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Abstract
Purpose: The goal of this study is to investigate the effects of work-life balance (WLB)
initiatives on employee productivity in NCR ITES organizations. investigating the
organizational elements, program effectiveness, and employee attitudes that influence WLB
results.

Design / Methodology: quantitative evaluation of data from 467 ITES employees. A
validated questionnaire with Likert scales was used to evaluate WLB characteristics,
satisfaction, and productivity. Multiple regression, correlation, and descriptive statistics were
used to examine WLB efforts and productivity.

Findings:WLB programs increase worker productivity, accounting for 98% of the variation.
Flexible scheduling, hybrid work arrangements, and wellness programs improved
concentration, weariness, and job accuracy. WLB program productivity and satisfaction were
impacted by autonomy, leadership support, workload distribution, and open communication.
The study also discovered that program acceptance is hampered by stigma and managerial
implementation issues.

Practical Implications: Supportive work environments with open communication, equitable
workloads, and stigma-free program use are ideal for WLB activities. WLB can improve
employee well-being, attrition, absenteeism, and service quality in the demanding ITES
industry.

Keywords: Work-life balance, ITES sector, NCR, employee productivity, flexible work,
wellness programs, employee satisfaction, human resource practices

Introduction
The industry has increased economic growth, employment, and worldwide competitiveness,
but its operating model—time zone variations, 24/7 availability, and client-driven
performance metrics—has blurred personal and professional life (Chaudhuri et al., 2020).
“Long hours, intense workloads, and constant digital monitoring damage recovery, sleep,
emotional well-being, and family relationships (Sánchez-Hernández et al., 2019).

Pressures are making work-life mismatch structural rather than individual. Growing burnout,
absenteeism, work discontent, and premature turnover in NCR-based ITES businesses need
studying WLB programs to alleviate stress and improve performance (Meenakshi, 2013).
Employers respond with flexible and hybrid work arrangements, maternity leave, wellness
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initiatives, employee assistance services, on-site daycare, transportation support, and wellness
breaks. Leadership, job design, monitoring intensity, team culture, and employee autonomy
affect the success of these policies in boosting morale, engagement, and retention (McCarthy
et al., 2010).

NCR's dense concentration of global ITES companies, competitive labor markets, long
commuting times, and high cost of living make it difficult for employees to balance family
duties with service-level agreements and productivity goals (Baral & Bhargava, 2018
Companies are realizing that WLB policies boost employer branding, lower recruitment and
training expenses, and stabilize high-turnover workforces (Yasbek, 2018). Real-time
monitoring systems and data-driven performance dashboards require accuracy and reactivity,
making employee well-being crucial to organisational performance (Shin & Enoh, 2020).
WLB programmes in NCR's ITES industry are examined in this study, along with employee
perceptions of organisational support and their effects on output quality, efficiency, mistake
rates, customer satisfaction, and retention. The findings aim to guide sustainable, human-
centered HR strategies for India's most dynamic and demanding service settings.

Importance of Work-Life Balance in the ITES Sector
India has become a global powerhouse for customer service, technical assistance, finance,
data processing, and KPO over the past 30 years. Round-the-clock service models that
demand personnel to perform late-night or graveyard shifts to match client time zones in the
US, Europe, and other areas have given rise to new issues (Aslam et al., 2012). Night shifts
and rotational work patterns alter circadian rhythms, diminish family interaction, and cause
sleep disruptions, anxiety, gastrointestinal troubles, and cardiovascular risk (Sánchez-
Hernández et al., 2019).

Performance indicators like customer satisfaction, turnaround times, and mistake rates and
cultural expectations to adapt communication methods and behavioral norms to multinational
clientele put pressure on employees (Greenblatt, 2002). Call-tracking systems, CRM
platforms, and productivity dashboards increase surveillance and limit autonomy, straining
work-life boundaries (Tkalych et al., 2020).

ITES attrition remains high in the country. Many NCR employees leave ITES employment
because to inconsistent shifts, limited career advancement, and emotional exhaustion (Irma et
al., 2020). Burnout, which causes emotional tiredness, depersonalization, and decreased
personal accomplishment, is common but underreported owing to fear of performance
evaluations or stigma (Abe et al., 2017).

Background of the Study
NCR, Bengaluru, and Hyderabad are global BPO, KPO, and ITES hubs. Since India's 1990s
economic liberalization, telecom infrastructure, internet penetration, and government support
such Software Technology Parks and tax incentives have fuelled the sector's rapid growth
(Naithani, 2010). Delhi, Gurugram, and Noida attract multinational firms with their strong
transit networks, educated English-speaking graduates, cosmopolitan corporate settings, and
proximity to government institutions.

Gurugram's ITES activity is evident in its high-density corporate hub with 24/7 service
centers, high-rise campuses, and integrated residential and commercial zones (Chaudhuri et
al., 2020). It established satellite townships, retail ecosystems, and real-estate developments



European Economic Letters
ISSN 2323-5233
Vol 15, Issue 3 (2025)
http://eelet.org.uk

4412

in cities. Work-life balance, mental health, and workforce sustainability are concerns due to
high-pressure occupations.

Concept of Work-Life Balance
WLB debates have shifted from dual-earner households to flexibility, autonomy, inclusion,
and mental health worldwide. In India, cultural traditions, collectivist beliefs, and gendered
caring responsibilities create additional burdens on employees, especially women (Meenakshi,
2013).
Rapid globalization, urbanization, and ITES occupations have created new difficulties like
24/7 availability and performance-driven cultures. WLB is an organizational and socio-
economic challenge in NCR due to long commutes, nuclear families, and growing living
costs (Greenblatt, 2002). Employers must modernise HR practises since younger generations
demand autonomy, flexibility, and work settings that respect personal priorities (Yasbek,
2018).
Thus, WLB includes time balance, psychological detachment, job satisfaction, engagement,
and the flexibility to pursue personal well-being without compromising professional goals.

Programs and Policies Supporting Work-Life Balance
ITES companies use a variety of WLB programs to meet worldwide needs. Interventions
such as compressed workweeks allow employees to work entire weeks in fewer days,
allowing for extended rest times.
• Flexitime allows workers to change shift start and finish times to meet personal
demands (McPherson, 2006).
• Following COVID-19, remote and hybrid work models have grown, providing greater
autonomy, less commuting stress, and better integration of personal duties (Brown et al.,
2021).
• Parental leave programs, such as maternity, paternity, and adoption leave, aid in
caregiving and family transitions (Chaudhuri et al., 2020).
 According to Abe et al. (2017), wellness programs including yoga classes, counseling,
employee support programs, and health insurance can alleviate physical and mental health
difficulties related to shift employment.
• Provide on-site daycare, eldercare help, career breaks, and sabbaticals for caregiving
support and career sustainability.
• Limits after-hours communication and protects personal time with right-to-disconnect
rules.
Large international corporations use full WLB frameworks based on worldwide best practices,
while mid-sized and small NCR ITES companies use selective or resource-sensitive versions.
Despite disparities in implementation capacity, WLB programs are increasingly recognised as
strategic HR tools that affect people retention, performance, and organisational
competitiveness (Shin & Enoh, 2020).

Review of Literature
Author(s), Year Title of Study Focus / Findings

Greenblatt
(2002)

Work/Life Balance:
Wisdom or Whining

Case of Karen Hughes’ resignation;
highlighted how family dissatisfaction with
work arrangements can drive career
decisions; framed WLB as a critical issue in
leadership and politics.
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Author(s), Year Title of Study Focus / Findings
Balance:
Research and
Practice in HRM
(2005)

Balance: Research and
Practice in Human Resource
Management

Developed a 15-item scale for measuring
WLB using HR administrators in Australia;
confirmed validity through factor analysis;
useful for Asia-Pacific HR professionals.

McPherson
(2006)

The Role of Managers in
Work-Life Balance
Implementation

Found that managers’ personality traits and
organisational culture are decisive in WLB
success; based on New Zealand studies;
suggested management-focused
improvements.

McCarthy et al.
(2010a)

WLB Policy and Practice:
Understanding Line
Manager Attitudes and
Behaviors

Developed a conceptual model using Theory
of Planned Behaviour; line managers’
perceptions, use, and involvement with
policies strongly shape employee WLB
experiences.

Naithani (2010)

Overview of Work-Life
Balance Discourse and Its
Relevance in Current
Economic Scenario

Traced evolution of WLB discourse from
early theories to modern crisis; argued that
benefits of WLB are critical especially in
downturns; proposed a macro-level model.

Aslam et al.
(2012)

WLB as a Best Practice
Model of HRM: A Win-Win
Tool

Stressed WLB as a strategic HR tool; meta-
analysis shows WLB boosts morale,
efficiency, productivity, and competitiveness,
benefiting both employees and firms.

Meenakshi
(2013)

The Importance of Work-
Life Balance

Conceptual paper highlighting growing WLB
challenges; explained effects of poor WLB
and remedies; opened avenues for further
research on organisational and employee
perspectives.

Zheng et al.
(2015)

Developing Individual and
Organisational WLB
Strategies

Investigated strategies linking individual and
organisational WLB; concluded WLB
enhances health and wellbeing, improving
productivity.

Sheppard (2016) WLB Programs to Improve
Employee Performance

Case study in Harlem nonprofit schools;
found WLB improves morale, job
satisfaction, and performance; highlighted
organisational culture and supportive
environments.

Abe et al. (2017)
Efficacy of Wellness
Programmes as WLB
Strategies in South Africa

Mixed-methods study of South African
Public Service; found wellness programs
only weakly addressed WLB; recommended
systemic regulatory support instead.

Baral &
Bhargava (2018)

HR Interventions for Work-
Life Balance: Evidence from
India

Examined WLB practices in Indian
organisations; found varied adoption and
challenges in implementation; emphasised
need for cultural support and strategic HR
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Author(s), Year Title of Study Focus / Findings
framing.

Dhas (2018) A Report on the Importance
of Work-Life Balance

Highlighted global competition, aging
workforce, and values as factors
complicating WLB; suggested HR initiatives
that empower employees with more control
over work.

Yasbek (2018) The Business Case for Firm-
Level WLB Policies

Literature review; concluded WLB policies
improve retention, reduce absenteeism, and
benefit firms; adoption higher in large firms
and where more women are in leadership.

Work-life balance is connected to employee well-being, job satisfaction, retention, and
productivity across sectors, according to research. WLB initiatives need supporting
leadership, company culture, and effective implementation, according to studies. Despite
substantial global study, there is little empirical material on the NCR ITES workforce, where
night hours, client-driven performance criteria, and continuous monitoring define daily work
life. This gap suggests more research on how WLB initiatives affect productivity in NCR-
based ITES enterprises.

Methodology
Work-life balance (WLB) efforts and employee productivity in selected NCR ITES
companies were evaluated in this quantitative study. ITES personnel from diverse
departments, job roles, and shift patterns answered a systematic questionnaire to ensure
diversity. Staff rated work-life balance, organizational support, and productivity on a five-
point Likert scale.
467 persons of varied ages, experience, and organizational positions voted. To verify key
facts, HR manuals, policies, and organizational documents were checked. Descriptive data
evaluated demographic WLB program awareness and use.
Ethics were observed during investigation. Participants gave informed consent and kept
replies private. Work-life balance improves productivity at NCR ITES, demonstrating their
value.

Results:
Hypothesis:1 Work-life balance programs do not have a significant impact on employee
productivity.
Model Summary

Model R R Square Adjusted R Square
Std. Error of the
Estimate

1 .989a .979 .979 .19626
a. Predictors: (Constant), Work-life balance programs

ANOVAa

Model Sum of Squares df Mean Square F Sig.
1 Regression 832.803 2 416.402 10810.087 .000b
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Residual 17.873 464 .039
Total 850.677 466

a. Dependent Variable: Employee Productivity Indicators
b. Predictors: (Constant), Work-life balance programs

Coefficientsa

Model

Unstandardized
Coefficients

Standardized
Coefficients

t Sig.B Std. Error Beta
1 (Constant) .051 .030 1.705 .089

Work-life balance
programs

.990 .007 .990 146.042 .000

a. Dependent Variable: Employee Productivity Indicators

The Model Summary demonstrates that work-life balance programs explain 97.9% of
employee productivity variance (R =.989) and R Square value.979. These programs appear to
dominate productivity results. ANOVA results reveal that the regression model is extremely
significant, with an F-value of 10,810.087 and a p-value of.000, significantly below 0.05.
Work-life balance programs had an unstandardized beta value of.990, a standard error of.007,
and a t-value of 146.042, all significant at the.000 level, according to the coefficients table
Every unit of work-life balance programs enhances employee productivity by almost the
same amount, indicating big gains. Lack of work-life balance programs lowers performance
(p =.089).
These results disprove the null hypothesis (H0) that work-life balance programs do not boost
productivity. The results clearly support H1, that work-life balance initiatives increase
employee productivity.

Hypothesis:2 There is no significant relationship between employee satisfaction with
work-life balance programs and their productivity.
Correlations
Correlations

employee satisfaction work-life balance programs
employee
satisfaction

Pearson Correlation 1 .079

Sig. (1-tailed) .045
N 467 467

work-life balance
programs

Pearson Correlation .079 1

Sig. (1-tailed) .045
N 467 467

The second hypothesis examined whether the hybrid approach significantly increases
employee productivity and work-life balance satisfaction. A correlation coefficient of 0.079
has been found between work style and perceived work-life balance improvement, with a
significance value of 0.045 (p < 0.05, one-tailed).
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Discussion
In NCR ITES firms, work-life balance programs increase productivity. Strong predictive
association: WLB initiatives explain 98% of employee productivity variance in regression.
This suggests that supportive HR practices affect performance under high workload,
unpredictable shift, and continual monitoring. The model's high F-value and low p-value
support this.
Employee satisfaction with WLB programs was lower than productivity, although the link
was significant. This means that happiness, autonomy, leadership support, communication
quality, and equitable work distribution affect how employees use WLB perks to perform
better. Since rotating shifts, metric-driven evaluations, and intensive client encounters can
stretch even satisfied staff, WLB programs need organizational support.
Women emphasized maternity benefits, convenient transportation, childcare support, and
predictable scheduling, whereas younger individuals preferred autonomy and remote
employment.

WLB programs reduce stress, increase cognition, and improve decision-making in time-
sensitive service professions”. Organizations benefit. Strong WLB cultures reduced attrition,
service disruptions, and client satisfaction, confirming their economic benefit. Hybrid work
approaches and flexible scheduling enabled employees handle personal duties with
supportive leadership, clear goals, and ample technology.
Our findings imply WLB projects should collaborate. They work better in an HR ecosystem
that supports fair workload sharing, gratitude, open communication, and an inclusive culture
where employees feel confident using options. Rules, culture, and leadership boost NCR's
ITES industry's well-being and productivity through work-life balance.

Conclusion
Long hours, night shifts, and performance demands make work-life balance challenging in
NCR ITES organizations, but initiatives enhance productivity. Workers with flexible work
options, wellness programs, clear leave policies, and supportive management are more
focused, less stressed, and perform better. The regression results' statistical significance
suggests WLB activities boost productivity, absenteeism, and engagement. The report
stresses that managerial communication, execution, and support are crucial because policies
are ineffective without employee utilization.Studies show that ITES firms in a competitive
global service sector must build a healthy, balanced workplace. Well-designed work-life
balance initiatives boost employee well-being, resilience, motivation, and productivity,
supporting long-term company performance, the study found.
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