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The overview of the dissertation topic 

At present, we can observe a gradual shift from the material-intensive economy to the 

knowledge-based economy (KBE) (Kukuła, 2013, p. 563). The OECD research played a major 

role in the development of a new type of economy, based on which KBE was defined as "an 

economy directly based on the production, distribution and use of knowledge and information"  

(The Knowledge-based Economy, 1996, p.7). According to E. Skrzypek (2011, p. 271), KBE 

is a new economy characterized by a dominating share of the services sector in the production 

of GDP (gross domestic product) and employment, based on the comprehensive use of 

knowledge and information. 

With the development of a knowledge-based economy, we can observe an increase in 

employment in the services sector (Cyrek, 2013, p. 87). In the polish economy, big changes in 

the labor market are observed at the turn of the last 20 years (Skórska, 2016, p. 18). Wide access 

to qualified and experienced intellectual capital, with relatively low labor costs and high quality 

of services offered, make foreign companies more willing to invest on the Polish market. The 

business services sector is gaining more and more importance in business life (Skrzypek, 2011, 

p. 279).  Due to the type of services provided, this sector is made up of type organizations 

(Hays, 2015, p. 11): 

 SSC – Shared Services Centers,  

 BPO – Business Process Outsourcing,  

 IT – Information Technology,  

 R&D – Research and Development. 

Currently, there are 1236 business centers in Poland, located in 40 polish cities. In the period 

from the first quarter of 2017 to the end of the first quarter of 2018, 91 new service centers 

began operations. The largest number of them is recorded in Warsaw, Krakow, Wrocław and 

the Tri-City. This is associated with high employment in this sector - the total number of 

employees in 2018 is 279,000. In 2017, the number was 265,000 employees, which means a 

13% increase in employment. It is estimated that by 2020 this number will increase to 340,000 

employees. Until now, Kraków has been a definite leader in terms of employment, giving jobs 

over 64,000 people (ABSL, 2018, p. 10-13). 

Knowledge-based economy is a new look at organizations, and above all, increasing the 

role of the human being as a conscious regulator of the processes undertaken in the company 

(Bednarska-Wnuk, 2012, p. 98). Currently, it is the driving force of many organizations, thanks 



to the specialist knowledge, qualifications and experience they have (Cielemęcki, 2011, p. 89). 

P. Drucker referred to this group of employees as knowledge workers (Drucker, 1999, p. 79). 

Over time, this concept has become the subject of interest for many scientists (Fryczyńska, 

2003, p. 26).  Each author dealing with this subject tried to introduce his own definition of a 

knowledge worker. The author pointed to terminological incoherence, because there is no one 

leading definition. For the purposes of the work, the author also introduced her own definition 

of this concept. She defined knowledge worker as a person with higher education, working on 

the basis of knowledge, enriching it and creating new knowledge in his work (including new 

solutions, patents, know-how). 

Currently, knowledge workers are a new category of specialists, whose main work tool is 

the mind, and every effort associated with doing this work is intellectual, not physical 

(Davenport, 2007, p. 20). They represent a high level of specialist knowledge, education and 

experience (Gurteen, 2006, p. 1).  

Knowledge workers employed in the business services sector are aware of their potential, 

generally have an authority at work and represent an appropriate level of work culture (Gajdzik, 

2012, p. 915). They are engaged in enterprise activities, and unique knowledge, broad 

competences and conceptual skills allow them to build knowledge in companies (Gurteen, 

2006, p. 4). A. Pocztowski (1999, p. 291) noted that knowledge workers are characterized by 

difficult to copy, unique knowledge (know-how) (Gajdzik, 2009, p. 182). They require a lot of 

independence at work, as well as an appropriate motivational system. The challenge for the 

modern economy is proper management of knowledge workers. This means that in the future 

we should expect big problems with their acquisition, retention, motivation and development 

(Łysik, 2011, p. 60). 

The analysis of the labor market shows that the highest level of employee fluctuation is 

recorded in the services sector. In addition, with the development of the business services 

sector, this problem is getting worse year by year. Studies conducted by ABSL state that in the 

sector the turnover of employees is on average 15-20% per year (ABSL, 2017, p. 38). 

 The turnover of every employee is a big challenge for the employer, related to the loss 

of specific competences, knowledge or experience that this employee has. It is also an additional 

cost related to the recruitment and implementation process of a new employee, as well as the 

time devoted to finding and adapting it in a new work environment (PWC, 2015, p. 6).  

In order to identify the key factors determining of knowledge workers’ turnover, a 

research plan has been developed, taking into account the specificity of the business services 

sector. This plan was used to conduct empirical research (figure 1).  



 

 

 

 

 

 

 

 

 

  

 

 

 

 

  

 

Figure 1. Diagram of research work plan - model of turnover determinants  

Source: own study 

The Subject, Objectives and Hypotheses of the Dissertation  

The main purpose of the dissertation is to identify the key determinants of knowledge 

workers’ turnover in  business services sector and to discuss the effects that this process brings 

for both the employee and the organization. 

Specific goals: 

 Theoretical and cognitive goals: 

- critical review of polish and foreign literature in the field of turnover, 

- critical review of the knowledge workers’ turnover reasons proposed by literature, broken 

down by factors from the MICRO, MEZO and MACRO levels, 

- discussion of the theoretical assumptions and empirical findings contained in the literature on 

the subject regarding the consequences of leaving work – balance of turnover, 

- development of theoretical model of knowledge worker’s turnover determinants, 
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 Methodical and empirical goals: 

- development, gathering and adaptation of test tools, conducting quantitative and qualitative 

research (interviews) on a group of knowledge workers and statistical data analysis - 

verification of assumptions of the research plan,  

- empirical verification of turnover determinants, 

- identification of the effects of leaving work for an employee and organization, 

Research problem: 

What is the strength of the relationship between the determinants covered by the study and 

knowledge workers’ turnover in business services sector. 

The main hypothesis of the work: 

Factors from the MICRO, MEZO and MACRO levels determine the turnovers, which in the 

balance goes away leads to the effects felt by knowledge workers and organizations operating 

in business services sector. 

H1 - There is a relationship between the factors from the MICRO level and turnover, 

H2 - There is a relationship between the factors from the MEZO level and turnover, 

H3 - There is a relationship between the factors from the MACRO level and turnover. 

Turnovers bring a number of effects felt by the employee and the employer. Departures from 

work bring a number of effects felt by both the employee and the employer. However, in most 

cases it is the loss of a valuable employee, his knowledge, experience and additional costs of 

recruitment, the costs of lost opportunities, or a decrease in the morale of the remaining 

employees in the company. Therefore a following hypothesis has been formulated: 

H4 – The decision to turnover generates the effects experienced in the balance sheet by the 

employee, 

H5 – The decision to leave generates the effects experienced in the balance sheet by the 

organizations. 

There are various forms of turnover: an employee can stay in the company, but only change 

the department or work position, can completely change the sector of work, change the nature 

of work or change the location when moving to another city, or even country. The problem of 

leaving work is often conditioned by the age of employees, seniority and even gender. The 



decision about turnover is influenced by the position at work and education levels. The above 

considerations made it possible to formulate additional supplementary hypotheses. 

Research Methods and Source Material  

The dissertation is of a theoretical and empirical character. The theoretical part included a 

review of Polish and foreign literature in order to critically analysis issues related to the subject 

of work. The empirical part of the work included quantitative and qualitative research. The 

triangulation method applied in the research approach, through the use of two research methods, 

was aimed at increasing the quality, insight and reliability of the conducted research  

(Janczewski, 2013, p. 51-52). Quantitative research was conducted using a questionnaire made 

available in electronic form using Google Forms. Questionnaires were sent to 1620 people 

selected through the analysis of professional profiles posted on the LinkedIN portal. 362 

completed surveys were received, of which 252 are research groups – it means knowledge 

workers employed in the business services sector in Poland. Statistical analysis of the data was 

carried out using IBM SPSS Statistics 25. In the thesis was performed analysis of basic 

descriptive statistic: arithmetic mean, median, standard deviation, skewness, kurtosis, 

parametric tests t-Student and r Pearson correlation analysis, as well as non-parametric tests: U 

Mann-Whitney test, Kolomogorov-Smirnowa test and  rho Spearman correlation. An analysis 

of structural equations SEM was also carried out in order to test the theoretical model of the 

influence of turnover determinants on the intention to leave work and the nature of the change 

of work. 

 The qualitative study covered a group of 10 employees and 10 managers. Interviews were 

used as a research tool. The purpose of this study was to supplement the qualitative research 

and to show the effects of the process of turnover for the employee and the employer. The time 

range of the research covered the fourth quarter of 2018. Interviews were conducted in the first 

quarter of 2019. 

The Structure and Content of the Dissertation 

The dissertation consists of five chapters. In the first chapter of the work, knowledge issues 

were characterized and described how to effectively manage it in the organization. A lot of 

attention was devoted to knowledge workers as a new group of specialists. In addition, the 

business services sector has been characterized, including SSC, BPO, IT and R&D, as an 

example of organizations employing knowledge workers. 



The second chapter is devoted to the problem of turnover. Its legal and economic dimension 

was discussed and the redundancies were divided. First of all, the focus was on how companies 

deal with the problem of employees leaving, how they try to keep good employees and what 

tools they use for this purpose. 

The third chapter describes the causes and consequences of turnover. The factors shaping 

the departure from the organization are described in the divide into the levels: MICRO, MEZO 

and MACRO. In turn, the effects of turnover are described from the perspective of the employee 

and the employer. 

Detailed information on the research methodology is provided in the fourth chapter. The 

purpose, problem and research hypotheses were discussed there. This chapter also presents a 

research plan, research methods and describes research tools that enabled conducting empirical 

research. The research groups have also been characterized, broken down into quantitative and 

qualitative research. 

In the fifth chapter of the work a statistical analysis of the obtained research results was 

made. The empirical verification of the determinants of turnover was also carried out and the 

main research findings were presented. 

An integral part of this dissertation is the annex. It contains photos of the questionnaire in 

the electronic version and questions (both for employees and managers) that enabled conducting 

interviews. 

Functional Results of the Dissertation: 

- The main findings regarding of turnover determinants (quantitative research): 

1. Factors from the MICRO level, i.e. person-job fit and job satisfaction, affect the decision 

to turnover (H1). 

2. Factors from the MEZO level, i.e. perceived organizational support and person-

organization fit, affect the decision to turnover (H2). 

3. Factors from the MACRO level, i.e. perceived job market and estimated time to look a 

new job, affect the decision to turnover (H3). 

4. Complementing the main area of analysis, it was established that: all factors from the 

MICRO, MEZO and MACRO levels have a significant impact on each other. The 

increase of one variable causes the increase of the second factor, which results on 

turnovers. 

5. The stronger the willingness to leave work, the more the employee would be willing to 

choose a different organization than the one he is currently working in, would look for 



work in a different location and other work position, as well as a different nature of the 

work. 

- The role of sociodemographic factors influencing on turnover determinants and leaving work: 

6. The age of the knowledge worker influences the level of job satisfaction, organization 

adjustment and estimated time of looking for a new job. This means that with his age, 

increase job satisfaction, person-organization fit, but also the time needed to find new 

job if he would like to leave the company. 

7. The employee’s seniority also affects the level of job satisfaction, person-organization 

fit and estimated time of looking for a new job. 

8. There were no significant relationships between the age and seniority of knowledge 

workers, and the intention of turnover and the nature of this change. 

9. Gender differentiates the perception of the job market and person-organization fit. Men 

feel more suited to their company, feel greater satisfaction with their work and better 

perceive organizational support. Women, in turn, perceived the job market more 

negatively. 

10. Education affects on the turnover determinants. With the increase in education, 

knowledge workers estimate that finding a new job would take them more time. The 

perceived organizational support and person-organization fit also decrease. However, 

education does not affect the decision to leave the organization.  

11. Employees in non-managerial positions ( junior specialist, specialist, senior specialist, 

expert) estimate that when they change jobs they will need less time to find a new job 

than employees in managerial positions (Team Leader, Manager). In addition, a larger 

percentage of turnover is recorded among non-managerial staff. 

- Findings as part of the confirmation of the structural equations model: 

12. Statistically significant predictors the intention of turnover were: job satisfaction, 

person-organization fit and perceived organizational support. In turn, statistically 

significant predictors the nature of change were: job satisfaction and estimated time to 

look for a new job. 

- The main effects of turnover (qualitative research): 

13. Turnovers have many consequences for the employee (H4). On the one hand, it is the 

employee's stress before a new workplace, new responsibilities, adaptation to a new 

environment, the risk of leaving the previous comfort zone, the costs of possible 



relocation. On the other hand, it is the prospect of development, gaining new experience, 

sometimes also connected with a raise or a promotion. 

14. Knowledge workers perceive work change very positively. They believe that this is a 

good opportunity to improve financial conditions and gain valuable experience. 

15. Turnovers also have many consequences for the employer (H5). Leaving the work of 

each employee means the loss of valuable knowledge and experience of this employee, 

it is often the team's frustration, when the tasks are distributed among other employees, 

it is the time and cost of recruitment and implementation of a new employee. 

16. Companies wanting to keep employees as long as possible, offer them interesting tasks, 

undertake various initiatives, for example integration events, holiday cards, training, 

trainings, promotions or hikes. They also conduct employee satisfaction surveys and  

exit interview in case turnover, to implement the recovery plan as soon as possible. 
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