relation 

to the existing researches. The main drawback of this approach is that the conclusions will 

be accurate or precise only if the study/the premises is based on the existing theory 

(Rondberg, no date). 

3.5 Research Design 

The research design refers to the overall strategy of the research. It provides a 

framework for the study with details about the research approach and how the information 
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for the study would be gathered (Sileyew, 2019). It is a blueprint that guides the process of 

research from the formulation of the research questions and hypotheses to reporting the 

research findings (Labaree, no date d). The research design can be divided into three types- 

Explanatory, Exploratory and Descriptive. 

Explanatory research aims to build theories that explain and predict natural and 

social events. The main objective of explanatory research is to explain why some 

phenomenon occurred, interpreting a cause and effect relationship between two or more 

variables and explaining differences in two or more group responses (McNabb, 2002). 

Exploratory research is conducted when the researcher has no past data or study a problem 

that has not been clearly defined yet. It serves as a tool for initial research that provides a 

theoretical idea of the research problem and helps the researcher to develop a better 

understanding of the problem (Dudovskiy, no date c).In Descriptive research, the researcher 

tries to explore and explain what is happening in more detail, filling in the missing parts and 

expanding the understanding (Kowalczyk, no date). The explanatory research seems 

appropriate for the proposed study as the research is being conducted to identify key 

variables impacting the employee morale due to IT outsourcing. By using this approach, the 

key variables impacting the different categories of employees can be identified and the 

effect of these variables on employee morale can be analysed. The disadvantages of the 

explanatory design are that coincidence in events may be perceived as cause and effect 

relationship ,and that in certain cases it is difficult to identify which variable is the cause and 

which variable is the impacted one (Dudovskiy, no date b). 
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3.6 Research Strategy 

A research strategy is a plan that helps in achieving the research goals. It acts as a 

methodological link between the philosophy and the choice of methods for data collection 

and analysis (Saunders, Lewis and Thornhill, 2016, pg 177 ). The two main types of research 

strategies are quantitative and qualitative. Quantitative research deals with data that are 

numerical or can be converted to numbers. It is carried out by collecting data using polls, 

questionnaire and surveys; and the results are converted to numerical data to make 

predictions and conduct analysis (Labaree, no date ). Qualitative research aims to collect 

and analyse non-numerical data and interpret the response of the targeted population to 

the specific objectives of the research (Crossman, 2020). 

For this research, a mixed-method (quantitative and qualitative approach) has been 

used. The mixed-method helps to validate the findings of the research using both 

quantitative and qualitative sources, use the qualitative data to investigate the quantitative 

findings and develop the survey questions (Wisdom and Creswell, 2013). The main 

limitations of the mixed methods are that the research design can be very complex, the 

research might require more resources and time; and that there could arise discrepancies 

from the interpretation of findings that can be difficult to resolve (Mixed methods research, 

no date). 

Both the interviews and surveys were conducted taking into consideration the key 

variables (something that the researcher is trying to measure) that are: work environment, 

nature of work, level of satisfaction, roles and responsibilities; and rewards and recognition. 

These variables are called the dependent variable, as these are the variables that are being 

studied and measured in the study. The dependent variables depend on other factors and 
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are expected to change as a result of experimental manipulations. The independent 

variables are the ones the researcher changes or controls and is presumed to have a direct 

effect on the dependent variable. The independent variables for the study are sex, age, 

organization name and the category to which they belong (Labaree, no date a; Sarikas, 

2020). 

To gain an in-depth knowledge of the factors impacting employee morale, two email 

interviews with employees belonging to the IT department in the Irish Banking Sector was 

conducted. One of the participants was an outsourced employee, and the other participant 

was an employee transferred to the outsourcing firm as part of the deal. The information 

gained from the interviews gave a strong base in preparing the questionnaires. Surveys 

were then conducted using IT employees from 3 different banks in Ireland using the key 

variables that would impact employee morale due to outsourcing. The surveys contained a 

mix of  Likert scale questions as well as open-ended questions. The mixed methodology 

helped in drawing up analysis and conclusions from both the email interviews and surveys. 

3.7 Research Schedule 

To complete the research project on time, it is essential to pin it down a realistic and 

achievable timescale. To determine the overall time / the minimum time required to 

complete the project, it is necessary to know how long each part of the project will take to 

complete and whether tasks can be done simultaneously.  Different diagrammatic format 

such as Gant Charts, Network diagrams, Critical Path Analysis etc.  can be used to present 

the research schedule. The researcher has used the Gant Chart to represent the research 

schedule (Appendix E). 
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A Gantt chart shows each activity in the project as a time-bounded line or bar, 

providing the reader with information briefly of time taken for the activity and the order in 

which the tasks are completed. Having a schedule plan helps to monitor the progress, 

prompt the researcher to take action when time slips happen, identify if any activities 

require longer /shorter time frame than planned and help the researcher stay on track 

(Pickton, M.,2013). 

3.8 Time horizons 

Time horizons refer to the time frame for the research. The two main time horizons 

are cross-sectional and longitudinal. Cross-sectional research uses a phenomenon or a 

population at one specific point of time. The participants are selected using a 

predetermined criterion based on the variables that are used in the research. Longitudinal 

research involves data gathering repetitively over an extended period. It requires more 

resources and cost compared to the cross-sectional research (longitudinal-and-cross-

sectional-research, no date). 

This research uses a cross-sectional phenomenon. The population used for the 

research belongs to a defined criterion- IT employees of three different categories-retained 

employees, employees from the outsourced firm and the employees transferred to the 

outsourcing firm as part of the deal where applicable in the Irish Banking sector. The data 

was collected and analysed at one specific point of time within the time frame of the 

research study. The limitations of the phenomenon are that it cannot be used to analyse 

behaviour over a period, its open to bias, it does not help determine the cause and effect, 



43 

 

and it cannot be used to get a time lined research (‘What is a cross-sectional study? – 

Definition with examples’, 2018). 

3.9 Participants 

Sampling is the process of selecting several individuals of a population for the 

purpose of making observations and statistical interferences. It is carried out in such a way 

that the individuals represent the characteristics, properties and variations of the larger 

group from which they were selected. A representative sample from an entire population is 

chosen for the study due to the feasibility and cost constraints. The first step in a sampling 

process is defining the target population (Chapter 8 Sampling | Research Methods for the 

Social Sciences, no date; Roberts, 2004). The main disadvantages of sampling are that the 

method is judgemental -it depends on the mindset of the participants, improper selection of 

sampling process could cause invalid data and selecting an appropriate sample size is not 

always an easy task (Devkota, no date). 

A population can be defined as the entire group of people or items with the 

characteristics that one wishes to study. The population comprises of individuals that pose 

one or more characteristics from which data can be gathered or analysed (‘In research size 

matters – when it comes to sampling selection’, 2012). 

This research focuses on three main categories of employees- retained employees, 

employees from the outsourced firm and the employees transferred to the outsourcing firm 

as part of the deal (where applicable). The three different categories have been chosen to 

gain a clear understanding of the factors affecting each category of employees as the 

organizations now comprise of a mix of categories of employees due to outsourcing. The 
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employees will be chosen from the IT Department of three different banks in Ireland. The 

category of employees transferred to the outsourcing firm as part of the deal may not be 

present in all the chosen banks. 

Two email interviews were conducted-one with an outsourced employee, and the 

other with an employee transferred to the outsourcing firm as part of the deal. The contacts 

for the email interviews were attained through personal connections, and the email 

interviews were conducted using personal email ids. For the survey, 10-12 participants from 

each of the three different banks in Ireland belonging to the different categories were 

chosen, which were also acquired through personnel connections. Participants belonging to 

different age group, gender,  and designation were chosen for conducting the survey. To 

recruit participants for the survey, personal contacts working in different banks in Ireland 

were used, who explained to their colleagues about the research topic. Once the 

participants agreed to participate voluntarily, the link to complete the Google form survey 

was sent. 

3.10 Data Collection/Materials 

Data collection is the process of collecting and measuring information on variables of 

interest, in a systematic manner from all relevant sources that enables one to answer the 

stated research questions, test hypotheses and evaluate outcomes (Data Collection, no 

date). 

The two main categories of data collection are secondary methods and primary 

methods. The secondary methods involve collecting data from books, newspapers, 

magazines, journals and online portals. The primary method of data collection involves 
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collecting data through quantitative and qualitative methods (‘Data Collection Methods’, no 

date). 

For conducting this research, both quantitative and qualitative methods have been 

used. In the qualitative method, email interviews were carried out. Open-ended questions, 

along with the ethics information sheet, were sent to the participants. The interview 

covered questions relating to outsourcing and the key variables used in the study. The 

interviews were conducted through email due to the COVID-19 pandemic. Only two email 

interviews were conducted as the primary purpose of collecting data through interviews 

was to gain a better understanding for formulating the survey questions. 

The questions used in the study for conducting the interviews and the survey were 

developed by the researcher. To ensure the validity of the questionnaire, carefully review of 

the literature was conducted, and an understanding of the existing theoretical frameworks 

and pragmatic studies were also gained . Based on the data assimilated from the process, 

the questionnaire was generated to conceptualize the key variables, along with-it measures 

were taken to ensure that the questions were both neutral and easily understandable. 

Along with validity, the reliability of the questionnaire is also important. Reliability is 

the extent to which the questionnaire, test or observation produces similar results when the 

process is repeated over time. The most suitable approach to ensure the reliability of this 

research questionnaire would be by conducting a Test-Retest correlation. This would involve 

asking the same respondents to participate in the survey at a later point in time and 

comparing the results. There is a certain degree of uncertainty that the responses would be 

similar, as responses could be based on various factors at a given point of time. Hence the 

reliability of the analysis and the conclusion drawn in the research is based upon the 
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responses received for the questionnaire from the respondents at a specific time frame and 

circumstances (Bolarinwa, 2016). 

For the survey, the questionnaire was designed using Likert scales to measure each 

of the variables identified in the study. Likert scale are examples of Psychometrics 

techniques that are  developed, introduced and refined in order to meet the quantification 

of traits like ability, perceptions, qualities and outlook. The participants are asked to show 

their level of agreement with the given statement (items) on a metric scale (Joshi et al., 

2015). The Likert scale has been used for the study as the structure of the scale can be 

embedded into the aim of the research, which was to identify the factors impacting 

employee morale due to IT outsourcing in the Irish Banking Sector. The study used a 

Symmetric Likert scale which positions the items(key variables) neutrally between two 

extremes. Another reason for choosing the Likert scale is that it provides quantitative data 

with a degree of opinion which are easier to analyse (McLeod, 2019). 

In the survey, the first three questions related to the outsourcing process - whether 

it was communicated efficiently, whether management showed commitment in the 

restructured team and was the support provided to the employees during the transition. 

Participants were asked to rate these questions using a 5-point Likert scale (Strongly Agree-

Agree- Neutral-Disagree- Strongly Disagree). 

The other nine questions were presented in sequential order with questions relating 

to the key variables(work environment, level of satisfaction, nature of work, roles and 

responsibilities; and rewards and recognition) and with questions interconnecting the key 

variables. Participants were asked to rate these questions using a 5 Point Likert 

Scale(Extremely Satisfied-Quite Satisfied-Moderately Satisfied-Slightly Satisfied-Not at all 



47 

 

Satisfied and Never-Rarely-Sometimes-Often-Always ), of how each of the factors impacted 

them. To get in-depth information from the participants,  two open-ended questions were 

presented as concluding questions –(1) what they think could have been done differently or 

in a better way during the outsourcing process and (2) are there other key factors that have 

impacted the morale which was not considered in the questionnaire and if so, to what level. 

The demographics part contained information relating to Age, Sex, Name of the 

Organization, Designation and Category to which they belong(retained employees,  

employees from the outsourced firm or employees transferred to the outsourced firm as 

part of the deal where applicable). The link for the survey was sent to the employees who 

showed interest in taking part in the study, along with the information sheet and the 

consent form. 

3.11 Procedures 

Research Procedures are a series of actions or steps that are performed to collect, 

organize, transform, integrate, and extract data in an appropriate manner form for the use 

of study. The methods of how data was processed must be documented to ensure the 

integrity of the data (Neerut, no date). 

For data collection, both interviews and surveys were conducted. The interviews 

were conducted through emails due to the COVID-19 Pandemic. The participants for the 

interview were first contacted through telephone, and then the interview questions along 

with the information sheet and consent form (Appendix A and B) were sent across to the 

email ids provided by them. The participants acknowledged the receipt of the document 

and enquired regarding the depth of information that they need to provide for the interview 
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questions. The participants were not given any specific timeframes; the responses were 

received within 3-4 days. 

For the survey, participants were acquired through personnel connections working in 

three different Irish banks. Google forms were used to create an online survey 

questionnaire. To ensure the questionnaire would provide an accurate response for the 

study, a trial was carried out among few personal contacts before sending it out to the 

entire population of the study. Once the responses for those were received, the survey 

questionnaires were finalized, and the final version of the questionnaire was sent to the 

participants using digital personnel platforms and others using personnel email ids.  The 

purpose of the survey and any related queries regarding the same were answered before 

the link of the survey was sent across to the participants.  The participants were allowed to 

complete the survey at their own pace and convenience. The responses from all the 

participants of the survey were received within one-two weeks’ time frame. 

3.12 Ethical Considerations 

 Ethics are a critical aspect of the success of any research project. The protection 

of human participants rights through the application of appropriate ethical principles is vital 

in all research study (Saunders, Lewis and Thornhill, 2016, pg 220). An information sheet 

and consent form (appendix) was sent via email to the employees of the different banks 

that showed interest in taking part in the survey. Before sending the interview questions, 

signed consent forms from the employees was obtained to ensure that they have 

understood the information and is voluntarily willing to take part in the process.  To ensure 

the anonymity of the data, software platform that has features for disabling, email tracking 
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was used in collecting responses from the survey. The survey did collect information 

regarding the name of the organization that the participants were employed. The 

participants were reassured that the information pertaining to the organization name would 

be de-identified during the data processing stage and that the information would only be 

used for academic purpose. 

 The participants were also informed that the data collected through interviews 

and questionnaire would be stored electronically under password protection and that the 

password would be shared only among the research team members. They were also 

ensured that if after graduating, the transcripts and data files were retained for a specific 

period, it would be in accordance with the guidelines of the Dublin Business School and that 

it will remain under password protection. There was no conflict of interest to declare as 

neither the researcher nor anyone associated with the researcher had any financial or non-

financial stake in the outcomes of the project. 
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4. DATA ANALYSIS 

Qualitative data helps the researcher to examine, compare, contrast and interpret 

the data into meaningful patterns or themes. The data is analysed and synthesised 

depending upon the objectives of the project or based upon how the evaluation questions 

are being answered. The frequency distribution of responses for the specific variables helps 

in structuring the discussion and analysing the findings (Part II: Chapter 4: Analyzing 

Quantitative Data, no date). 

Thematic analysis is widely used in qualitative research. According to Braun and 

Clarke (2006), thematic analysis is used for identifying, analysing, organizing, describing, and 

reporting themes found within a data set that can produce reliable and insightful findings. 

As thematic analysis is a flexible approach and helps gain insight into people’s experience, 

opinion and feelings, the researcher has used it for analysing the data from the email 

interviews. The limitations of the thematic analysis are that the flexibility of the analysis 

could lead to inconsistency and lack of coherence when developing themes from the 

research data; and a simple thematic analysis does not give a substantial literature over the 

other methods of qualitative data analysis for the researcher to conduct a rigorous analysis 

(Nowell et al., 2017). 

To frame the questions for the survey appropriately and to acquire best results, two 

email interviews were conducted using the personal email ids provided by the participants. 

One of the participants was an employee from the outsourced organization (R1-Project 

Manager) and the second participant was an employee who was transferred to the 

outsourcing organization as part of the deal (R2- Group Project Manager). The data from 

the interviews are analysed below in a tabular format under specific themes. 
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Table 1-Thematic Analysis of the Email Interviews 

Themes Responses Conclusion 

Outsourcing R1: “No direct communication was 
carried out to the employees. The 
process was handled at the 
management level.’’ 
 
R2: “Was involved in the 
preparations of outsourcing and the 
selection of employees for 
outsourcing. The transfer to the 
outsourcing organization was 
informed in due time as  I was the 
Senior Manager. There were mixed 
responses from employees in the 
way the information about 
outsourcing was communicated.’’ 

For outsourcing employees, 
there were no formal means 
of communication. 
 
In the case of the bank, the 
higher Management was 
more involved in the 
process of outsourcing. The 
negative impact on the bank 
employees was due to the 
inexperience of the bank in 
carrying out the process. 

Management 
Investment 

R1: “Management was invested in 
success. However, it took some 
time to build the trust on the new 
partners and the Management 
initially expected the outsourced 
company to take up more 
responsibility.’’ 
 
R2: “I do believe that Management 
was invested in the success of the 
restructured team as the success of 
the account, and peoples’ jobs 
depend on it. However, I think 
transferred staff are still looked at 
differently in the organisation at all 
levels and are not as integrated as 
others.’’ 

Both the employees agreed 
that the management 
seems invested in the 
restructured team, but the 
inexperience of the 
organization with 
outsourcing created issues. 
Lack of team building 
sessions and lack of 
integration were few of the 
issues faced by the 
employees. 

Nature of work R1: “Satisfied with the nature of the 
work as it involves both technical 
and managerial duties. ’’ 
 
R2: “Not fully satisfied as the nature 
of work involved more people 
management (issue and 
relationship management) 
compared to technical duties. The 
other transferred employees faced 

The nature of work had 
impacts on the employees 
transferred to the 
outsourcing firm in 
comparison with the 
outsourced employee. 
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challenges in the new work 
environment.’’ 

Promotions and 
Career Development 

R1: “ The opportunities for 
promotions and career 
development are limited as 
retained employees are given 
priority for higher management 
roles. It also depends on the growth 
of the outsourcing firm within the 
bank.’’ 
 
R2: “The opportunities for 
promotions are limited as the 
higher management roles are 
mostly for the retained employees 
of the organization.’’ 

The growth of outsourced 
employees and employees 
transferred to the 
outsourcing firm is limited 
as the retained employees 
are given priority during 
promotions. 

Roles and 
Responsibilities 

R1: “ The job does not fully utilize 
the skills and abilities. Outsourced 
employees are not involved in the 
decision-making process.’’ 
 
R2: “ The new roles do not utilise 
my technical expertise fully. The 
role has helped in gaining valuable 
experience in leading and managing 
outsourcing.’’ 

The employees feel that 
their skills and abilities are 
not fully utilised in their 
current roles. 

Productivity and 
Absenteeism 

R1: “Being an employee from the 
outsourced firm, I do not have an 
exact measure on the productivity 
earlier. But based on my 
conversations with the 
management, the productivity has 
remained stable after the initial 
onboarding duration.’’ 
 
R2: “There was no objective 
measure of productivity before or 
after the outsource. The 
performance of the different teams 
varied, but the overall productivity 
was similar across the teams.  
However, the changed ways of 
working made it hard to assess. Few 
outsourced staffs were not happy, 
and it did affect their approach to 

The overall productivity of 
the teams seems 
unaffected, but outsourcing 
did result in absenteeism. 
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work. Some of them quit their jobs 
too.‘’ 

Recognition R1: “The Management values the 
contribution and considers us an 
integral part of the team. However, 
the outsourced partners are not 
part of the new decision-making 
process usually and are utilized at 
the execution phase only. This 
sometimes gives a lack of complete 
involvement.’’ 
 
R2: “My system knowledge and 
strong relationships with the client 
were valued for three years. Those 
three years were the most 
challenging of my career, and I 
worked very hard at that time.’’ 

Management has valued the 
contributions of both the 
categories of the 
employees. 

Work environment R1: “The challenges and level of 
trust from the management 
provides good satisfaction in the 
current work environment. To 
manage both the responsibilities of 
the client (bank) and company, the 
time had to be sacrificed from 
personal life.’’ 
 
R2: “ I am satisfied with the current 
role as  I can use my technical skill 
now. The initial period of 
outsourcing was challenging,  and it 
had a negative impact on my work-
life balance.’’ 

The employees seem to be 
satisfied with the work 
environment, although at 
times they do find 
difficulties in striking a 
balance between the work 
and personal life. 
 

Job Security R1: “I do have some concerns as 
outsourcing is always fixed time 
contract and after the period, the 
organisation can always choose to 
select another partner.’’ 
 
R2: “I do have some concerns on 
job security. I feel that there are 
limited opportunities in the 
organisation for someone with my 
age and skill profile  outside of the 
current client.’’ 

Both the employees stated 
some insecurities about 
their job as they belong to 
the outsourcing firm, and 
clients do switch 
outsourcing partners with 
the changing demands. 
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5.RESULTS AND DISCUSSIONS 

5.1 Results 

This section aims to analyse the primary data collected from the surveys using 

Google forms. The data collected through responses have been presented as descriptive 

statistics. Descriptive statistics describe the data in a graphical representation, summarizing 

the sample chosen for the research(Trochim, 2020). 

5.1.1 Demographics 

1. Gender : 

The first question in the demographic questionnaire was to determine the gender of 

the participants. As shown below, among the participants, 79% were males, only 21% were 

females. An option “Prefer not to say” was also included in the question regarding the 

gender of the participants for the confidentiality of the participants who do not want to 

share this information. 

 

Figure 6: Gender of survey participants 

21%

79%

0

male female prefer not to say
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2. Employee Category : 

The last question in the demographic questionnaire determined the total of different 

categories of the participants from the three different organizations. As shown below, 

among the participants, 47% were employees from the outsourced partner, 38% were 

employee retained by the organization, and 15% were employee transferred to the 

outsourcing partner. 

 

Figure 7: Employee category of survey participants 

 

Survey Questionnaires 

 The survey questions comprised of questions relating to the process of outsourcing 

and the key variables impacting employee morale. 

 

 

 

47%

38%

15%

An employee from the outsourced partner

An employee retained by the organisation

An employee transferred to the outsourcing partner
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5.1.2 Questions Related to outsourcing 

1. Was the outsourcing process communicated efficiently? 

 

Figure 8: Survey results of Question 1- Organisation A 

 

 

Figure 9: Survey results of Question 1- Organisation B 
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Figure 10: Survey results of Question 1- Organisation C 

From the above charts, it is evident that irrespective of the category of the 

employees and the different organizations they belong to; most of the employees felt that 

the process of outsourcing was communicated efficiently. 

2. Do you believe that adequate support was provided to employees during the 

process of outsourcing? 

 

Figure 11: Survey results of Question 2- Organisation A 
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Figure 12: Survey results of Question 2- Organisation B 

 

 

Figure 13: Survey results of Question 2- Organisation C 

The above chart depicts that most of the respondents from different organizations, 

irrespective of their employee category believe that adequate support was provided to 

employees during the process of outsourcing. 
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3. Did the management seem invested/committed in the success of the 

restructured team? 

 

Figure 14: Survey results of Question 3- Organisation A 

 

 

Figure 15: Survey results of Question 3- Organisation B 
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Figure 16: Survey results of Question 3- Organisation C 

 

By looking into the above charts, it can be observed that majority of the respondents 

of the survey from different organizations and employee category agreed that the 

management seems invested/committed in the success of the restructured team.60% of 

retained employees from Organization A and 50% of retained employees from 

Organization B felt that the management’s investment/commitment in success of the 

restructured team as neutral. 
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5.1.3 Questions related to the Key Variables impacting employee morale 

4. Do you feel there are adequate opportunities for promotions and career 

development? 

 

Figure 17: Survey results of Question 4- Organisation A 

 

 

Figure 18: Survey results of Question 4- Organisation B 
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Figure 19: Survey results of Question 4- Organisation C 

 

Analysing the charts using the responses from the different categories of employees 

in three different organizations, it can be inferred that the opportunities for promotions and 

career development are mainly for the retained employees, irrespective of the organization. 

It is also clear that the Employees transferred to the outsourcing firm in Organization A and 

B feels that the opportunities for promotions and career development are lesser for them in 

comparison with the employee from the outsourced partner. 
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5. Does your current work environment help strike a balance between personal and 

professional life? 

 

Figure 20: Survey results of Question 5- Organisation A 

 

 

Figure 21: Survey results of Question 5- Organisation B 

 



64 

 

 

Figure 22: Survey results of Question 5- Organisation C 

 

From the above charts, it can be observed that majority of the respondents of the 

survey from different organizations and employee category agree that the current work 

environment helps strike a balance between personal and professional life. However, the 

transferred employees of Organization B state that the balance between personal and 

professional life in the current environment as neutral. 
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6. Do you believe your roles and responsibilities are in alignment with your skills 

and abilities after outsourcing? 

 

Figure 23: Survey results of Question 6- Organisation A 

 

 

Figure 24: Survey results of Question 6- Organisation B 
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Figure 25: Survey results of Question 6- Organisation C 

 

From the results in the charts, it can be inferred that the employees of different 

categories in the three organization except the employees transferred to the outsourcing 

partner of Organization A believe that roles and responsibilities are in alignment with their 

skills and abilities after outsourcing. 66.67% of employees transferred to the outsourcing 

partner of Organization A believe that after outsourcing their roles and responsibilities are 

not in alignment with their skills and abilities. 
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7. Has outsourcing altered your job engagement and productivity? 

 

Figure 26: Survey results of Question 7- Organisation A 

 

 

Figure 27: Survey results of Question 7- Organisation B 
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Figure 28: Survey results of Question 7- Organisation C 

 

Analysing the charts, it can be seen that the responses have been varied depending 

upon the organization. In Organization A, majority of the employees retained by the 

organization and the employees transferred to the outsourcing partner; and 50% of 

employees from the outsourced partner responded stating that outsourcing has rarely 

altered their job engagement and productivity. In Organization B,80% of employees from 

the outsourced partner and; 50% of both the employees retained by the organization and 

the employees transferred to the outsourcing partner responded stating that outsourcing 

has never altered their job engagement and productivity. Whereas, in Organization C,43% of 

employees from the outsourced partner states that outsourcing has never altered their job 

engagement and productivity, while 75% of employee retained by the organization states 

that outsourcing has rarely altered their job engagement and productivity. 
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8. Has your decision-making power to perform the tasks changed after outsourcing? 

 

Figure 20: Survey results of Question 8- Organisation A 

 

 

Figure 30: Survey results of Question 8- Organisation B 
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Figure 31: Survey results of Question 8- Organisation C 

 

From the charts, it can be seen that the responses have been varied depending upon 

the organization. In Organization A, majority of the employees from the outsourced partner 

and the employees transferred to the outsourcing partner; and 40% of employees retained 

by the organization responded stating that outsourcing has sometimes affected the 

decision-making power to perform the tasks. In Organization B,50% of both the employees 

retained by the organization and employees transferred to the outsourcing partner states 

that outsourcing has rarely affected the decision-making power to perform the tasks; 

whereas 40% of employees from the outsourced firm states that outsourcing has never 

affected the decision-making power to perform the tasks.  In Organization C,50% of 

employees from the outsourced partner and employee retained by the organization states 

that outsourcing has never affected the decision-making power to perform the tasks. 
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9. Are you satisfied with the social interactions and relations between the team 

members? 

 

Figure 32: Survey results of Question 9- Organisation A 

 

 

Figure 33: Survey results of Question 9- Organisation B 
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Figure 34: Survey results of Question 9- Organisation C 

 

From the charts, it can be seen that the responses have been varied depending upon 

the organization. In Organization A, majority of the employee from the outsourced partner 

and employees transferred to the outsourcing partner; and 40% of employees retained by 

the organization were quite satisfied with the social interactions and relations between 

the team members. In Organization B, the majority of the employees from the outsourced 

partner and 50% of employees retained by the organization is extremely satisfied with the 

social interactions and relations between the team member. In contrast, half of the 

employees are quite satisfied, and the other half are moderately satisfied. In Organization 

C,57% of the employee from the outsourced partner were moderately satisfied, whereas 

50% of employees retained by the organization were extremely satisfied. 
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10. Are you satisfied with the scope and functionality of the tasks assigned to you 

after outsourcing? 

 

Figure 35: Survey results of Question 10- Organisation A 

 

 

Figure 36: Survey results of Question 10- Organisation B 
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Figure 37: Survey results of Question 10- Organisation C 

 

From the results in the charts, it can be inferred that the employees of different 

categories in the three organization except the employees transferred to the outsourcing 

partner of Organization A were quite satisfied with the scope and functionality of the tasks 

assigned to them after outsourcing. The employees transferred to the outsourcing partner 

of Organization A have mixed opinions ranging from quite satisfied to slightly satisfied. 
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11. Are you satisfied with the feedback and recognition you receive for your work? 

 

Figure 38: Survey results of Question 11- Organisation A 

 

 

Figure 39: Survey results of Question 11- Organisation B 
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Figure 40: Survey results of Question 11- Organisation C 

 

Looking at the charts, it is evident that the responses are varied depending upon the 

organization. In Organization A, many of the employees from the outsourced partner and 

the employee retained by the organization are moderately satisfied with the feedback and 

recognition that they receive for their work. In contrast, the employees transferred to the 

outsourcing partner has expressed mixed opinions varying from quite satisfied to slightly 

satisfied.  In Organization B,  50% of employees retained by the organization and 

employees transferred to the outsourcing partner along with 40% of employees from the 

outsourced partner were quite satisfied with the feedback and recognition that they 

receive for their work. In Organization C, 50 % of the employee retained by the 

organization and 43% of employees from the outsourced partner were quite satisfied. 

Also, another 43 % of the employees from the outsourced partner were extremely 

satisfied with the feedback and recognition that they receive for their work. 
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12. Are you satisfied with the financial incentives, and do you believe it is in line with 

your job functionality? 

 

Figure 41: Survey results of Question 12- Organisation A 

 

 

Figure 42: Survey results of Question 12- Organisation B 
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Figure 43: Survey results of Question 12- Organisation C 

 

Analysing the charts, it is clear that the responses were mixed depending upon the 

organization. In Organization A, most of the employees from the outsourced partner and 

those transferred to the outsourcing partner were moderately satisfied. In contrast, 80% of 

the employees retained by the organization were quite satisfied with the financial 

incentives, and they did believe that it was in line with their job functionality. In 

Organization B,50% of the employees retained by the organization, and all the employees 

transferred to the outsourcing partner were moderately satisfied with the financial 

incentives. In comparison, 60% of the employees from the outsourced partner were only 

slightly satisfied with the financial incentives. In Organization C,75% of the employees 

retained by the organization were quite satisfied, whereas 43% of employees from the 

outsourced partner were only slightly satisfied with the financial incentives. 
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13. What do you think could have been done differently during the outsourcing 

process, if there were any? 

From the above charts, it is evident that most of the employees were satisfied with 

the outsourcing process.  The below table enlists the responses of the employees belonging 

to different categories and organizations that faced issues during the process of outsourcing 

concerning communication, training and sense of belonging. 

 

Table 2-Survey Responses of Question 13-Organization A 

Employee Category Conclusion from Responses 

An employee transferred to the 
outsourcing partner 
 
 

The transferred employees felt that the 
outsourcing organization should have 
communicated the process more efficiently 
by involving the employees in the process 
and educating them about the internal 
processes of the organization. Some 
employees also felt that they were treated 
differently depending on the manager that 
they report to. These have led to ill-feeling 
on both sides. 

An employee from the outsourced partner 
 

The employees felt that there should have 
been more team building sessions and 
social interactions to bring the group closer. 
Also, transparency towards the type of 
work, career growth etc. should have been 
detailed during the process. 

An employee retained by the organisation 
 

The employees felt that there should have 
been better communication and better 
team bonding sessions 

 

Table 3-Survey Responses of Question 13-Organization B 

Employee Category Conclusion from Responses 
An employee transferred to the 
outsourcing partner 
 

Employees stated that there were rumours 
about outsourcing to happen, but no 
proper communication was given 
explaining the future plan. This led to 
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unrest and dissatisfied employee, along 
with some employees quitting their jobs. 

An employee from the outsourced partner 
 

The employees felt that there should have 
been better communication regarding the 
role changes and promotions. 

An employee retained by the organisation 
 

The employees felt that there should have 
been more training and information 
regarding the duration of employees’ 
involvement in the outsourced project. It 
should have been communicated to gain 
commitment towards the process. 

 

Table 4-Survey Responses of Question 13-Organization C 

Employee Category Conclusion from Responses 

An employee from the outsourced partner 
 

Employees felt that proper training should 
have been given to the employees on a 
timely basis to ensure that they are aware 
of the process and expectations of the 
client. 

 
 

14. Are there other factors that have impacted your work life due to outsourcing, if 

so to what level? 

This question allowed the participants to state the key variables that impacted their 

morale due to outsourcing, other than the key variables which were included in the survey 

questions. The conclusions drawn from the responses have been listed below: 

 

Table 5-Survey Responses of Question 14-Organization A 

Employee Category Conclusion from Responses 

An employee transferred to the 
outsourcing partner 
 

Change in role and job specifications  and 
the feeling that they were not treated the 
same as employees of the client did affect 
the morale 

An employee from the outsourced partner 
 

Factors such as work-life balance, 
technology-enablement, financial health 
were affected. 
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An employee retained by the organisation 
 

Job insecurity and the cultural difference 
between the organization and the 
outsourced organization did impact some 
employees. Few employees felt that 
outsourcing provided opportunities in new 
roles 

 

Table 6-Survey Responses of Question 14-Organization B 

Employee Category Conclusion from Responses 

An employee transferred to the 
outsourcing partner 
 

Due to half the team working offshore, 
there was a gap in interactions and 
communications; as a result, the morale of 
the team was affected. 
Due to anxiety and uncertainty, employees 
could do not always perform to the best of 
their abilities. 

An employee retained by the organisation 
 

Some employees felt that outsourcing 
brought in opportunities to grow, upskill 
and provided more exposure; whereas 
others felt that it caused work pressure. 

An employee from the outsourced partner 
 

The working style differences did affect 
work-life. 
 

 

Table 7-Survey Responses of Question 14-Organization C 

Employee Category Conclusion to Responses 

An employee from the outsourced partner 
 

The employee felt that lack of uncertainty 
on the duration of the assignment did 
affect the morale. 

An employee retained by the organisation 
 

Change in roles and responsibilities and job 
security affected the morale 
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5.2 Discussions 

The discussion section is written in a focused manner to answer the research 

question stated in the introduction section. This section is considered harder to define as 

compared to the other sections of the research paper, as it requires orderly and simple 

logical thinking, reflection and critical appraisal (Bavdekar, 2015). The section will provide a 

detailed discussion based on the data collected and analysed in the results section from the 

survey and email interviews. It will also link the results of the survey with the earlier 

literature and theories discussed in the literature review. It will include the strengths and 

weaknesses of the study, interpretation of the whole evidence, description of the impact of 

the study and recommendations for the future course of action. 

Aim of the research: “ To explore the factors impacting the employee morale due to 

IT outsourcing in the Irish Banking sector, taking into consideration the three categories of 

employees-retained employees, employees from the outsourced firm and the employees 

transferred to the outsourcing firm as part of the deal where applicable.’’ 

5.2.1 Discussion One: Outsourcing 

Both the survey and email interviews did collect information from the participants 

regarding how they felt the process of outsourcing was carried out, and the management’s 

involvement in the process. After carefully analysing the data, it can be interfered that 

majority of the employees irrespective of the employee category and the organization were 

satisfied with the communication carried out during the process of outsourcing. The 

employees were also satisfied with the support that was provided by the management and 
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agreed that the management showed commitment to ensuring the success of the 

restructured team. These were in line with the literature review  that  

organizations that have a clear and comprehensive understanding of the employees’ 

expectations during the process and those that channel the resources into communicating 

the same with the affected workforce can create a positive attitude in employees towards 

outsourcing. 

Dissatisfied employees’ states lack of proper and timely communication, lack of 

team-building sessions, lack of training and the lack of sense of belonging as the main 

reasons that impacted their morale due to outsourcing. Hern and Burke, 2006, states that 

studies have demonstrated that organizations can realize the benefits of outsourcing 

entirely only if they manage the relationship between employees that are involved in the 

process of outsourcing from the start. Failure to do so could be one of the reasons that 

some retained employees from Organization A and Organization B to state that the 

management’s investment/commitment to the success of the restructured team as 

neutral. Timely and proper communication seems to be a crucial factor impacting the 

morale of employees involved in the process of outsourcing. 

 

5.2.2 Discussion Two: Key Variables Impacting Employee Morale 

The key variables chosen for the study were Nature of Work, Work Environment, 

Roles and Responsibilities, Rewards and Recognition and Job Satisfaction. Based on the 

responses from the email interviews and the survey, the different variables that have 

impacted the morale of different categories of employees have been discussed below. 
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Employees from the outsourced firm and employees transferred to the outsourcing 

partner belonging to the different organizations stated opportunities for Promotion and 

Career Development as a key variable that has impacted their morale. From the interviews 

and the responses to the open-ended question in the survey, the prioritisation of retained 

employees over the outsourced employees and transferred employees can be inferred as 

the reason for the impact. Studies conducted have stated that job satisfaction has a linkage 

to various factors among which promotion is one of the factors. Increased job satisfaction 

can boost employee morale (Goetting, 2004). 

The work environment has been a factor that has affected many of the employees 

transferred to the outsourcing partner in Organization B. From the response received in the 

survey, the difference in working style seems to be one of the factors causing the impact. 

Studies conducted have shown that providing flexibility and freedom to employees to carry 

out the task create a favourable feeling towards the work environment in employees. 

Researches have also stated that keeping employees motivated in a work environment to 

achieve organizational goals has been one of the challenges faced by many organizations 

(Leeder, 2014). The dissatisfaction with the work environment could be one of the reasons 

for the decrease in job engagement and productivity in employees,  as physical work 

environment of the organization does affect employee engagement, productivity, morale 

and comfort level both positively and negatively (Tiwari, 2014). 

Roles and responsibilities were the variables that impacted a high number of 

employees transferred to the outsourcing firm in Organization A. Change in roles and 

responsibilities, or undefined roles and responsibilities have been stated as one of the 

reasons of poor performance by the previous studies conducted. From the responses 
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received from the email interview and surveys, it can be inferred that the change in roles 

and responsibilities were not carried out by the organizations taking into consideration the 

strength, expectations and skills of employees which in turn has affected the performance, 

motivation and productivity of employees. Studies have found out that differing role and 

responsibilities can cause work stress, thereby impacting morale. 

Half of the employees from the outsourced partner in organization C and Employees 

transferred to the outsourced partner in Organization B stated that they were only 

moderately satisfied with the social interactions between the team members. Studies cited 

in the literature review has shown the direct linkage of social interactions to job 

performance and job satisfaction. Evidence has been cited in the literature review that a 

physical environment facilitating social interactions can lead to high employee productivity. 

One of the variables for which mixed opinions were received from all the categories 

of employees was regarding the feedback and recognition they received for their work. 

Agburu, Anza and Iyortsuun, 2017, states that providing feedback to employees has been 

one of the factors that have made outsourcing successful in organizations. Various studies 

mentioned in the literature review has provided evidence on how employee recognition can 

impact employee morale and thereby increase productivity and performance. 

Financial incentives was another variable that the employees from the outsourced 

firm were slightly satisfied with. Studies have shown that providing incentives to employees 

for exceeding the performance expectations can reduce the adverse effects of outsourcing 

on employee morale. Studies state satisfactory level of salaries and wages as an essential 

requirement for employee satisfaction. 
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The two main Theoretical Frameworks cited in the research are Maslow’s Hierarchy 

of Needs Model and Herzberg’s Motivational Theory. The data collected through surveys 

and interviews show that the Hygiene Factors-Work Environment, Social Interactions and 

Financial Incentives; and the Motivational Factors-Promotions, Roles and Responsibilities 

and Recognition of the Herzberg’s Model, which are the same five needs of the Maslow’s 

Hierarchy Model has been impacted mostly for the employees from the outsourcing firm 

and the employees transferred to the outsourced partner compared to the retained 

employees of the organization. 

5.3 Weaknesses of the study 

The inexperience of the researcher in preparing questionnaires seems to be a 

weakness. The researcher felt that a few relevant questions were missing and was doubtful 

if a few questions were crafted to receive elicit answers for the study; after obtaining the 

responses. Hence the reliability of the conclusion drawn from the primary data does 

constitute this weakness. 

A degree of bias can occur in survey data when the participant answer differently 

based on gender (Smith,2008). Since the survey had very few female participants (7 out of 

the 34 participants), the study might contain a biased opinion based on gender. Researches 

have been conducted on Impact on Gender and Pay Inequity on Morale and Work culture 

(Smith, 2019), Gender and Quality of work (Russell et al., 2014), Gender inequalities in the 

workplace(Stamarski and Son Hing, 2015), shows that gender does have an impact on 

employee morale. 
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The study has only a small number of participants belonging to the category -

employees transferred to the outsourcing firm as part of the deal; hence a deeper 

understanding of the factors affecting the category was not obtained through the study. 

 

5.4 Strengths of the study 

The researcher’s work experience of working with departments consisting of 

employees who were reassigned to other departments due to their entire department being 

outsourced and within the department that comprised of retained employees and 

outsourced employees; along with the email interviews and surveys conducted helped in 

determining the key variables and drawing up valuable conclusions from the responses for 

the study. 

The study has chosen participants from three Irish Banks, which has helped compare 

the variables affecting employee morale according to the organization, along with the 

different employee category. Few studies have been done in the Irish Banking sector using a 

similar research approach. 

5.5 Future Scope of the study 

The study was conducted, taking into consideration three different categories of IT 

employees-retained employees, employees from the outsourced partner and employees 

transferred to the outsourcing partner as part of the deal. As stated in the limitations, the 

number of employees belonging to the category of employees transferred to the 

outsourcing partner was only 5 out of the 34 participants; hence a deeper understanding of 

the factors impacting their morale could not be attained. Future researches can be carried 
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out using a larger sample population of this category to gain more in-depth knowledge of 

the factors impacting the category.  Survey responses and interviews have stated Job 

security as a factor impacting the employees of all the categories; hence future researches 

can be conducted using Job security as one of the key variables impacting the employee 

morale due to outsourcing. Also, the research can be extended further by increasing the 

number of participants in the interviews and surveys to have a more in-depth knowledge of 

the factors impacting employee morale. 

 

5.6 Conclusions 

The research findings in this study have identified that the employees from the 

outsourced partner and employees transferred to the outsourcing partner are impacted 

mostly by the same variables which are-opportunities for Career Development and 

Promotions, Social Interactions; and Feedback and Recognition. The other factors impacting 

the employee transferred to the outsourcing partner were-Work Environment and, Roles 

and Responsibilities. Studies conducted by various researchers cited in the literature review 

has stated the importance of each of these variables and how they affect the morale, which 

in turn affects the productivity and engagement of employees. It can be concluded from the 

analysis of the data that the impact of the key variables was lower for the retained 

employees due to outsourcing. The findings also state that majority of the employees were 

satisfied with the communication and the support that management provided during the 

process of outsourcing. 

A satisfied, motivated, efficient, and dedicated employee is the biggest asset of any 

organization. Hence along with the outsourcing benefits of cost reduction, access to new 
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technology and expertise, the morale of the employees involved in the process should also 

be maintained to ensure the success of outsourcing. 
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APPENDIX 

Appendix A : Information Sheet for Participants 

Research Title: The factors impacting employee morale due to IT outsourcing in the Irish 
Banking Sector 
 
Student Researcher: Devi Suresh Babu  (10532720@mydbs.ie) 
 
Research Supervisor: Owen O’Reilly (owen.oreilly@dbs.ie) 
 
About the researcher and research topic: My name is Devi Suresh Babu, and as a part of my 
MBA programme at Dublin Business School, I am currently pursuing my dissertation. My 
dissertation supervisor is Owen O’Reilly. 
The research aims to explore the factors impacting the employee morale due to Information 
Technology(IT) outsourcing in the Irish Banking sector, taking into consideration the three 
categories of employees-retained employees, employees of the outsourced firm and the 
employees transferred to the outsourcing firm as part of the deal where applicable. To 
achieve my research objectives, I would like to invite you to take part in my survey. As a 
participant in the study, you would be required to answer the questionnaire I have set out in 
relation to my research topic. 
 
Privacy and confidentiality: All steps are taken to ensure and maintain confidentiality. No 
information will be collected that can identify participants and by using software that 
prevents the tracking of IP addresses, anonymity has been facilitated. The data generated 
through the results will be accessed only by me, and all files will be stored electronically and 
under password protection. The data collected will be used and analysed as a part of the 
broader set rather than on the individual level and entirely for academic purpose. The data 
will be retained for a specific period after graduation for safety measures in case asked to be 
presented for the validity of the research at any time. 
 
Risks and benefits of taking part in this study: Although there is no direct benefit for you, 
your response for the survey will provide significant assistance to me in carrying out the 
research and help in reducing the gap existing in the academic literature and generate new 
insights. There are no known risks associated with participation, as the questionnaires can 
be answered at your own pace and time. 
 
Results of the Study: The results will be utilized to validate and build credibility for my 
dissertation topic. Also, the data collected from the entire research group will be presented 
to ascertain patterns and no individual responses will be presented. 
 
Participation: If you are interested in taking part in the survey after reviewing the 
information sheet, kindly acknowledge your willingness in the consent form. There is no 
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obligation to take part in this study or to provide a reason if you chose not to be part of the 
survey.  Even after agreeing to take part, you still hold the right to withdraw from the survey 
without stating the reason for withdrawal. The data collected will not be used for any 
commercial purposes. 
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Appendix B : Consent Form 

I  voluntarily agree to participate in this research study. 
 
I understand that I am not constrained to take part in this study and that my participation in 
the study is entirely optional. 
 
I understand that I am free to withdraw from the study at any time or refuse to answer any 
question without any consequences. 
 
I understand that my responses will be anonymous and that it would not be possible 
afterwards to withdraw my data since there will be no personally identifying information 
attached to my responses. 
 
I understand that I will not benefit directly from participating in this research. 
 
I understand that I am free to contact the researcher conducting the research to seek 
further clarification and information. 
 
I understand that signed consent forms will be retained for some time until the exam board 
confirms the results of the dissertation. 
 
I confirm that I have had the purpose and nature of the study explained to me in writing, 
and I have had the opportunity to ask questions about the study with satisfactory answers 
provided. 
 
I confirm that I have read and fully understood the information provided and statements 
above. 
 

 

_________________                  _______________ 

Participants Name     Participants Signature 

 

_______________     _______________   

Researcher Name     Researcher Signature  
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Appendix C : Interview Questions 

1. Are you satisfied with how the transition/outsourcing was carried out? Was it 
communicated effectively and promptly? 
 

2. Do you feel the Management is/was invested in the success of the restructured 
team? Was adequate support provided to foster the relationship between team 
members? 
 

3. Are you satisfied with the nature of your work? Do you feel there are adequate 
opportunities for promotions and career development? 
 

4. Do you feel the roles and responsibilities of the job have changed due to 
outsourcing? Does the job utilize all your skills and abilities? 
 

5. Has outsourcing affected the productivity/absenteeism in the team? 
 

6. Do you feel valued for your contributions? Does it motivate you to outperform at 
work? 
 

7. Are you satisfied with the current work environment? Does the environment at work 
help you strike the right balance between your work life and personal life? 

8. Do you feel secured about your job? Has outsourcing affected your commitment 
levels towards the organization? 
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Appendix D : Survey Questions 

Questionnaire 

1. Was the outsourcing process communicated efficiently? 
o Strongly Agree 
o Agree 
o Neutral 
o Disagree 
o Strongly Disagree 

 
2. Do you believe that adequate support was provided to employees during the process of 
outsourcing? 

o Strongly Agree 
o Agree 
o Neutral 
o Disagree 
o Strongly Disagree 

 
3. Did the management seem invested/committed in the success of the restructured team? 

o Strongly Agree 
o Agree 
o Neutral 
o Disagree 
o Strongly Disagree 

 
4. Do you feel there are adequate opportunities for promotions and career development? 

o Strongly Agree 
o Agree 
o Neutral 
o Disagree 
o Strongly Disagree 

 
5. Does your current work environment help strike a balance between personal and 
professional life? 

o Strongly Agree 
o Agree 
o Neutral 
o Disagree 
o Strongly Disagree 

 
6. Do you believe your roles and responsibilities are in alignment with your skills and 
abilities after outsourcing? 

o Strongly Agree 
o Agree 
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o Neutral 
o Disagree 
o Strongly Disagree 

 
7. Has outsourcing altered your job engagement and productivity? 

o Never 
o Rarely 
o Sometimes 
o Often 
o Always 

 
8. Has your decision-making power to perform the tasks changed after outsourcing? 

o Never 
o Rarely 
o Sometimes 
o Often 
o Always 

 
9. Are you satisfied with the social interactions and relations between the team members? 

o Extremely Satisfied 
o Quite Satisfied 
o Moderately Satisfied 
o Slightly Satisfied 
o Not all Satisfied 

 
10. Are you satisfied with the scope and functionality of the tasks assigned to you after 
outsourcing? 

o Extremely Satisfied 
o Quite Satisfied 
o Moderately Satisfied 
o Slightly Satisfied 
o Not all Satisfied 

 
11. Are you satisfied with the feedback and recognition you receive for your work? 

o Extremely Satisfied 
o Quite Satisfied 
o Moderately Satisfied 
o Slightly Satisfied 
o Not all Satisfied 

 
12. Are you satisfied with the financial incentives, and do you believe it is in line with your 
job functionality? 

o Extremely Satisfied 
o Quite Satisfied 
o Moderately Satisfied 
o Slightly Satisfied 
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o Not all Satisfied 
 
13. What do you think could have been done differently during the outsourcing process, if 
there were any? (Please comment) 
 
14. Are there other factors that have impacted your work life due to outsourcing, if so to 
what level? (Please specify) 
 
 
Demographics 
 

1. Sex: 
o Male 
o Female 
o Prefer not to say 

 
2. Age : 

 
3. Organization Name: 

 
4.  Designation : 

 
5.  Employee Category: 

o An employee retained by the organisation 
o An employee transferred to the outsourcing partner 
o An employee from the outsourced partner 
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Appendix E : Gantt Chart 

Key Activities  
Week 

1 
Week 

2 
Week 

3 
Week 

4 
Week 

5 
Week 

6 
Week 

7 
Week 

8 
Week 

9 
Week 

10 
Week 

11 
Week 

12 

• Received email 
from the supervisor 
• Downloaded the 
presentation form 
• Read through the 
dissertation guide   
• Started developing 
the first meeting 
presentation form 

                        

• First meeting 
presentation form 
was sent to the 
supervisor  
• First Zoom 
meeting with the 
supervisor  
• Started to work on 
questions for the 
interview and survey  
• Read and gathered 
information to write 
up the literature 
review   

                        

• Second meeting 
with supervisor 
• Submitted the 
presentation form in 
Moodle  
• Started Contacting 
people for 
interviews  
• Started writing up 
the introduction and 
the literature review  

                        

• Sent out the email 
interviews to the 
participants  
• Started writing up 
the methodology 
chapter 
• Received  
feedback for the 
email interviews  
• Prepared a draft 
survey 
questionnaire 
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• Pilot survey 
conducted with few 
participants 
• Thematic analysis 
of the email 
interviews was 
written up 
• Final Google 
survey links were 
sent out to the 
participants  

                        

• Third Supervisor 
meeting  
• Reworked on the 
introduction, 
literature review 
and methodology 
part while awaiting 
survey responses 
• Went through 
dissertation papers 
to understand how 
the results and 
discussions needs to 
be written 

                        

• Received 
responses for the 
survey 
• Writing up the 
results and the 
discussion chapter 

                        

• Poster making 
• Proof Reading 
• Editing and 
submission 

                        

 


