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Abstract 

This study aims to study the relationship between personality traits 
(conscientiousness and extraversion), electronic performance monitoring (EPM) and 
work passion. In addition, it investigates the mediating role of EPM between 
personality traits and work passion. Data was collected from 105 employees working 
in call centers throughout Pakistan. Partial least squares structural equation modeling 
(PLS-SEM), using SmartPLS 3.0, was performed to test the hypothesized model. The 
results showed that consciousness and extraversion have a positive impact on EPM 
and work passion. In addition, EPM acts significantly as a mediator between 
personality traits and work passion among call center employees. This is the first 
study that examines the mediating role of EPM in the relation between personality 
differences and work passion. The results of the study would help Asian human 
resources professionals effectively perform human resources functions, such as 
employee staffing, training, and performance management. Implications for 
managers and recommendations for future studies are proposed. 
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Introduction 

In today’s increasingly technology dependent work, almost every inch of work from a 
simple touch of keyboard to large robots is continuously generating data and leaving 
prints behind to monitor and analyze them. Organizations sometime use electronic 
instruments such as radio, video devices, computer software and systems to monitor 
and evaluate employee performance (Claypoole et al., 2019). Starting from telephone 
monitoring; now firms can monitor each aspect of employees including their 
performance, behavior and even mental state through different sensors and devices. 
This advancement in technology, reduction in costs, and shift of work to cyber 
workspace has made it inevitable for the organizations to use electronic monitoring 
(Becker et al., 2020). Such as, in call centers, performance is monitored electronically 
with more invasive technologies other than computer monitoring (Jeseke & Santuzzi, 
2015). 
 
To understand electronic performance monitoring (EPM), it is important for the 
researchers and organizations to understand how it differs from traditional monitoring 
and what benefits and concerns are associated with it. In traditional systems, data was 
collected by supervisors, their attention being limited resulted in collecting data only 
on specific behaviors whereas EPM allows for data to be continuously monitored not 
only for specific workplace incidents, but also internal states and private behaviors can 
also be monitored. Employers use novel tools to monitor employee thoughts, attitudes, 
and intentions about the work he is currently doing (White et al., 2020). However, 
recent research has raised some concerns of deviant behaviors employees follow when 
they feel their performance is overly controlled by electronic monitoring systems (Fusi 
& Feeney,2018). 
 
Previous research highlight that the behaviors and attitudes of individuals are driven by 
their personality traits (Athota et al., 2020). Personality traits refers to the dispositions 
and internal strategies that have an impact on individual’s behaviors, emotions, and 
thoughts (Gridwichai et al., 2020). However, personality being one of the main factors 
suggests that a person’s specific characteristics and style has the ability to change the 
reactions towards EPM and how it is perceived. For example, when the employees 
perceive the purpose of EPM is for collecting data and facilitating their performance, 
satisfactory behaviors are reported (Robinson, 2020). In a study, Jahagirdar and Bankar 
(2020) investigated the individual’s perceptions towards the use of EPM and found that 
when EPM was incorporated for improving and supporting performance it was 
positively related to employee performance. In the light of past research, this study will 
assess two personality traits of Conscientiousness and Extraversion; these traits have 
shown strong influence on employee’s attitude towards work performance (Sari, 2020). 
Those who are high in conscientious are more cautious and tend to complete tasks more 
efficiently, this points out an intrinsic disposition which enables them to view EPM as 
developmental, thereby negating negative feelings of distrust, privacy invasion and 
enhancing passion and commitment. Similarly, extraversion and emotional stability 
have shown positive attitudes and reactions towards EPM (Ravid & Behrend, 2020). In 
addition to this, it has been identified that in comparison to introverts, extroverts are 
more likely to experience higher level of positive feelings and reactions towards 
electronic monitoring and social presence (Claypoole et al., 2018). 
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The purpose of this study is to examine the causal relationship between personality 
traits (i.e., conscientiousness and extraversion), perceived EPM and work passion. The 
study also aims to investigates the mediating role of perceived EPM between 
personality traits and work passion in the context of call centers. In achieving the 
objectives of the study, this research not only contributes the existing literature on EPM, 
work passion and personality traits, but it also responds several calls for research. 
Feenay (2018) suggested to study the impact of technology adoption of HR on 
employee’s psychological and work outcomes.  Some other recent studies that call for 
the research on the EPM and its effect on job performance and employee’s attitude 
(Story & Castanheira, 2020; Umar et al., 2020; Becker et al., 2019; Yost et al., 2019). 
Additionally, attitude derived from the individual personalities is identified as a less 
studied area with respect to the EPM because many recent studies have suggested to 
identify the role of different personalities in perceiving the role of EPM (e.g., Claypoole 
& Szalma, 2019; Connelly et al., 2020). 
 
A recent study has suggested to identify the variable that would be determinant of 
passion and examine its mediating effect on the relationship between personality and 
work passion (Dalpe et al., 2019). Pollack et al. (2020) defined passion as a strong 
tendency towards something one loves, values, and gives importance to. Passion 
develops with the interaction of environment, personal differences and activity 
performed. As a result, activity becomes passionate if the individual needs within a 
certain environment are fulfilled.  Lastly, Ravid et al. (2020) recommended future 
research about interaction of personality traits with characteristics of EPM and how 
they impact on reaction of individuals. Thus, a noticeable gap is evident for studying 
the mediating role of EPM on the relationship of personality traits and work passion. 
 
The findings of the study will be useful for the organizations in identifying those 
personalities which carry positive impact by perceiving the EPM as development and 
do not show resistance towards the use of EPM in an organization. With this study, 
organizations will be able to institutionalize the use of EPM as developmental by 
considering given personalities in the process of employee selection for getting the 
desired behavior. 
 
 

Theoretical Background and Hypothesis Development 

Self-Determination Theory 

Self-determination theory (Weiner, 1990) is one of the most prominent theory to study 
human motivation. SDT assumes that humans are active species, motivated to collect 
and integrate knowledge from their social and physical environments (Ryan, 1995). 
SDT considers human behavior as proactive and growth oriented, both active and 
passive sides are the result of interaction between human basic psychological need and 
support sources or opposing forces in social environments (Vansteenkiste & Ryan, 
2013). According to SDT individual’s motivation to pursue a task can be intrinsic or 
extrinsic (Deci & Ryan, 2008). Intrinsic motivation possesses an individual’s desire for 
autonomy, competence, and relatedness. Whereas the extrinsic motivation involves 
attaining rewards, career development, positive assessment and to avoid punishment 
(Liang et al., 2013). There are many motivation theories that are frequently used to 
study the acceptance and usage of systems in the organizations (Chung & Kim, 2014). 
We therefore apply SDT in the workplace context for the following reasons. 
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SDT being the best detailed framework to link the intrinsic/extrinsic motivation and 
positive outcomes (Olafsen et al., 2015). SDT also enables researchers to study the 
individual differences and interpersonal settings that are need supportive and act as a 
motivator for positive work outcomes (Deci & Ryan, 2012). This theory conceptualizes 
internal locus of causality that is influenced by personality. The I-PLOC predicts effort 
and enjoyment which in turn shows positive outcomes. Our study examines two 
personality traits Extraversion and Conscientiousness. According to Turban et al. 
(2007) Extroverts are more likely to focus attention on what is valuable in the task and 
align task requirements with their values. 
 
Similarly, conscientious individuals are more likely to accept and take owner ship of 
tasks that are required for success. Consequently, the psychological needs for 
competency and relatedness are attained by the employees. Another study by Landry et 
al. (2018) provided empirical evidence that when the job characteristics are positively 
related to fulfillment of psychological needs, it positively impacts work intentions 
indicating Work Passion. Based on the above discussion, SDT theory was adopted to 
provide support for the individual differences and how these differences perceive EMP 
and its impact on Work Passion. 
 
Conscientiousness and work passion 

People who fall under the category of conscientiousness are more flexible and prone to 
conform to rules, norms, and environment which their organization requires them to 
achieve the goals and objectives (Baptiste, 2018). With this kind of personality comes 
passion for work. Work Passion can be defined as strong inner motivation, positive state 
of mind and drive to achieve goals, get appraisals that helps organization to grow as 
well as the individuals. Conscientiousness and Work Passion have positive impact on 
one another. Where Conscientiousness makes individuals reliable, efficient, and 
responsible consequently the Work Passion gives them the attitude to be more 
successful and goal oriented. ( Kreil et al., 2021). The hypothesis is already established 
in an existing literature (Dalpé at al., 2019). If a person has this personality, it is 
positively associated with Work Passion. 
 
Extraversion and work passion 

Extroverts have high social potency which means they are good at dealing with others 
and are more decisive and assertive than non-extroverts. They have strong drive to 
achieve their goals and are good at persuasion; they motivate others to perform their 
tasks more effectively with their easy-going personality (Blickle et al., 2015). 
 
Extroverts are good at people-oriented jobs where they can one on one interact with 
people they are working with or the customers, they explain better, talk better so they 
dominate in this category. The hypothesis is already established in existing literature 
(Dalpé at al., 2019). Extraversion and Work Passion have positive relation because 
passion for work can be found strongly in extroverts as they strive for novelty and the 
people who possess optimistic and enthusiastic traits work better than those who does 
not have them, a psychologically sound head can perform more effectively they not 
only fulfill job requirements but also show job satisfaction. (Kreil et al., 2021). 
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Conscientiousness and EPM 

Costa et al. (1991) described conscientious as a personality that strives to be logical and 
focus on foresightedness. They are very careful and are not much concerned about 
electronic or social media monitoring as detrimental or harmful (Schneider et al., 2015). 
Another study investigated that when negative relationship exists between justification 
of social media perception and privacy invasiveness people with conscientious trait 
have the ability to mitigate this relationship because this personality accepts and agrees 
with rules and regulations of their organization, but their hypothesis could not support 
this relationship (Sayre & Dahlin, 2016). Some researchers suggest that Conscientious 
individual feel happy when they perceive monitoring may enhance their performance 
and communication, hence they show more positive attitude towards it. 
 
H1a Conscientiousness has positive relation with perception of EPM as 

development. 
 
Extraversion and EPM 

Now, when we talk about Extraversion, these individuals are very hopeful and outgoing 
hence they feel energetic from engaging in social activities (Junglas et al., 2008). One 
study analyzed that this personality trait does not consider control of personal 
information as detrimental for itself (Stone, 1986). Another study assumed that 
individuals having this trait may not be much sensitive to social media monitoring 
(Sayre & Dahlin, 2016). Individual with high Extraversion trait perceive electronic 
monitoring fair as compared to individuals low in Extraversion, hence personality 
differences have different impact on how they perceive electronic monitoring and their 
attitude towards it (Zweig & Webster, 2003). 
 
H1b Extraversion has positive relation with perception of EPM as development. 
 
EPM and Work Passion 

Electronic monitoring is inherently perceived by individuals to have a negative impact 
on employee attitudes and behaviors (Sherif & Jewisimi. 2018). However, recent 
research has shown some positive effects under certain circumstances. Studies proposed 
framework to accommodate many electronic monitoring forms based on its 
characteristics including its purpose, transparency and invasiveness (Tomczak & 
Behrend, 2019). Each characteristic has different impact on the employees being 
monitored. For example, a study conducted on EPM functions and employee attitudes 
hypothesized that if people perceive monitoring technology as useful, this has a positive 
impact on work attitudes (Abraham et al., 2019). Similarly, when employees perceive 
the objective of electronic monitoring as to enhance their productivity and a chance to 
increase their performance (such as developmental EPM), they are more likely to accept 
the technology (Laird et al., 2018). 
 
Based on prior research, some evidence exists suggesting positive relationship between 
EPM perceived as developmental and feelings of job satisfaction, commitment, and 
reciprocal feelings of obligation towards the organization in the form of passion (Ravid 
et. Al, 2019). Karim (2015) conducted a research experiment that showed that EPM for 
developmental purpose communicated employees that organization is committed to 
enhance their growth, which in return lead to positive workplace attitudes thus 
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providing significant evidence for a relationship between EPM perceived as 
developmental and Work Passion. We therefore hypothesize that: 
 
H2 EPM perceived as developmental has a positive impact on work passion. 
 
EPM as Mediator 

Taking into consideration that Conscientiousness is not negatively related to the EPM 
perceived as developmental (Robinson, 2020; Chen & Ross, 2007), shows more 
acceptance of EPM and considers EPM as an accurate way of assessing the performance 
(Brown et al., 2012), and EPM is positively related to the Work Passion as it increases 
the employee performance and productivity (Claypoole & Szalma, 2019). It has been 
suggested that purpose of electronic monitoring is to influence employees’ behaviors 
and attitudes in negative and positive both ways (Jeske & Santuzzi, 2013). Therefore, 
it is premise that if it is taken as developmental, employee would display positive 
attitudes. It is recommended that positive attitudes can be enhanced using the EPM as 
developmental and learning purpose rather than deterrence (Tomczak et al., 2018). In a 
recent paper, it is expected that developmental EPM mediates the relationship of 
Conscientiousness and behaviors with positive influence (Ravid et al., 2020; Yost et 
al., 2019). As the behaviors of such personality characteristics tend to positively change 
if it perceives EPM as developmental. Employees with such personality characteristics 
show more positive attitudes when being monitored electronically (Zweig & Webster, 
2003). 
 
According to SDT, humans feel self-motivated and self-determined when their 
psychological needs are met such as competence and autonomy (Rigby & Ryan 2018), 
When people with such traits such as result-oriented, detail-oriented, responsible and 
diligent work in social context where EPM is communicated and perceived as 
developmental results into increased intrinsic motivation (Deci, 1971). Therefore, we 
hypothesize the following: 
 
H3a EPM perceived as developmental mediates the relationship between 

Conscientiousness and work passion of employees. 
 
According to the literature, Extroverts are more comfortable working in EPM settings. 
Therefore, Extraversion has more positive relationship with EPM (White et al., 2020) 
and perceives such monitoring as fairer (Zweig, & Webster, 2003). It has been 
identified that Extraversion trait is more acceptable of EPM as developmental and the 
managerial justifications of the use of EPM (Chen & Ross, 2007). It is identified that 
extroverts are more related to the vigilance performance which is the result of the 
consistency and passion (Claypoole et al., 2018). It has also been identified in many 
studies that EPM is positively related to the employee satisfaction (Samaranayake & 
Gamage, 2011) and job satisfaction when employees have positive opinions about EPM 
(Furnham & Swami, 2015). Previous studies have demonstrated that employees high in 
Extraversion are more likely to produce the positive attitudes when indulge in 
developmental EPM (Ravid, 2020; Furnham & Swami, 2015). This indicates that 
employee high in Extraversion perceives EPM as an entity which will uplift the work 
quality and is related to the productive behaviors (Samaranayake & Gamage, 2011). 
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According to the previous studies, SDT is based on the study of human behavior, mainly 
focused on internal and cognitive variables such as motives, desires (Krupic & Corr, 
2020). whereas the three fundamentals of Self-Determination Theory are autonomy, 
competent and self-efficacy (Alessandri, 2020). As mentioned in the operational 
definition of Extraversion, such characteristics support this kind of human behavior. A 
greater degree of self-determination is reflected in the highest level of intrinsic 
motivation (Pietrabissa et al., 2020) and it is identified that Extroverts more positively 
related to the intrinsic motivation then extrinsic motivation (Ariani, 2013). Thus, 
according to SDT, the EPM perceived as developmental is expected to increase the 
intrinsic motivation of extroverts and as a result employee responds with increased 
Work Passion. This theory further supports this stance because extroverts possess such 
characteristics which are desirable to attain three fundamentals of the SDT. 
 
H3b EPM perceived as developmental mediates the relationship between 

extraversion and work passion. 
 
 

Figure 1: Conceptual Frmaework 

 
 

Methods 

Context 

The data was collected from the call centers of different cities all-around Pakistan i.e., 
Islamabad, Rawalpindi, Karachi, Lahore Peshawar. These cities were selected because 
most of the call center companies are operating in Karachi, Lahore, Islamabad, and 
Rawalpindi (Durrani, 2018). The BPO industry of Pakistan is seen as an emerging 
source of increasing employment and comprises of massive economic potential 
(Baloch, 2018). The target population was the employees of call centers who were 
working at the frontline and dealt directly with customers by using any electronic 
medium. Call-center is a context, where performance can easily be measured using 
EPM (Yost et al., 2019) and employees work in surveillance and high-pressure 
environment (Story & Castanheira, 2020). Call centers are notably known as “white-
collar sweatshops," where workers earn low wages and perform under stressful 
circumstances (Clark et al., 2019). Hence, this context was more appropriate for the 
proposed study. 
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Instrument 

For this study, 16-item questionnaire was used to measure the Conscientiousness, 
Extraversion, EPM as developmental and Work Passion. The scales were adopted from 
the previous measures.  The Conscientiousness was measured by using four items 
adapted from the Donnellan, Oswald, Baird, and Lucas (2006) with reliability 0.71 
(Zacher, 2014). Conscientiousness refers to the individual comprising of these three 
characteristics i.e., organization, productivity, and responsibility (DeYoung et al., 2007; 
McCrae & Costa, 2008). The sample item from the four-item scale of 
Conscientiousness includes “I always remember to put things back in their proper 
place”. Extraversion was measured using 4-items scale adapted from the Donnellan, 
Oswald, Baird, and Lucas (2006) with reliability 0.85. Previous literature on personality 
has identified that the sociability, energy level and assertiveness are central facets to 
the Extraversion (Lucas et al., 2008; McCrae & Costa, 2008). 
 
The sample item of Extraversion includes “I talk a lot”. EPM was measured by using 
3-items scale adopted from Karim (2015) and originally developed by Wells et al. 
(2007). The developmental purpose of EPM includes training needs, feedback and 
identification of strengths and weakness of employees (Cleveland et al., 1989; Wells et 
al., 2007). The sample item of EPM includes “The company uses the call monitoring 
system to help me perform my job better”. 
 
The Work Passion was measured by using 5-items scale adopted from Pollack et al. 
(2020) further used by Haq et al. (2019) but originally developed by Baum and Locke 
(2004). Work Passion refers to the positive feeling of individuals for work (Pollack et 
al., 2020), The sample item includes “I love to work”. The items of each variable were 
measured by using 5-point Likert scale from 1 (strongly disagree) to 5 (strongly agree) 
and listed in the Appendix. 
 
Pilot Testing. A pilot test was conducted with three respondents to identify any 
problems before starting the data collection process. The link was sent to three different 
people, and they were requested to give feedback after filling the survey form. The 
feedback was based on asking questions regarding facing any difficulty while filling 
out the form or finding any ambiguities. In response to such questions two respondents 
filled it without any difficulty. The second respondent was not able to submit due to 
some internet issue and refused to fill it again. Otherwise, there was no issue regarding 
any question. 
 
Sampling and Data Collection 

To collect data, snowball sampling was used because at times of covid-19, this sampling 
was more appropriate than other sampling techniques. The minimum sample size, 
decided for this study was 160 due to time constraint, as taken by similar studies, 
conducted in similar context, and supported by quantitative methodologist (Story & 
Castanheira, 2020; Memon et al., 2020). However, we only managed to get 141 
responses due to uncertain conditions of COVID-19. 
 
The data was collected from the employees of call centers. For the purpose of data 
collection, close ended questionnaires were used by adopting the items from other 
studies. To collect data, an electronic email survey was developed on google forms 
because this offers respondents to fill in the survey form as per their own convenience 
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(Heerwegh, 2009). Along with this, electronic email is an appropriate way for collecting 
data from the diverse geographical areas (Saunders et al., 2007) and particularly at times 
of covid-19. The link address of the survey with the cover letter was sent to 400 plus 
employees. However due to the shortage of time, we only managed to get 141 responses 
in a period of 1.5 month. Out of 141 responses, 36 samples were eliminated from the 
study, some of the samples had less than 1 year of experience and few of them had 
many missing values. The former one had 24 responses and latter one comprised of 10 
responses. Therefore, the result of the tested hypothesis was based on the 105 responses. 
 
 

Table 1: Demographic profile of Respondents 
Demographics Variables Categories Frequencies Percentages % 
  

  

Gender Male 83 79 
 Female 22 21 
Age Less than 20 years 3 2.9 
 20 to 30 years 84 80 
 31 to 40 years 18 17.1 
Work Experience 1 to 5 years 78 74.3 
 6 to 10 years 23 21.9 
 above 10 years 4 3.8 

 
 
Common Method Bias 

In survey-based research, Common method bias in one of the major concerns (Schwarz 
et al., 2017), it measures the degree of covariance among the items because the data 
source was single (Hair et al., 2014). To address this issue, procedural approach was 
used which was pilot tested to avoid the confusion at time of data collection, clear 
instructions were given, and the anonymity and confidentiality was ensured (Schwarz 
et al., 2017). CMV of this study was 25.952 by using Harman-Single Factor through 
SPSS, that is far less than 40% as recommended by Fuller et al. (2016). It is concluded 
that data has less variation and less bias due to instrument issue hence, data was fair to 
be analyzed further. 
 
 

Data Analysis and Results 

To test the hypothesis of our study we used the Vigor and commonly used method 
Partial least squares equation modeling through SmartPLS 3.3.2 by Ringle et al. (2015). 
We wanted to predict incremental factor of our study. This study perceived EPM as 
developmental as a mediator between Personality and passion. PLS-SEM is useful to 
predict this relationship (Hair et al., 2014), hence we used it in our study. For the study 
we adopted structural equation modeling and went through two stages to achieve the 
results. The first one was analyzing measuring model where we analyzed internal 
consistency reliability and validity and the other one is structural model where we tested 
our hypothesis, suggested by Andersen and Gerbing (1988). 
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Measurement Model 

First, we analyzed measurement model. From this model we assessed Internal 
Consistency & Reliability (ICR), Indicator Reliability (IR), Convergent Validity (CV) 
and Discriminate Validity (CV). ICR Measures through composite reliability (Hair et 
al., 2014), in smart PLS which should lie between 0.7 to 0.9 and then we can declare it 
as satisfactory (Richer et al., 2016). Our study results showed that composite reliability 
of all our constructs lied between this range (0.7-0.9), showing high level ICR, 
Conscientiousness was 0.829, EPM was 0.860, Extraversion was 0.844 and finally WP 
was 0.866. The next one is convergent validity and according to Hair et al. (2016, p.112) 
CV analyzes “the extent to which a measure correlates positively with alternative 
measures of the same construct”. It can be measured through average variance extracted 
(AVE) which should be equal or higher than 0.5 and outer loading which must be equal 
or higher than 0.708 (Avkiran, 2018). All constructs of the study fulfilled the criteria 
such as AVE of Conscientiousness was 0.550, EPM was 0.673, Extraversion was 0.579, 
and finally WP was 0.565. It showed that our factors are linked with same variable. All 
result of ICR and CV are given in Table 2. Finally, the last step in measuring model 
was discriminate validity (DV). It is defined by Hair et al. (2017) as the degree to which 
variables in the model are different from each other. To find DV, Fornell and Larcker 
(1981) criteria was used where we compared constructs’ correlation and their square 
root of AVE such that square root of AVE of variables must be higher than the 
correlation value of that variable. Our result of DV fulfilled the criterion which is shown 
in Table 3. For first part of structural equation modeling our data remained reliable and 
valid. 
 
 

Table 2: Internal Consistency and Reliability and Convergent Validity 
Constructs Items Loading AVE CR 
Conscientiousness CON1 0.608 0.55 0.829 

 CON2 0.770 
  

 CON3 0.834 
  

 CON4 0.737 
  

Electronic Performance Monitoring EPM1 0.879 0.673 0.86 

 EPM2 0.747 
  

 EPM3 0.828 
  

Extraversion EXT1 0.654 0.579 0.844 

 EXT2 0.865 
  

 EXT3 0.677 
  

 EXT4 0.825 
  

Work Passion PAS1 0.695 0.565 0.866 

 PAS2 0.791 
  

 PAS3 0.781 
  

 PAS4 0.68 
  

 PAS5 0.803 
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Table 3: Discriminate Validity 
Constructs Conscientiousness EPM Extraversion Work Passion 
Conscientiousness 0.742 

   

EPM 0.445 0.820 
  

Extraversion 0.322 0.413 0.761 
 

Work Passion 0.324 0.311 0.369 0.752 
 
 
Multicollinearity 

If different variables present same affect, then it is considered as multicollinearity error. 
To assess it, variance inflation factor (VIF) was used that must not be greater than 5.0 
otherwise it would be considered as collinearity issue.  (Hair et al., 2014). Our findings 
confirmed this criterion, as shown in Table 5, where all values are less than 5.0 hence, 
there was no issue of collinearity. 
 
Structural Model 

To analyze causal relationships between variables structural modeling was used. For 
this purpose, by following Hair et al. (2014), we re-sampled 5000 the data in 
bootstrapping techniques that estimated the hypothesized model statistical significance. 
Our study structural model results are shown in Fig 2. Results indicate that 
Conscientiousness (H1a: β = 0.348, t =3.838, P = 0, LL: +0.167, UL: +0.471) had a 
significant positive association with EPM as hypothesized. Other personality trait of 
Extraversion (H1b: β = 0.301, t = 3.956, P = 0, LL: +0.145, UL: +0.403) also had a 
significant positive impact on EPM as hypothesized. Further, EPM (H2: β = 0.311, t = 
4.093, P = 0, LL: +0.182, UL: +0.388) had a positive association with Work Passion as 
hypothesized. Then we analyzed the mediating effect of EPM on the relationship 
between Conscientiousness and Work Passion (H3a) and on the relationship between 
Extraversion and Work Passion (H3b). 
 
We followed Nitzl et al. (2016) to test mediating effect of our variable by bootstrapping 
indirect effect. It is shown in Table 4. We had two hypotheses for mediation which were 
supported. EPM was a mediator in the relationship between Conscientiousness and 
Work Passion (H3a: β= 0.108, t = 2.500, p = 0.012, LL: +0.023, UL: +0.177). Also, 
EPM was a mediator in the relationship between Extraversion and Work Passion (H3b: 
β = 0.094, t = 2.468, p = 0.014, LL: +0.023, UL: +0.150). It is concluded that our all 
hypothesis were supported. 
 
As recommended by Hair et al. (2017), any study must include the results of Coefficient 
of determination, and effect size. All these values are given in Table 5. It is represented 
by R2 and referred to as independent variable explanatory power w.r.t dependent 
variables. R2 for our study showed that Conscientiousness and Extraversion trait of 
employees, perceived 0.279 EPM as developmental that enhanced 0.097 of their 
passion for work. Then we analyzed effect size that is contribution of independent 
variable for R2 of dependent variable and denoted by f2giving small, medium, and large 
indication of effect size if f2 will be 0.02,0.15 and 0.35, respectively. f2 of our study 
showed that Conscientiousness has a medium effect on EPM (f2= 0.151), EPM has 
small effect on Work Passion (f2= 0.107) and Extraversion has small impact on EPM 
(f2= 0.113). 
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For assessing relevance of prediction blindfolding technique is used. Recommended by 
Hair et al. (2017) its value must be greater than zero, for quality predictive relevance. 
It is represented by Q2. For our study, its value lied inside the required range. Q2 of 
EPM is 0.146 and Work Passion was 0.039 that was more than zero shown in Table 5. 
 
 

Figure 2. Structural Model 

 
Table:4 Results of Structural Model Assessment 

Path β STDEV t-values CI (LL, UL) 
ConscientiousnessEPM 0.348 0.091 3.838 0.167, 0.471 
EPMWork Passion 0.311 0.073 4.093 0.182, 0.388 
Extraversion EPM 0.301 0.076 3.956 0.145, 0.403 
Conscientiousness EPMWork Passion 0.108 0.044 2.500 0.023, 0.177 
ExtraversionEPMWork Passion 0.094 0.037 2.468 0.023, 0.150 

 
 

Table 5: Results of VIF, f2, R2 and Q2. 
Latent Constructs VIF f2 R2 Q2 
EPM 1 0.107 0.279 0.146 
Work Passion   0.097 0.039 
Conscientiousness 1.116 0.151   
Extraversion 1.116 0.113   

 
 

Discussion 

The aim of this study was to find out the relationship between personality, perceived 
EPM as developmental and Work Passion, and to identify whether the EPM mediates 
the relationship of personality and Work Passion. An extensive amount of study is 
conducted on personality and Work Passion, but very few studies are conducted on the 
EPM perceived as developmental, it is mentioned that the last systematic study on this 
area was done in 2000 (Ravid, 2020). EPM is conceptualized as predictor of work 
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attitudes and behaviors (Davidson & Henderson, 2000), productivity and task 
performance (Nebeker & Tatum, 1993). The early research considers EPM as 
unidimensional and associated it with negative and decreased performance (Smith et 
al., 1992). With the passage of time, the scholars extended their research and started 
exploring the different aspects of the EPM such as timing (Watson et al., 2013) purpose 
(Bartels & Nordstrom, 2012), target (Ambrose & Alder, 2000), scope and control 
(Moorman & Wells, 2003; McNall & Stanton, 2011). Whereas the relationship between 
personalities, perception of EPM as developmental and Work Passion is still not studied 
well. Thus, this study extends the existing literature of personality, EPM and Work 
Passion by identifying the relationship of them altogether. The previous studies 
identified positive relationship of developmental EPM and employee attitudes (Holman 
et al., 2002; Wells et al., 2007). Whereas the mediating effect of developmental EPM 
have not been studied in the relationship of personality and Work Passion. 
 
The first hypothesis (H1a) was supported by the findings in call centers’ employees that 
means call operators with high conscientiousness perceive EPM as developmental such 
as for constructive feedback and growth thus increasing their willingness to work which 
results in increase in their Work Passion. Call center organizations are highly pressured 
environment therefore, it is beneficial to use EPM as developmental to reduce the 
negative outcomes of electronic monitoring (Wells et al., 2007). The finding support 
the second hypothesis (H1b) which identified that extroverts do not tend to perceive 
EPM as detrimental and consider it’s positive aspects and are more concerned about the 
performance (Clark & Watson, 1991). 
 
The result of the third hypothesis (H2) demonstrated that developmental EPM is a 
source of producing Work Passion among employees. As mentioned earlier that the 
existence of EPM delivers positive outcomes (Bartels & Nordstrom, 2012). It has been 
identified that EPM without any purpose produces fewer positive outcomes among 
employees (Ravid, 2020). Hence, when employees perceive EPM as developmental 
their passion for work is increased and it supported our assumptions. 
 
The fourth hypothesis (H3a: EPM perceived as developmental mediates the relationship 
between Conscientiousness and Work Passion of employees) is also supported by the 
findings. It identified that personality is a predictor of the behaviors of employee when 
there is use of EPM in the organizations (Ravid, 2020). For Conscientiousness, 
employees with such personality characteristics showed that they perceive EPM as 
developmental when being monitored electronically (Zweig & Webster, 2003). 
 
Our last hypothesis (H3b) is also supported by our findings. For Extraversion, it has 
been identified that they are more acceptable of EPM and perceive it as developmental 
and are satisfied with the managerial justifications of the EPM (Chen & Ross, 2007). 
The effects of personality characteristics become positive when they find themselves in 
EPM settings because perception of EPM as developmental triggers the high self-
determinant state out of employees which results into the increased Work Passion. 
Personality has significant effect on electronic monitoring perception some personality 
traits perceive developmental as positive which in return enhances their positive attitude 
towards work. 
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Limitations and Future Directions 

We believe that the findings of this study highlight numerous future avenues of 
research. Our study examined the idea that the use of EMP as developmental tool is 
associated with positive attitudes at work. However, it is not clear to what extent this is 
true for different purposes of EMP. Second, this research has considered the effect of 
EPM directed downwards towards the employees. There is a need to consider the 
multidirectional nature of EPM. Future research may consider the effect of EPM on 
mangers and how different personalities of managers perceive EPM as a useful tool or 
as a threat to their control and autonomy. Third, the results are based on the sample 
taken from the call centers. Therefore, generalizing the findings of this study to other 
sectors is also required. 
 
In addition, this study was conducted during the period of covid-19. The pandemic has 
affected almost all the sectors including call centers. Few of the call centers contacted 
had resumed their operations due to pandemic. So, a study during normal circumstances 
might provide useful insights.  We used an online survey, which might bias our results. 
Future studies should explore different survey strategies to reduce sampling and data 
collection biases. Lastly the study used only one mediator. Future research can 
incorporate moderators to test the strength of relationships between personality traits, 
EPM and work attitudes. 
 
 

Practical Implications for Asian Managers 

The research model proposed in this paper provides several recommendations for Asian 
managers. In particular, the results of the study would help Asian human resources 
professionals effectively perform many human resources functions, such as employee 
staffing, training, and performance management system. The results suggest that call 
operators with high on conscientiousness and extraversion perceive EPM as a 
development tool. Human resource managers may consider selecting employees with 
high conscientiousness and extraversion at the time of recruitment and selection. 
Because individuals with these personality traits tend to perceive EPM as 
developmental. As a result, organizations will have lower employee turnover and a 
healthy work environment. 
 
In addition, this study would help HR professionals develop specific training programs. 
In so doing, they must plan these programs in accordance with employees' individual 
differences. This intervention is very necessary due to a stressful work environment in 
call centers as it will motivate employees and reduce the number of employees' 
complaints. In long run, such an intervention may help in increasing employees’ level 
of engagement and reduce staff turnover. 
 
The second recommendation for Asian managers is to consider users personality traits 
when designing a performance monitoring system. The spread of technology in the 
workplace is increasing rapidly and become a necessity. Currently, many employees in 
Asia, especially in call centers, are working with technologies that track call operators 
call time, and behavior toward customers. As findings of the present study indicate that 
individual differences are an important factor in predicting positive results associated 
with the use of EPM. To reduce the negative impact of the use of EPM, employers must 
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take into account the personality of the users and characteristic of the EPM system when 
designing performance management systems. An inclusive approach can be useful, as 
it involves all stakeholders before designing a system and then keeping them informed 
at the design and pre-test stages.  Such inclusiveness will lead employees to own the 
system and less resistance to change, which will lead to positive behaviors in the 
workplace. 
 
This study also reveals that the perceived purpose of EPM as developmental mediates 
the relationship between consciousness and extraversion and work passion. In other 
words, employees high on conscientiousness and extraversion perceive EPM as useful 
in developing their skills and abilities instead of being a cause of stress. Therefore, in 
order to reduce employees' negative reactions to the use of EPM, HR managers need to 
find different ways to communicate the purpose of EPM so that employees consider it 
a positive intervention that will help them improve their skills and capabilities. 
 
Additionally, managers need to activate organizational communication channels so that 
employees know the advantages of an effective EPM system and how they will help 
employees to progress in the current roles as well as in future responsibilities. One way 
to do this is to organize regular awareness sessions, such as meeting, workshops, and 
seminars with clear objective to educate employees and respond their concerns 
regarding the EPM. As the working environment in call centers usually believed as a 
stressful environment, a top-down communication strategy will do wonders in terms of 
clarifying their doubts, thereby increasing their satisfaction with the EPM system. 
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