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1 INTRODUCTION 
 

1.1 Background & Motivation 
 
IT companies that provide after sale support to their customers, need to ensure that the 

quality of the service they provide is up to the expectations of their customers. However 

it has been observed that in Sri Lanka, in the IT industry, the job of customer support has 

not become very popular like software engineering, quality assurance, and business 

analyst and so on.  

 

With nearly 5 years of experience in support, the author believes that majority of IT 

workforce in Sri Lanka do not consider support as a respectable and an important job role 

for the existence of IT companies that provide after sale support/services to customers. 

The author has also experienced that, even though certain IT workers do accept that 

support is an important role, they do not want to work as a dedicated support engineer. 

The author feels that this is the common understanding of people in the IT Industry as the 

author has been exposed to different levels of people including managers in IT companies 

who hold the same opinion. Hence the author decided to research the perception IT 

workers have regarding customer support and how to improve it as after sale support is 

very important for many customers. 

 

It appears that the majority of IT workers in Sri Lanka are unaware of the job role itself 

and do not know the importance of it. Perhaps partly due to this reason, IT companies 

face difficulties in recruiting skilled people into support; they also find it hard to make 

skilled people work as support engineers for a sufficient period of time as they want to 

move out of it into a different area.  

 

Often it happens to be that, initially people join as support engineers only to gain work 

experience, without really understanding the gravity and the importance of the job. This 

could be due to the fact that most of the people pursue a different perception regarding 

support and their awareness about the job itself is less. As a result of this, employee 
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retention in support has become comparatively more challenging than the other job 

categories.  

 

However, it is important to have an established support division in any IT company 

which provides after sales support to their customers. After developing and delivering a 

product by customizing it according to the customer requirements, it is the responsibility 

of the support engineers to keep the customers satisfied and delighted. In order to do so, 

the company needs to attract and hire the right people with the right skills. But according 

to the author’s experience, finding people to play the support engineer role in IT 

companies in Sri Lanka has become tougher than finding people to other roles such as 

software engineering and project management. Therefore, this has motivated the author 

to study the perception and job satisfaction among IT professionals towards customer 

support. 

 

1.2 Definition of ‘Support’ 
 
This section explains the definition of the job, customer support as relevant to this 

research. In this study, the author only focuses on the support engineers who provide 

application support to their local or foreign customers and therefore the service as 

“application support”. If the customers are not in the same geographical location, support 

engineers should provide zonal support by working on shift basis. Hence working outside 

normal office hours (8am to 5pm) is a requirement of support engineers. Certain support 

engineers even work on Sri Lankan holidays if their customers require support 365 days a 

year.  

 

IT companies in Sri Lanka provide different types of support. Certain companies visit 

their customer sites when there is an issue in the system or a problem that the customer 

experiences. If the products are web based and the customers are not in the same 

geographical area, then the support engineers have to communicate and support their 

customers through the phone, email, chat or through a support portal. These support 

engineers work closely with the customers and also with the other teams in the company. 
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The support team plays a key role in ensuring that the customer operations are run 

smoothly by taking proactive measures to fix any potential issue. Therefore a dedicated 

team of support engineers is a bonus to the IT companies that provide proactive 

application support without only being reactive. 

 

The support engineer job role considered in this research does not include any 

networking or software development related work and they only provide after sale 

customer support and maintenance that is purely related to the applications that are 

developed. 

 

The terms ‘application support’, ‘support engineer’ or simply ‘support’ are used in the 

coming chapters, to refer to the job that is described in this section. 

 

1.3 Problem Statement of the Research 
 

Do IT companies in Sri Lanka experience difficulties in attracting and retaining IT 

professionals to work as support engineers?  

 

This research is conducted to understand the perception IT workers have regarding the 

job role support engineer and also to identify the job satisfaction of those who provide 

support to their customers at present. The author also intends to identify the key factors as 

to why people are reluctant to work as support engineers in IT companies that provide 

customer support. 
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1.4 Research Objectives 
 
Objectives of this research are as follows: 

 

1. To identify whether job perception towards application support is good or bad 

among the IT professionals in Sri Lanka. 

2. To understand whether the job satisfaction among the support engineers is low or 

high in Sri Lanka. 

3. To provide recommendations as to what areas in support needs to be improved. 

 

1.5 The Significance of the Study 
 

As IT has evolved drastically, the competition among the IT companies have also 

increased. Everyone needs to thrive hard to win new customers and work even harder to 

keep the customers they have already won. There is a high chance of losing the customers 

if they are not provided with an excellent after sale service apart from the differentiated 

and innovative products companies come up with. Excellency in service can be achieved 

if the companies can recruit good employees into support centers as customers always 

need everything better and faster and more and more. 

 

According to the Oxford dictionary the definition of “dearth” is lack of something or 

scarcity (Simpson and Weiner, 1989).  Therefore, dearth of IT professionals to work in 

support explicates the lack of IT professionals who prefer to work as support engineers 

and not that there is no one who is willing to work in support. 

 

This research recognizes the perception people have regarding the job role support 

engineer. Do IT workers enjoy working as a support engineer? If not, why do they dislike 

support? This study would be helpful to restructure the support centers and redesign the 

support engineer job role in such a way that support engineers would have a better scope 

and a career path in this field. Through this research, IT companies can identify the areas 

that need to be improved in order to attract more people into support.  
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1.6 Nature and Form of Results 
 

The nature and the form of the results of this research would be the perception IT workers 

have regarding support and whether the present support engineers are satisfied with their 

jobs. The results would also help to identify the weaknesses and the areas that should be 

improved in support centers. 

 

1.7 Brief Overview of the Study 
 

The overall aim of this research is to understand the perception of support and to identify 

the reasons as to why it is difficult to attract people into support engineer role.  

 

The research will be initiated with a literature survey in order to understand what the 

other researches have identified regarding support and also to understand the importance 

of the job role. This research identifies whether the support engineers are satisfied with 

their job and if not “why?”  

 

The author has selected the sample for this research, out of the population of IT 

professionals who are working in IT companies that provide after sale support on their 

applications. The target sample contains IT professionals who are working as support 

engineers at present and those who are working as software engineers and quality 

assurance engineers. 

 

This research is conducted mainly through a survey by collecting preliminary data from 

the above mentioned sample. Questionnaires were designed and given to the above 

mentioned IT professionals, in order to analyze the perception that different types of IT 

professionals have, regarding the job role support engineer and to understand the job 

satisfaction of the present support engineers. 

 
 



 6 
 

1.8 Outline of the Chapters 
 
 
Chapter 1: Introduction 

In this chapter the author explains the definition of application support/ support engineer 

and gives an introduction to the research and also explains what the author’s objectives 

are, the nature of the results that are expected and finally a brief description regarding the 

target population and sample. 

 

Chapter 2: Literature Review 

This chapter describes the literature reviewed by the author regarding the importance of 

support. The author also describes the definition or the meanings of the terms used in this 

study such as dearth, job perception and job satisfaction. 

 

Chapter 3: Research Methodology and Design 

Through this chapter, the method of collecting data from the identified sample space and 

what research approach is being used is explained. The author also describes the 

theoretical framework and the variables used in this study to analyze data. 

 

Chapter 4: Data Analysis and Interpretation 

This chapter explains how the goodness of the data is measured, how the hypotheses 

were tested and what testing methods were utilized in testing the hypothesis formulated. 

 

Chapter 5: Recommendations and Conclusion 

Via this chapter, the author explains the final outcome of the study. Author also explains 

what recommendations can be given to improve the problematic areas in support in order 

to reduce the attrition rate of the supply and finally the conclusion of the entire study 

conducted by the author. 
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Chapter 6: References 

Secondary data or the literature referred to in this study can be found this chapter. 

 

Chapter 7: Bibliography 

Secondary data or the literature related to the research in some way can be found this 

chapter. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 


