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Bu arastirmanin amact, ¢agri merkezi ¢alisanlari arasinda giderek yayginlagan sessiz istifa ve sessiz isten ¢ikarma egilimlerinin
orgiitsel baglilik ve is performansi iizerindeki etkilerini incelemektir. Nicel aragtirma modeliyle yiiriitiilen ¢alismanin
orneklemini, Tiirkiye’de faaliyet gdsteren bir cagr1 merkezinde gorev yapan 300 goniillii calisan olusturmugtur. Veriler, “Sessiz
Istifa ve Sessiz Isten Cikarma Olgegi”, “Orgiitsel Baghlik Olgegi” ve “Is Performans: Olgegi” kullanilarak ¢evrim igi anket
formu araciligiyla toplanmistir. Analiz sonuglari, sessiz istifa ve sessiz isten ¢ikarma diizeyleri arttik¢a orgiitsel baglilik ve is
performansinin anlaml bigimde azaldigin1 gostermistir. Buna ek olarak orgiitsel baglilik diizeyinin is performansini pozitif
yonde etkiledigi belirlenmistir. Demografik degiskenler agisindan bakildiginda cinsiyet, egitim durumu, departman ve geri
bildirim siklig1 gibi faktorlerin 6zellikle sessiz isten ¢ikarma ve performans diizeylerinde istatistiksel olarak anlamli farkliliklar
yarattig1 saptanmustir. Elde edilen bulgular, orgiitlerde agik iletisim kanallarinin gii¢lendirilmesinin, diizenli geri bildirim
stireglerinin kurulmasinin ve ¢alisan destek mekanizmalarinin gelistirilmesinin sessiz istifa ve sessiz isten ¢ikarma egilimlerini
azaltabilecegini gostermektedir. Sonug olarak, calisanlarin psikososyal ihtiyaglarina duyarli bir yonetim anlayisi, ¢agri
merkezlerinde baglilig1 artirarak performansi 6nemli dl¢iide giiclendirebilir.

Anahtar kelimeler:Sessiz istifa, Sessiz isten ¢ikarma, Orgiitsel baglilik, Is performansi, Cagr1 merkezi calisanlar

The Effects Of Quiet Resignation And Quiet Dismissal On The Loyalty And
Performance Of Call Center Employees

ABSTRACT

Abstract, Times New Roman, 9 point, 1 line spacing, between 200-300 words. Abstract, Times New Roman, 9 point, 1 line
The purpose of this study is to examine the effects of quiet resignation and quiet dismissal behaviors on organizational
commitment and job performance among call center employees. The research was conducted through a quantitative design,
and the sample consisted of 300 voluntary employees working in a call center in Turkey. Data were collected online using the
“Quiet Resignation and Quiet Dismissal Scale,” the “Organizational Commitment Scale,” and the “Job Performance Scale.”
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The findings revealed that as levels of quiet resignation and quiet dismissal increased, both organizational commitment and job
performance significantly decreased. Additionally, organizational commitment was found to have a positive effect on job
performance. In terms of demographic variables, factors such as gender, educational level, department, and frequency of
feedback created statistically significant differences, particularly in quiet dismissal and performance levels. These results
indicate that strengthening communication channels, establishing regular feedback mechanisms, and developing employee-
support systems within organizations may reduce tendencies toward quiet resignation and quiet dismissal. Overall, the study
suggests that management practices attentive to employees’ psychosocial needs can enhance organizational commitment and
significantly improve performance in call center environments.

Keywords: Silent resignation, Silent dismissal, Organizational commitment, Job performance, Call center employees

Introduction

In the post-pandemic era, organizational scholars and practitioners have increasingly
shifted their attention toward subtle forms of employee disengagement that do not appear in the
form of overt turnover yet significantly weaken organizational effectiveness (Zieba, 2023).
Among these emerging phenomena, quiet resignation (quiet quitting) and quiet dismissal (quiet
firing) stand out as critical indicators of a deteriorating psychological connection between
employees and their organizations (Formica & Sfodera, 2022). Quiet resignation describes a
pattern in which employees withdraw from discretionary effort, emotional involvement, and
organizational citizenship behaviours while continuing to fulfil only the minimum formal
requirements of their roles (Dillard, Cavallo & Zhang, 2025). Rather than reflecting
indifference or laziness, this behaviour is closely linked to unmet psychological needs,
perceptions of injustice, emotional exhaustion, and erosion of the psychological contract (Citil,
2022; Kumar & Padhi, 2022). In contrast, quiet dismissal denotes a managerial approach
through which employees become gradually marginalised via reduced responsibilities,
exclusion from decision-making processes, and restricted access to developmental
opportunities, thereby implicitly encouraging voluntary departure without formal termination.
Together, these dynamics signal a fundamental breakdown in the reciprocal exchange
relationship that underpins organizational commitment and sustained performance (Casey &
Delaney, 2022).

The conceptual basis of these behaviours can be interpreted through psychological
contract theory and social exchange theory. When employees perceive breaches in
organizational promises concerning fairness, recognition, growth, or support, they often
respond by reducing engagement and adopting symbolic withdrawal strategies (Ahmad et al.,
2023). Within this framework, quiet resignation emerges as a coping mechanism in constrained
organizational environments, whereas quiet dismissal reflects managerial power asymmetry
manifested through subtle exclusionary practices. Both forms of silent disengagement gradually
weaken affective commitment and diminish task performance, ultimately threatening long-term
organizational sustainability (Oquendo, Bell & Kitenge, 2024).

These processes become particularly visible within call center environments, which
operate under conditions of intense work pressure, continuous electronic surveillance, rigid
performance metrics, high emotional labour, and limited autonomy. Research consistently
shows that call center employees experience elevated levels of stress, emotional exhaustion,
and turnover intention relative to many other service sectors (Chaudhary et al., 2023). The
obligation to maintain emotional composure while managing repetitive and frequently
confrontational customer interactions further intensifies psychological strain (Haidar, 2021). In
such settings, quiet resignation often manifests through strict compliance with scripts, reduced
initiative in problem-solving, and detachment from collaborative engagement, while quiet
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dismissal may appear as diminished feedback, lower scheduling priority, or exclusion from
professional development initiatives. Understanding how these dynamics unfold in call centers
therefore holds critical importance for preserving workforce stability and sustaining service
quality (Karrani et al., 2025).

Within the Turkish context, these issues gain additional significance due to shifting
generational attitudes toward work, increased attention to psychological well-being, and the
growing normalization of hybrid and flexible working arrangements. Younger employees
increasingly emphasise work—life balance, meaningful participation, and psychological safety,
frequently distancing themselves from traditional models focused solely on excessive
performance demands (Shah & Parekh, 2023). Furthermore, the widespread adoption of data-
driven performance monitoring systems in Turkish call centers has intensified perceptions of
surveillance and reduced autonomy, both of which correlate negatively with engagement and
organizational loyalty (Hasyim & Bakri, 2025). Despite this evolving context, empirical
research addressing quiet resignation and quiet dismissal in Tiirkiye remains notably limited,
especially within high-pressure service sectors such as call centers (Anderson, 2025).

Although recent studies have begun to address quiet quitting in relation to job
satisfaction, burnout, and leadership style, much of the existing literature concentrates primarily
on employee-driven withdrawal while giving comparatively little attention to managerial
practices of silent exclusion and marginalisation (Galanis et al., 2025). Moreover, scholars often
examine these phenomena in isolation, neglecting their combined influence on both
organizational loyalty and job performance within specific sectoral environments (Al-Twal,
Alawamleh & Jarrar, 2024). This situation reveals a critical gap: despite growing professional
and academic discussion, systematic empirical evidence regarding the joint impact of quiet
resignation and quiet dismissal on core organizational outcomes remains scarce, particularly in
emerging economies such as Tiirkiye.

Against this theoretical and contextual backdrop, the present study explores the effects
of quiet resignation and quiet dismissal on organizational loyalty and job performance among
employees working in a major call center in Tirkiye. Adopting a quantitative research design,
the study collects data through structured questionnaires and examines how varying levels of
silent disengagement relate to commitment and performance outcomes. The originality of the
research lies in its integrated analysis of both employee-driven and management-driven
disengagement within a sector characterised by high emotional and operational demands. By
addressing a clearly underexplored gap in the literature, this study contributes theoretically by
clarifying the dual dynamics of withdrawal and marginalisation, and practically by offering
evidence-based insights to support managers in strengthening sustainable engagement,
enhancing loyalty, and maintaining service excellence in call center environments.

Literature

The Concept of Silent Resignation
In recent years, the concept of quiet resignation has gained increasing prominence, particularly
among Generation Z employees, and has come to represent a subtle yet consequential form of
work disengagement. It describes a pattern in which employees continue to fulfil only the
formal minimum requirements of their positions while deliberately withdrawing from
discretionary effort, initiative, and emotional involvement (Alami et al., 2024). Unlike overt
resignation, this behaviour reflects a psychological retreat rather than physical exit,
progressively weakening employees’ sense of identification with their organization and
diminishing their intrinsic motivation to contribute (Grant & Shandell, 2022).

Existing literature associates quiet resignation with burnout, job dissatisfaction, reduced
sense of meaning, and perceived lack of recognition. These conditions gradually erode
employees’ willingness to invest cognitive and emotional resources in their work, reinforcing
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a cycle of disengagement (Vo, Tuliao & Chen, 2022). In high-pressure sectors such as call
centers, where continuous performance monitoring, emotional labour, and limited autonomy
prevail, this form of withdrawal becomes particularly visible and structurally embedded.
Employees facing persistent performance pressure often restrict their effort strictly to
prescribed task limits, leading to weakened engagement and reduced organizational belonging
(Alami et al., 2024).

Beyond individual consequences, silent resignation carries significant organizational
implications. Empirical studies demonstrate that employees who exhibit such withdrawal
behaviours report lower levels of job satisfaction and organizational commitment, alongside
diminished productivity and reduced contribution to team performance (Gabelaia &
Bagociunaite, 2023). These findings suggest that silent resignation functions not merely as a
personal coping strategy but as a structural threat to workforce stability and organizational
effectiveness.

Taken together, the reviewed evidence indicates a consistent relationship between silent
resignation and the erosion of key organizational outcomes, particularly commitment and
performance. As employees disengage psychologically, their emotional bond with the
organization weakens, and their willingness to exert effort beyond basic requirements declines.
In light of this theoretical and empirical foundation, the following hypotheses are formulated:
H1: Silent resignation negatively affects the commitment levels of call center employees.

H2: Silent resignation negatively affects the performance of call center employees.

The Concept of Silent Dismissal

The concept of quiet dismissal, also referred to as quiet firing, describes managerial practices
through which employees are indirectly encouraged to leave the organization without formal
termination procedures. This process typically involves systematic exclusion, demotivation,
and restriction of developmental opportunities, thereby gradually creating an environment that
becomes psychologically unsustainable for the employee (Atiku, Jeremiah & Genty, 2025).
Unlike overt dismissal, quiet dismissal operates through subtle and often ambiguous actions
that undermine employees’ professional identity and erode their perceived value within the
organization.

Such practices significantly damage trust and communication between employees and
management, contributing to a deteriorating organizational climate. Behaviours including
withholding constructive feedback, limiting access to promotions, assigning marginal roles, or
excluding employees from decision-making processes weaken perceptions of organizational
justice and reduce emotional attachment to the organization (Othman, Mahran & Ali, 2025). As
a result, employees subjected to quiet dismissal increasingly experience psychological strain,
feelings of rejection, and declining motivation, which ultimately disrupt both commitment and
performance.

These effects become particularly pronounced in high-stress environments such as call
centers, where employees already operate under constant performance monitoring and
emotional labour demands. In such contexts, managerial signals of exclusion are interpreted
more intensely and often accelerate psychological withdrawal. Empirical evidence indicates
that quiet firing practices are associated with reduced employee trust, diminishing motivation,
and lower productivity, reinforcing a cycle of disengagement and performance decline (Deery,
Iverson & Walsh, 2022).

Taken together, the literature suggests that quiet dismissal does not merely function as
an indirect managerial strategy for workforce reduction, but also as a critical determinant of
employees’ psychological connection to the organization. As perceptions of injustice and
marginalisation increase, employees’ loyalty weakens and their performance capacity
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deteriorates. Based on this theoretical and empirical foundation, the following hypotheses are
proposed:
Ha3: Silent dismissal negatively affects the commitment levels of call center employees.
H4: Silent dismissal negatively affects the performance of call center employees.

Employee Loyalty

Employee loyalty, often conceptualized as organizational commitment, reflects an individual’s
emotional, cognitive, and behavioural attachment to both their job and the organization. It
encompasses not only job satisfaction but also identification with organizational values, a sense
of purpose in work, and a willingness to contribute beyond formal role requirements (Murray
& Holmes, 2021). Employees who demonstrate high levels of loyalty tend to align their
personal goals with organizational objectives, display sustained effort, and maintain consistent
performance even under demanding conditions.

The development of employee loyalty is strongly influenced by organizational factors
such as perceived organizational support, leadership style, fairness, and working conditions.
Supportive leadership and transparent communication foster trust and reinforce employees’
sense of belonging, thereby strengthening commitment (Mahmood Aziz et al., 2021). In high-
volume service sectors such as call centers, where employees frequently experience emotional
strain and performance pressure, the presence of supportive managers and an open
communication climate becomes a decisive factor in sustaining loyalty and preventing
disengagement (Lee & Kim, 2023).

However, silent resignation and silent dismissal directly undermine these loyalty
mechanisms. When employees perceive that their efforts are undervalued or that they are being
gradually sidelined by management, their emotional attachment to the organization deteriorates.
Feelings of invisibility, injustice, and lack of recognition weaken their sense of belonging,
ultimately reducing their willingness to invest effort and remain committed (Sarwar et al.,
2024). These dynamics suggest that loyalty is not merely an attitudinal construct, but a
vulnerable outcome shaped by both employee withdrawal behaviours and managerial exclusion
practices.

Given that loyal employees are more likely to sustain high performance, demonstrate
proactive behaviours, and contribute to organizational continuity, understanding the
relationship between loyalty and performance becomes essential, particularly in performance-
driven environments such as call centers. Based on this theoretical and empirical foundation,
the following hypothesis is proposed:

H5: Employee loyalty has a positive effect on the performance of Assistt Call Center
employees.

Job Performance
Job performance is the total output of knowledge, skills, and motivational factors that reflects
an individual's ability to achieve organizational goals within a specific period. Performance is
measured not only by quantitative outputs but also by indicators of quality, productivity,
customer satisfaction, and organizational behavior (Andreas, 2022). In the service sector,
performance, especially in call centers, is closely linked to communication skills, stress
management, and emotional resilience. Numerous studies have shown that individuals with
high employee engagement in these types of jobs also perform better (Bohérquez et al., 2021).
Empirical evidence highlights that employees who demonstrate higher levels of
engagement and psychological involvement tend to exhibit superior performance outcomes in
demanding service roles. In call center environments, engaged employees are more likely to
resolve customer issues effectively, maintain service standards, and adapt constructively to
workload fluctuations (Bohorquez et al., 2021). These findings reveal that performance is not
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solely a function of technical capacity, but also of employees’ psychological alignment with
organizational goals and their willingness to exert discretionary effort.

Conversely, covert disengagement processes such as silent resignation and silent
dismissal constitute significant psychological determinants of declining performance. When
employees experience emotional detachment, exclusion, or a diminished sense of relevance
within the organization, their productivity, responsiveness, and service quality tend to
deteriorate (Oquendo, Bell & Kitenge, 2024). A weakened identification with organizational
goals translates into lower effort, reduced initiative, and minimal compliance behaviours. In
contrast, employees who remain highly engaged demonstrate greater responsibility, voluntary
effort, and sustained performance contributions, reinforcing the central role of psychological
connection in performance sustainability (Klotz & Bolino, 2016).

Taken together, the literature suggests that job performance in call center contexts is
highly sensitive to both employee-driven disengagement and managerial exclusion practices.
As psychological withdrawal intensifies, performance outcomes increasingly suffer, indicating
a direct relational pathway between silent disengagement and performance decline. This
theoretical and empirical foundation highlights the necessity of examining job performance not
only as an operational outcome, but as a construct intricately shaped by organizational loyalty,
engagement, and silent withdrawal dynamics.

Relationships Between Variables and Research Model

The literature consistently identifies organizational commitment as one of the most powerful
predictors of employee performance, as committed employees demonstrate greater persistence,
responsibility, and alignment with organizational goals (Cesario & Chambel, 2017). However,
emerging forms of silent disengagement such as silent resignation and silent dismissal
increasingly weaken this established relationship. Silent resignation disrupts commitment by
eroding employees’ emotional and cognitive attachment to the organization, while silent
dismissal produces similar effects through managerial pressure, exclusion, and perceived
injustice (Tuffaha, 2020).

When these two phenomena coexist, employees’ sense of belonging and identification
with organizational values progressively deteriorates, which subsequently translates into
declining effort and performance. In this context, organizational commitment does not merely
function as an independent attitudinal outcome but operates as an explanatory mechanism
through which silent disengagement influences job performance. Previous empirical evidence
supports the role of commitment as a mediating factor in the relationship between workplace
stressors and performance outcomes (Al Zefeiti & Mohamad, 2017). Accordingly, and
grounded in both theoretical and empirical foundations, this study proposes the following
mediation hypothesis:

H6: Silent resignation and silent dismissal indirectly influence the relationship between
employee commitment and performance.

Method
Research Model
This research was conducted to examine the effects of silent resignations and silent dismissals
on the commitment and performance of call center employees. Quantitative research methods
were utilized in the study.

The research sample consisted of employees working at Assistt Call Center. The call
center industry, due to its high employee turnover and dynamic structure, has a large employee
base. Therefore, simple random sampling was chosen to increase representativeness of the
population. 300 employees who volunteered to participate were included in the sample.

Data Collection Tools
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Data Collection Tools: The study plans to use a Demographic Information Form, an
Organizational Commitment Scale, an Employee Performance Scale, and a Quiet Resignation
and Quiet Dismissal Scale. To assess the effects of quiet resignations and quiet dismissals on
commitment and performance among call center employees, the researcher reviewed the
literature and created a 10-question Personal Information Form (Sen, Yurtsever, & Polat, 2024;
Altintag, 2024).

Silent Resignation and Silent Dismissal Scale: Silent Resignation and Silent Dismissal Scales
were developed by Anand et al. (2023) and consist of two dimensions each with seven items
rated on a five-point Likert scale (1 = Strongly disagree, 5 = Strongly agree). The Turkish
validity and reliability study was conducted by Sen, Yurtsever, and Polat (2024). The Silent
Resignation Scale measures employees’ tendencies toward low organizational commitment and
minimal effort, while the Silent Dismissal Scale assesses perceptions of managerial behaviors
that implicitly push employees to leave. All items are positively worded. Reported Cronbach’s
alpha values were 0.829 and 0.876 in the original study, and 0.890 and 0.927 in the present
research, indicating high reliability. Each scale functions independently, with higher scores
reflecting stronger perceptions of silent resignation or silent dismissal.

Organizational Commitment Scale: The Organizational Commitment Questionnaire

(OCQ), originally developed by Meyer and Allen (1984) and adapted into Turkish by Boylu,
Pelit, and Giiger (2007), was used to measure employees’ organizational commitment levels.
The scale consists of 17 items and evaluates commitment under three dimensions: affective,
continuance, and normative commitment. It is a 5-point Likert-type scale, scored as 1 =
Strongly disagree to 5 = Strongly agree. Items 1-6 measure affective commitment, items 7-12
measure continuance commitment, and items 13-17 measure normative commitment. Higher
scores indicate stronger organizational commitment. Necessary permissions for the use of the
scale were obtained and are included in the appendix.
Job Performance Scale: The 25-item performance scale developed by Goodman and Svyantek
(1999, p. 261) was used as the Job Performance Scale. The first 16 items of this scale represent
contextual performance, while the last 9 items represent task performance. Because items 4, 8,
and 10 are inversely worded, they were reversed and included in the analysis (Polatci, 2014).

Data Analysis

The study data were collected online, and the responses obtained were transferred to the
SPSS 25.0 statistical package program for analysis. Prior to hypothesis testing, the normality
of the data distributions was examined. The Kolmogorov—Smirnov and Shapiro—Wilk tests
were applied to assess whether the total scores and subdimension scores met the normal
distribution assumption. The results of these tests indicated that not all variables satisfied the
assumption of normality. Therefore, non-parametric statistical techniques were preferred in
subsequent analyses.

Accordingly, the Spearman—Rho Correlation Coefficient, which is the non-parametric
alternative to the Pearson Product-Moment Correlation Coefficient, was used to examine the
relationships between continuous variables. For comparisons between two independent groups,
the Mann-Whitney U Test was employed, while the Kruskal-Wallis H Test was used for
comparisons involving three or more independent groups. When statistically significant
differences were identified through the Kruskal-Wallis H Test, post-hoc pairwise comparisons
were conducted using the Mann-Whitney U Test. In addition, Bonferroni correction was
applied in multiple comparisons to control the risk of Type I error.

Findings

Table 1. Results of Participants' Socio-Demographic Characteristics
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Variables (n) (%0)
Gender

Female 168 56,0
Male 132 44,0

Age Ort+Ss= 41,90+13,31 — Medyan= 43,00 — Min= 18,00 — Max= 65,00

Educational Status

High School or Below 160 53,3
Front licence 117 39,0
Licence 23 7,7
Length of Employment

0-1 Year1 68 22,7
2-3 Years 181 60,3
4-5 Years 34 11,3
6-10 Years 17 5,7
Department

Customer Service 61 20,3
Technical Support 96 32,0
Sales 143 47,7
Work Schedule Arrangement

Full-Time 48 16,0
Half-Time 40 13,3
Part-Time 59 19,7
Flexible Working Hours 151 50,3
Other 2 0,7
How Do You Generally Feel About Your Commitment to Your Job?

Very Committed 106 35,3
Committed 194 64,7

Neither Committed nor Uncommitted
Uncommitted
Not Committed at All

What Do You Think About the Overall Atmosphere and Management Style at Your
Workplace?

Very Positive 114 38,0
Positive 186 62,0
Neither positive Nor negative
Negative
Very Negative
How Often Do You Receive Feedback Regarding Your Work Performance?
Weekly 199 66,3
Monthly 71 23,7
Quarterly 30 10,0
Annually

Never Receive Feedback

How Would You Describe Your Relationship with Your Manager?

Very Good 277 92,3
Good 6 2,0
Moderate 17 5,7
Poor

Very Poor
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In summary, as shown in Table 4, 56.0% of the participants were female, with a mean
age 0f41.90 + 13.31. More than half of the participants (53.3%) were high school graduates or
below, and the majority (60.3%) had been employed for 2-3 years. Nearly half (47.7%) worked
in sales departments, while 50.3% reported having flexible working hours. In addition, 64.7%
stated that they were committed to their jobs, 62.0% evaluated the overall workplace
atmosphere positively, 66.3% received weekly feedback on their job performance, and a large
majority (92.3%) described their relationship with their managers as very good.

Table 2. Internal Consistency Coefficient Results of the Measurement Tool Used in the Study

Scales and Subdimensions Criteria
Number of Items Cronbach’s Alpha

Quiet Quitting and Quiet Firing Scale

Quiet Quitting Subdimension 7 ,583
Quiet Firing Subdimension 7 ,549
Organizational Commitment Scale (Total) 17 ,824
Affective Commitment Subdimension 6 ,804
Continuance Commitment Subdimension 6 ,827
Normative Commitment Subdimension 5 ,753
Job Performance Scale (Total) 25 ,905
Contextual Performance Subdimension 16 ,915
Task Performance Subdimension 9 ,748

As seen in Table 2, the internal consistency coefficients for the overall scales and their
sub-dimensions used in the study ranged from .549 to .915. This finding indicates that the scales
have moderate to high levels of reliability. In other words, the items on the three measurement
tools used in the study measure the same characteristic, demonstrating a homogeneous
structure. Consequently, the measurement tools used in the study can be said to be reliable.

Table 3. Correlation Results of the Silent Resignation Scale and the Organizational
Commitment Scale, and the Job Performance Scale's General and Sub-Dimension Scores

Scales and
Subdimensions 1. 2. 3. 4. 5. 6. 7. 8. 9.

Quiet Quitting and Quiet Firing Scale
1.Quiet Quitting

Subdimension 1,0

2.Quiet Firing

Subdimension 520 1,0
3.0rganizational

Commitment Scale -487** -058 1,0

(Total)

4 Affective Commitment
Subdimension
5.Continuance
Commitment ,060 -038 ,397** 470** 1,0
Subdimension
6.Normative Commitment
Subdimension

7.Job Performance Scale
(Total)

8.Contextual Performance
Subdimension

-,268** 047 ,393** 1,0

,000 -,003 ,314** ,499** 472** 10
-015 -112* ,156** ,211** 068 ,086 1,0

-,264** -089 ,189** ,149** 026 ,000 ,614** 1,0
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2.Task Performance 053 -038 055 096 106 091 436%* 352** 10
Subdimension

Technique Used: Spearman rho Correlation Technique - **: significant at p<.001 - *: p<.05 levels.

According to the research findings, a low-level, negative, and significant correlation was
found between individuals' scores on the Silent Resignation Scale - Silent Dismissal Scale and
their overall Organizational Commitment Scale scores (r = -0.487, p < 0.001). Similarly low-
level, negative, linear, and significant correlations were found between the silent resignation
subscale and the affective commitment subscale (r = -0.268, p < 0.001) and the contextual
performance subscale of the job performance scale (r = -0.264, p < 0.001).

Furthermore, a low-level, negative, and significant correlation was also found between
individuals' scores on the silent dismissal subscale and their overall job performance scale
scores (r =-0.112, p < 0.05).

On the other hand, a low-level positive and significant correlation was found between
individuals' overall scores on the organizational commitment scale and their overall scores on
the job performance scale (r = 0.156, p < 0.001) and contextual performance subscales (r =
0.189, p < 0.001).

Low-level positive and significant correlations were also found between the affective
commitment subscale of the organizational commitment scale and the overall scores on the job
performance scale (r = 0.211, p < 0.001) and contextual performance subscales (r = 0.149, p <
0.001).

Table 4. Comparison Results of Some Introductory Characteristics of Individuals and General
and Sub-Dimension Scores of the Silent Resignation Scale and Organizational Commitment
Scale

Organizational

Quiet Quitting Quiet Firing Commitment Scale

Variables n Subdimension Subdimension General

Ortt Ss Med S.O. Ortt Ss Med S.O. Ort. Ss Med S.O.
Gender
Female 18,58 3,31 19,00 157,59 16,06 4,51 16,00 136,81 65,39 8,22 66,00 146,31
Male 17,93 3,30 18,00 141,48 17,70 4,71 18,50 167,93 65,73 9,03 67,00 155,83
Statistical Analysis U: 9897,0 - p:,109 U: 8787,5 - p:,002 U: 10384,0 - p: ,345
Educational Status
High School or Below 160 18,33 3,30 18,00 151,13 16,79 4,83 17,50 151,42 64,94 8,39 66,00 143,47
Front licence 117 18,18 3,34 18,00 147,97 17,19 4,21 17,00 156,53 66,39 8,68 67,00 161,09
Licence 23 18,65 3,42 18,00 158,96 14,65 5,28 14,00 113,43 65,35 9,30 65,00 145,54
Statistical Analysis X% ,329 -p:,848 X% 4,80 -p:,091 X% 2,87 -p:,237
Length of Employment
a-0-1 Year 68 18,06 3,77 18,50 146,63 17,76 5,06 18,00 168,19 64,91 8,84 66,00 142,29
b-2-3 Years 181 18,27 3,04 18,00 149,39 16,10 4,31 16,00 137,85 65,90 8,61 67,00 155,72
c-4-5 Years 34 19,12 3,85 19,00 168,88 17,47 4,72 18,00 165,40 64,71 7,63 66,00 138,09
d-6-10 Years 17 17,82 3,15 19,00 141,03 18,71 5,46 19,00 184,68 65,94 9,28 62,00 152,59
Statistical Analysis/Difference X2:1,91 -p: 591 X2:10,36 -p:,016 X2:1,97 - p: 578
Analysis --- b<a-b<d
Department
a-Customer Service 61 17,84 3,47 18,00 140,98 18,95 5,03 19,00 188,20 64,95 8,73 65,00 141,72
b-Technical Support 96 18,34 2,99 18,00 151,42 16,32 4,22 17,00 142,23 66,00 7,69 67,00 155,80
c-Sales 143 18,45 3,46 18,00 153,95 16,17 4,55 17,00 139,97 65,48 9,09 67,00 150,69
Statistical Analysis/Difference X%.,980 -p:,613 X2 14,56 - p:,001 X2.,985 -p:,611
Analysis a>b-a>c
Work Schedule Arrangement
a-Full-Time 48 18,35 3,46 18,00 153,88 15,19 4,14 15,00 120,73 64,73 9,26 67,00 14591
b-Half-Time 40 17,75 2,66 18,00 136,05 17,03 4,75 17,00 152,89 66,48 8,12 68,00 159,60
c-Part-Time 59 18,61 3,15 19,00 162,04 17,66 4,53 18,00 166,77 65,15 8,28 67,00 146,83
d-Flexible Working Hours 151 18,30 3,52 18,00 149,08 16,94 4,76 18,00 154,02 65,71 8,55 66,00 150,95
e-Other 2 17,50 2,12 17,50 125,50 12,50 4,95 12,50 71,50 65,00 18,38 65,00 152,75
Statistical Analysis/Difference X%2,45 -p:,653 X%9,71 - p:,046 X2.,687 -p:953

Analysis -—- a<c-a<d
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How Do You Generally Feel About Your Commitment to Your Job?

Very Committed 106 18,48 3,16 18,50 155,59 17,47 4,87 18,00 162,44 65,31 9,06 66,00 149,39
Committed 194 18,19 3,41 18,00 147,72 16,41 4,52 17,00 143,97 65,66 8,31 67,00 151,11
Statistical Analysis U: 9742,0 - p:,450 U: 9016,0 - p: ,077 U: 10164,5 - p: ,870
What Do You Think About the Overall Atmosphere and Management Style at Your Workplace?

Very Positive 114 18,43 3,45 18,00 152,62 16,98 4,09 17,00 153,63 65,92 9,05 68,00 158,07
Positive 186 18,21 3,24 18,00 149,20 16,66 4,99 17,00 148,58 65,31 8,28 66,00 145,86
Statistical Analysis U: 10360,5 -p:,739 U: 10245,0 - p: ,624 U: 9739,0 - p:,236
How Often Do You Receive Feedback Regarding Your Work Performance?

a-Weekly 199 18,46 3,28 18,00 154,51 16,77 4,80 17,00 149,99 65,62 8,04 67,00 149,38
b-Monthly 71 18,10 3,29 18,00 144,39 16,04 4,01 16,00 137,25 65,77 9,87 67,00 158,28
c-Quarterly 30 17,63 3,62 18,50 138,35 18,60 4,85 19,00 185,22 64,47 8,94 63,00 139,52
Statistical Analysis/Difference X2:1,37 -p:,502 X2:6,49 -p:,039 X2:7,08 - p: ,025
Analysis - c>a-c>b c<a-c<b

How Would You Describe Your Relationship with Your Manager?

a-Very Good 277 18,32 3,30 18,00 151,41 16,69 4,63 17,00 148,38 65,65 8,15 67,00 150,05
b- Good 6 16,50 3,62 16,50 105,42 16,67 5,13 18,00 153,58 66,33 7,92 69,00 161,67
c-Moderate 17 18,41 3,52 19,00 151,65 18,41 5,00 20,00 184,00 63,53 14,27 68,00 153,94
Statistical Analysis X2:1,66 - p:,434 X2:2,72 - p: 257 X2:,134 -p: ,935

Table 5. Comparison Results of Some Introductory Characteristics of Individuals and General
and Sub-Dimension Scores of the Silent Resignation Scale and Organizational Commitment
Scale (continue)

Emotional Continuity Normative
) Commitment Sub- Commitment Sub- Commitment Sub-
Variables n Dimension Dimension Dimension

Ort. Ss Med S.O. Ort. Ss Med S.O. Ort.| Ss | Med| S.O.

Gender

Female 24,89 3,49 25,00149,7023,67 3,77 24,00152,9918,30 2,80 18,00 152,82
Male 24,70 4,33 26,00151,5223,17 4,82 24,00147,3318,17 2,38 18,00 147,55
Statistical Analysis U: 10953,0 - p: ,856 U: 10669,0 - p:,573 U: 10698,5 - p:,599

Educational Status

High School or Below 160 25,04 3,76 26,00155,1723,79 4,39 24,00158,1418,02 2,65 18,00 144,22
Front licence 117 24,71 4,03 26,00149,9822,97 4,21 23,00141,0518,48 2,63 18,00 156,89
Licence 23 23,70 3,77 24,00120,7023,52 3,57 24,00145,4618,57 2,31 19,00 161,67
Statistical Analysis X2:3,21 -p:,200 X2:2,72 -p:,256 X2:1,88 -p:,390

Length of Employment

a-0-1 Year 68 24,65 3,57 25,00144,7922,59 4,50 23,00131,5417,96 2,29 18,00 140,13
b-2-3 Years 181 24,97 3,87 26,00154,5823,81 4,22 24,00159,6218,41 2,74 18,00 156,25
c-4-5 Years 34 24,53 4,21 25,00144,0923,62 4,16 24,00151,5918,26 2,12 18,50 151,35
d-6-10 Years 17 24,29 4,63 24,00142,7622,71 3,70 23,00127,0317,53 3,41 18,00 129,00
Statistical Analysis/Difference X?:1,02 -p:,795 X?:6,54 - p:,088 X?:2,86 - pi,414
Analysis
Department

a-Customer Service 61 24,46 4,50 24,00146,1722,61 4,48 22,00128,5918,00 2,72 18,00 143,02
b-Technical Support 96 25,19 3,41 26,00157,0324,03 3,79 24,00161,9818,33 2,67 18,00 154,79
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c-Sales 143 24,70 3,89 25,00147,9723,42 4,44 24,00152,1418,28 2,55 18,00 150,81
Statistical Analysis/Difference X?.,826 - p: 662 X?:5,66 - p:,049 X2.,701 - p:,704
Analysis a<b

Work Schedule Arrangement

a-Full-Time 48 24,35 4,40 25,50143,5022,75 5,05 23,50139,9118,33 2,81 18,00 150,30
b-Half-Time 40 25,85 3,45 26,00174,5424,23 3,94 24,00163,3818,65 2,46 18,00 162,28
c-Part-Time 59 24,10 4,44 25,00136,9123,78 4,00 24,00159,0818,20 2,59 19,00 151,77

d-Flexible Working Hours 151 24,98 3,48 26,00151,9923,36 4,18 24,00147,6318,08 2,58 18,00 146,38
e-Other 2 22507,78 22,50126,5021,50 4,95 21,50111,2521,00 5,66 21,00 193,50

Statistical Analysis/Difference X?:5,08 - p:,279 X2 2,77 - p,597 X?:1,60 - p:,807

Analysis

How Do You Generally Feel About Your Commitment to Your Job?

Very Committed 106 24,70 4,09 26,00149,7423,75 4,43 24,00160,0218,18 2,56 18,00 149,91
Committed 194 24,87 3,76 25,00150,9123,28 4,18 24,00145,3018,27 2,66 18,00 150,82
Statistical Analysis U: 10201,5 - p: ,910 U: 92725 -p:,158 U: 10219,5 - p:,930

What Do You Think About the Overall Atmosphere and Management Style at Your Workplace?

Very Positive 114 25,06 3,87 26,00157,1823,23 4,66 24,00150,6118,11 2,70 18,00 147,21
Positive 186 24,65 3,88 25,00146,4123,59 4,01 24,00150,4318,32 2,57 18,00 152,52
Statistical Analysis U:9841,0 - p: ,294 U: 10589,0 - p:,986 U: 10226,5 - p:,604

How Often Do You Receive Feedback Regarding Your Work Performance?

a-Weekly 199 24,87 3,48 25,00149,0823,56 4,02 24,00150,5118,31 2,57 18,00 153,17

b-Monthly 71 24,90 4,31 26,00157,0023,76 4,68 24,00163,0718,15 2,54 18,00 144,68

c-Quarterly 30 24,13 5,18 24,00144,5222,00 4,68 22,50120,7218,00 3,15 18,50 146,53
X2%,601 -p:,741 X2: 6,06 - p:,042 X%,580 - p:,748

Statistical Analysis/Difference

Analysis c<a-c<b

How Would You Describe Your Relationship with Your Manager?

a-Very Good 277 24,88 3,71 25,00150,9723,57 4,08 24,00152,0118,25 2,62 18,00 151,48
b- Good 6 26,33 2,07 26,00183,4225,67 3,50 26,00193,8318,50 1,76 18,00 157,92
c-Moderate 17 23,00 6,06 24,00131,2120,65 6,24 21,00110,5617,94 3,01 17,00 131,97
Statistical Analysis X% 1,73 -p: 421 X?%:5,22 - p:,073 X?:,868 - p: ,648

According to the research findings, significant differences were found between the silent
dismissal subscale scores and some demographic and job variables. Men's scores were found
to be higher than women's (U = 8787.5, p = .002). In terms of tenure, those who had worked
for 2-3 years had lower scores than those who had worked for 0-1 year (U = 4918.5, p = .014)
and 6-10 years (U = 1079.0, p = .010) (X? = 10.36, p = .016). Regarding the department
variable, those working in customer service had higher scores than those in technical support
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(U = 2020.0, p = .001) and sales (U = 2970.0, p = .000) (X2 = 14.56, p = .001). Full-time
employees had lower scores than part-time (U = 974.0, p = .006) and flexible employees (U =
2828.5, p = .012) (X2 =9.71, p = .046). Those who received quarterly feedback had higher
scores for silent dismissal than those who received weekly (U = 2304.5, p = .005) and monthly
feedback (U = 704.0, p = .007), whereas their organizational commitment scores were lower
(X2 = 7.08, p = .025). No significant differences were found in the evaluations regarding
education level, job commitment, and management style (p > .05). These results indicate that
the tendency for silent dismissal is particularly high among males, customer service workers,
and individuals with low feedback frequency.

Table 6. Comparison Results of Some Introductory Characteristics of Individuals and Job
Performance Scale General and Sub-Dimension Scores

Job Performance Scale

Contextual Performance

Task Performance AB

Variables n General EU

Ort. Ss Med S.O. Ort. Ss Med S.O. Ort. Ss  Med S.O.
Gender
Female 168 93,65 13,73 98,00 148,43 55,84 12,59 57,00 146,12 34,43 4,48 35,00 143,24
Male 132 93,14 16,32 99,00 153,13 56,97 12,90 60,00 156,07 35,02 4,88 36,00 159,75

Statistical Analysis

U: 10740,5 - p:,035

U: 10352,5 - p:,025

U: 9867,5- p: ,010

Educational Status

a-High School or Below 160 92,74 15,36 97,50 146,80 56,38 12,39 59,50 150,24 34,72 5,00 36,00 152,94
b-Front licence 117 94,35 14,52 99,00 156,71 56,08 13,53 57,00 149,95 34,43 4,43 36,00 143,92
c-Licence 23 93,48 13,96 100,00 144,63 57,35 11,06 62,00 155,09 35,78 3,03 36,00 166,98
Statistical Analysis / Difference X% ,998 - p:,607 X2 ,070 - p:,965 X2:10,64 -p:,012
Analysis --- --- c>a-c>b

Length of Employment

a-0-1 Year 68 9254 17,88 99,00 153,73 56,19 12,85 58,50 149,60 34,25 4,52 35,00 140,02
b-2-3 Years 181 93,66 14,38 98,00 150,99 55,96 13,14 59,00 148,86 35,08 4,34 36,00 156,76
c-4-5 Years 34 9515 11,97 98,00 153,01 57,24 11,18 60,00 154,31 34,53 5,98 36,00 155,29
d-6-10 Years 17 91,00 13,23 93,00 127,38 59,12 11,00 60,00 163,91 32,59 5,26 33,00 116,18
Statistical Analysis X2:1,33-p: ,720 X2 544- p:,909 X2 4,73-p: ,192
Department

a-Customer Service 61 93,80 14,67 100,00 151,61 57,33 11,31 60,00 154,43 34,61 4,63 36,00 150,02
b-Technical Support 96 92,07 15,27 9550 142,36 56,71 12,51 60,00 152,94 34,90 4,30 36,00 152,37
c-Sales 143 94,17 14,79 98,00 155,49 55,66 13,45 58,00 147,18 34,58 4,92 36,00 149,45
Statistical Analysis/ Difference X2:11,32- p:,008 X% 411-p:,814 X2:10,06- p:,005
Analysis b<a-b<c b>a-b>c

Work Schedule Arrangement

a-Full-Time 48 93,38 16,42 97,50 154,61 57,98 12,20 61,00 161,38 34,77 4,56 36,00 152,66
b-Half Time 40 93,38 13,91 98,50 146,35 56,23 11,06 58,00 14517 34,90 5,60 36,00 159,90
c-Part-Time 59 92,68 14,61 98,00 14556 55,58 12,93 56,00 146,64 3459 3,90 35,00 143,83
d-Flexible Working 151 9384 14,97 99,00 153,13 56,21 13,33 59,00 150,63 34,64 4,76 36,00 150,16
Hours ’ ’ ’ ' ' ' ' ’ ' ‘ ' ’
e-Other 2 8650 6,36 86,50 82,00 5150 4,95 51,50 100,25 35,00 1,41 35,00 133,25
Statistical Analysis X2 1,77- p:,776 X2:1,69 -p:,792 X2:,937 -p:,919

How Do You Generally Feel About Your Commitment to Your Job?

Very Committed 106 92,55 15,32 97,50 145,90 55,42 12,22 58,00 142,71 34,90 4,47 36,00 152,47
Committed 194 9391 14,69 98,50 153,01 56,84 12,99 60,00 154,76 34,57 4,76 36,00 149,42

Statistical Analysis

U: 97945 - p:,497

U: 9456,0- p: ,250

U: 10073,0- p: ,770

What Do You Think About the Overall Atmosphere and Management Style at Your Workplace?

Very Positive
Positive
Statistical Analysis

U:1130,0 - p:,517

114 9439 13,95 99,50 154,64 56,16 13,37 59,550 151,17 34,82
186 92,83 15,46 97,00 147,96 56,45 12,34 58,00 150,09 34,61

U: 10525,5- p: 916

4,35 35,50 150,86
4,85 36,00 150,28
U: 10560,5- p:,954

How Often Do You Receive Feedback Regarding Your Work Performance?

a-Weekly 199 9294 15,27 98,00 147,92 56,41 12,22 59,00 150,18 34,96 4,54 36,00 155,04
b-Monthly 71 9449 14,01 99,00 156,08 55,54 14,09 57,00 147,43 34,44 4,69 36,00 144,35
c-Quarterly 30 94,13 14,79 99,00 154,37 57,73 12,88 60,00 159,90 33,47 5,28 35,50 134,98
Statistical Analysis X% 530 -p:767 X2 ,444- p:,801 X?%:1,87-p: ,391

How Would You Describe Your Relationship with Your Manager?

a-Very Good 277 93,92 14,58 98,00 152,91 56,26 12,58 59,00 149,80 34,73 4,65 36,00 151,11
b-Good 6 96,00 11,24 98,50 159,33 59,17 9,20 61,50 165,17 36,83 2,23 37,00 189,08
c-Moderate 17 84,53 18,84 88,00 108,06 56,65 16,24 63,00 156,76 33,24 5,25 35,00 126,88
Statistical Analysis X2 4,35 -p;,114 X2 ,279- p: ,870 X2 2,48- p: ,289
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According to the research results, a significant difference was found between the gender
groups in terms of overall job performance scale scores (U = 10740.5, p = .035); according to
this, women's overall job performance scores were higher than men's. However, men's scores
were higher than women's in the contextual performance (U = 10352.5, p = .025) and task
performance (U = 9867.5, p =.010) subscales. A significant difference was also found in terms
of education level (X2 = 10.64, p = .012); task performance scores of individuals with a
bachelor's degree or less were higher than those with a high school degree or less (U = 1677.0,
p =.010) and an associate's degree (U =1129.0, p =.012). According to the department variable,
the overall job performance scores of technical support employees were lower than those of
customer service (U = 2732.0, p = .008) and sales (U = 6279.0, p = .004) employees (X? =
11.32, p = .008). However, in the same variable, the task performance scores of technical
support employees were higher than those of customer service (U = 2871.5, p = .013) and sales
(U=6741.0, p = .001) employees (X*> = 10.06, p = .005). On the other hand, no statistically
significant differences were found in terms of the variables of working time, working hours,
commitment to work, workplace atmosphere, frequency of feedback, and relationship with
manager (p > .05). In general, these findings show that gender, education and department
variables have an impact on job performance, while other variables do not have a significant
effect.

Discussion

Research findings indicate that the demographic characteristics and working conditions
of call center employees play a decisive role in organizational commitment and job
performance. The fact that the majority of participants were female (56.0%) and middle-aged
(Mean=41.90+ 13.31) suggests that the call center sector employs a high proportion of women,
which may be related to the demand for emotional labor (Keser, 2006). More than half of the
participants had a high school education or less (53.3%), indicating that the sector generally
employs individuals with a basic education level, is consistent with similar research (Agyiiz,
2013). The fact that the majority of participants had been working for 2-3 years (60.3%)
suggests that, despite frequent employee turnover in the call center sector, a certain amount of
work experience has been gained. Furthermore, the fact that almost half of the employees work
in the sales department (47.7%) and half work in flexible work schedules (50.3%) reveals that
performance-based and intensive work schedules are common in call centers (Doellgast &
O'Brady, 2020). The fact that 64.7% of employees are committed to their jobs and 62.0%
evaluate the general atmosphere in the workplace positively indicates a moderate-to-high level
of organizational commitment and is consistent with research emphasizing that employees'
affective commitment is positively related to organizational success (Boukari et al., 2025;
Warsi, Fatima & Sahibzada, 2019). The fact that 66.3% of participants receive weekly
performance feedback and 92.3% rate their relationship with their managers as very good
demonstrates that regular feedback and supportive leadership have a strengthening effect on
employee motivation and performance, which is parallel to the findings of Harter, Cesario et
al., (2023) demonstrating a positive relationship between employee commitment and
productivity. Generally speaking, the demographic characteristics, work experience and
communication styles of call center employees have a significant impact on their organizational
commitment and performance levels.

According to the research results, low-level, negative, and significant relationships were
found between the levels of silent resignation and silent dismissal and organizational
commitment and job performance. As silent resignation increases, organizational commitment
(r = -0.487, p < 0.001), affective commitment (r = -0.268, p < 0.001), and contextual
performance (r = -0.264, p < 0.001) decrease. A similar negative relationship was found
between silent dismissal and overall job performance (r =-0.112, p < 0.05). In contrast, positive
and significant relationships were found between organizational commitment and job
performance (r = 0.156, p < 0.001) and contextual performance (r = 0.189, p < 0.001), as well
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as between affective commitment and these variables (r = 0.211, p < 0.001; r = 0.149, p <
0.001). These findings indicate that silent resignation and silent dismissal negatively affect
employees' commitment to their organizations and their performance. Similarly, in the
literature, Deniz (2024) stated that silent resignation leads to employees' psychological
detachment from their jobs and a decrease in organizational commitment. Avci (2023) revealed
that silent dismissal negatively affects employee motivation and productivity. In contrast, the
positive effect of organizational commitment on performance supports Yao et al.'s (2023)
organizational commitment model. This is parallel to Alami et al.'s (2024) findings that
employee commitment increases performance. Furthermore, the positive relationship between
affective commitment and performance is consistent with research by Sitorus & Rachmawati
(2024), who argue that employees who identify with the organization exhibit higher
productivity. Generally, these results suggest that employee commitment strengthens job
performance, while silent resignation and silent dismissal weaken this relationship.

Research results have shown that the tendency to silent dismissal varies depending on
variables such as gender, department, work style, and feedback frequency. The higher rate of
silent dismissal among male employees compared to female employees suggests that
competitive pressure and performance-oriented expectations in the workplace may lead to
greater psychological distancing in men. Similarly, the higher tendency to silent dismissal
among customer service department employees suggests that the intense workload, emotional
labor requirements, and constant performance pressure seen in these units undermine employee
commitment. Furthermore, the increased tendency to silent dismissal among employees who
do not receive regular feedback suggests that manager support and performance feedback are
important elements that strengthen employees' psychological bond with the organization. These
findings are supported by studies in the literature by Katircioglu, (2024) demonstrating that
male employees experience more burnout and withdrawal in the face of work pressure; and
Kulkolkarn & Chimpalee, (2023). This is consistent with the findings that silent dismissal
increases in sectors with high emotional labor and with the results of Belgasm et al. (2025)
emphasizing that regular feedback strengthens organizational commitment and motivation.
Generally speaking, silent dismissal behaviors are related to organizational support,
communication quality, and management style rather than individual factors.

The findings of the study indicate that job performance levels vary significantly
according to gender, educational status, and department. The higher overall job performance
scores observed among female employees compared to males suggest that women’s empathy,
patience, and emotional regulation skills contribute positively to performance in
communication-intensive sectors such as call centers. In contrast, the higher contextual and task
performance scores of male employees are consistent with studies indicating that men tend to
adopt more task-oriented and result-focused work approaches (Bulilan, 2023). In terms of
educational level, the superior task performance of employees holding a bachelor’s degree
aligns with literature highlighting the positive impact of education on cognitive abilities,
problem-solving skills, and self-efficacy (Casu et al., 2021). Regarding departmental
differences, employees working in customer service and sales departments exhibited higher
overall performance compared to those in technical support, whereas technical support staff
demonstrated higher task performance, reflecting how distinct job roles shape performance
perceptions and expectations (Rezai et al., 2022). Overall, these findings suggest that employee
performance is influenced not only by individual competencies but also by the characteristics
of the job and the organizational role expectations.

Conclusions
This research examined the effects of the tendency toward silent resignations and
dismissals among call center employees on organizational commitment and job performance.
The findings showed that increasing levels of silent resignations and dismissals negatively
impact employees' organizational commitment and performance. Furthermore, variables such
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as gender, educational background, department, and feedback frequency were found to
significantly influence these relationships. These results demonstrate that organizational
commitment and job performance are closely linked to the support provided to employees, the
frequency of communication, and management style.

Based on the research results, managers are advised to maintain regular communication
with employees, increase performance feedback, and strengthen emotional support
mechanisms. To reduce the tendency toward silent resignations and dismissals, organizations
should adopt a participatory management approach and encourage employee involvement in
decision-making processes. Furthermore, creating flexible and motivating work environments
will be effective in increasing employee commitment and productivity, especially in high-stress
industries like call centers.
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