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€ Executive summary

India’s Global Capability Centres now employ 2.36 million
professionals across 2,117 centres. Shift-aligned reps are practices
timed to shift start, mid-shift and pre-sleep, not to office hours. That
is the design this paper argues for. Night-shift mental health BPO
India programmes still copy the day roster. The wellness webinar
runs at 15:00 IST, while a Hyderabad team lead on the US night
sleeps behind drawn curtains. By her first break the counsellor’s
desk has shut, and the only handout is in English.

The mismatch is not a motivation problem. It is ascheduling error. Night shift
work is classified by IARC as Group 2A — probably carcinogenic to humans —
because it disrupts the circadian clock. Meta-analyses of shift work find higher
odds of depressive symptoms. Indian call-centre studies find more sleepiness,
more reported low mood and more anxiety on night floors than among day-
clock controls. The afternoon webinar fills with rested day-shift staff. The night
agent who logged off at dawn sleeps through it. A shift worker wellbeing
program that ignores that clock serves the people who least need it.

EmotionApp is anon-clinical emotional-fitness coaching platform. Daily reps
are countable. Delivery is WhatsApp-first, in 23 Indian languages, with India-
resident data under the Digital Personal Data Protection Act, 2023, built under
ISO 9001 and ISO 13485. This paper sets out the numbers, why daytime
wellness fails the night roster, how shift-aligned reps work, a timetable for
three shift patterns, a dashboard that holds no clinical data, a 90-day plan and a
checklist a GCC head can run this week.

o GCC employee wellbeing India

— the problem in numbers

The latest Nasscom—-Zinnov GCC Landscape report, data as of March 2026,
counts 2,117 Global Capability Centres in India across 3,728 units, employing
2.36 million professionals and generating USD 98.4 billion in revenue. Centre
countis up 32 percentsince FY2021. Five years earlier the same series put the
FY2024 base at about 1,700 centres and just over 1.9 million people. The 1.9
million figure is history, not the current headcount. Anyone still quoting it as
today’s number is ayear behind the primary source.
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Those centres sit inside a larger technology workforce. Nasscom’s Annual
Strategic Review 2026 puts India’s tech industry at USD 315 billion in FY2026,
with Business Process Management at USD 59 billion and a combined IT-BPM
workforce of 5.95 million. Nasscom no longer publishes a clean BPM-only
employee numberin the 2025 or 2026 reviews. This paper therefore does not
invent one. What the revenue line does tell a GCC head is simple. Voice,
customer operations and follow-the-sun work still run at night. BPO employee
stress is not an HR slogan. It is what the Indian journal literature has measured
on those floors for two decades.

Night shift work, as IARC defines it, is work during the usual sleeping hours of
the general population. The most marked effect is disruption of circadian
rhythms. IARC Monographs Volume 124 classified night shift work as probably
carcinogenic to humans (Group 2A). That classification is about cancer hazard.
It is also a plain statement that the body clock is not a lifestyle preference. A
wellbeing offer timed to 9-to-5 treats the clock as optional. Itis not.

The mental-health association is now in pooled studies, not only in single
floors. A 2017 meta-analysis of 11 observational studies found night shift work
associated with higher odds of depressive symptoms (OR/RR 1.43; 95 per cent
CI 1.24-1.64). A 2019 meta-analysis of seven longitudinal studies covering
28,431 people found shift work associated with adverse mental-health
outcomes (effect size 1.28; 95 per cent CI 1.02-1.62) and with depressive
symptoms (effect size 1.33; 95 per cent CI 1.02-1.74). Women on shift work
showed higher odds than women not on shift work (OR 1.73; 95 per cent CI
1.39-2.14). A 2023 review of 14 studies and 49,909 workers found ever-shift
workers at higher odds of poor mental health than day workers (OR 1.15; 95 per
cent CI 1.03-1.28), with evening-chronotype shift workers higher still (OR
1.47; 95 percent CI 1.13-1.91). A 2024 review of 48 papers on new shift
workers found sleep and mental health worsen after the onset of shift work;
physical health did not move in the same early window.

Indian BPO and ITES floors show the same pattern in primary papers. Suri and
colleagues studied 181 BPO call-centre workers around Delhi and 181 matched
controls. Marked sleepiness was present in 51.4 per cent of the BPO group
against 20.5 per cent of controls. Reported depression was 62.9 per cent
against 4.6 per cent. Reported anxiety was 33.9 per cent against 1.4 per cent. A
2021 Pune call-centre study found night-shift staff scoring higher on a standard
perceived-stress questionnaire than day-shift staff (mean 14.72 against 12.48;
p =0.021). A companion sleep-quality study on the same kind of floor found 83
per cent of staff on night or changing shifts; only 21.6 per cent had no sleep
problem. In 2025, a cross-sectional survey of 2,698 people in Indian call
centres found that about 23 per cent of women and 17 per cent of men
reported symptoms of low mood or anxiety, or both. Younger age, money stress
and conflict with supervisors predicted those reports.

A published 1tolhelp night-shift cohort split was not found. Their 2024
workplace report covers more than 83,000 counselling sessions but does not
break those sessions by shift. That figure is therefore not used here as
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evidence about the night roster.
Table 1. The India shift workforce against the wellness clock that serves it

What the day-shaped

Measure Latest verified figure programme assumes

GCC centres, India 2,117 centres / 3,728 units (FY2026, Nasscom—Zinnov) A single campus on IST office
hours

GCC professionals 2.36 million (FY2026) Staff free at 11:00 and 16:00
IST

GCC revenue USD 98.4 billion (FY2026) Wellbeing as a headquarters
perk

FY2024 comparison c. 1,700 centres; just over 1.9 million people; USD 64.6 billion The number still quoted in stale
briefs

Tech industry workforce 5.95 million (Nasscom SR 2026) One EAP window for the whole
industry

BPM revenue USD 59 hillion (FY2026) Voice and operations as a day
job

Night work, IARC Group 2A — probably carcinogenic to humans (Vol. 124, 2020) Shift work as a scheduling

inconvenience

Shift work and low mood, OR/RR 1.43 for night work (Lee 2017); ES 1.33 for depressive Mood risk is even across the 24-
pooled symptoms (Torquati 2019) hour clock

Delhi BPO vs controls Sleepiness 51.4% vs 20.5%; reported low mood 62.9% vs 4.6% The floor is as rested as the
(Suri 2007) control group

Call-centre survey 2025 n=2,698; ~23% of women and ~17% of men reported symptoms A small distressed minority
(Goel) of low mood or anxiety or both

Sources: Nasscom-Zinnov GCC Landscape 2026; Nasscom Strategic Review 2026; IARC Monographs Vol. 124; Lee
2017; Torquati 2019; Suri 2007; Goel 2025. URLs in References.

€ Why current approaches fail

Daytime webinars. A 45-minute session at 15:00 IST is a gift to the day roster
and an empty calendar slot for the US-night floor. The person who badge-in at
21:00 s either asleep, commuting, or managing a household that still runs on a
day clock. Attendance numbers then flatter the programme and hide the people
the programme was meant to reach. A recording posted the next morningis not
amid-shift rep. It is homework on a second shift.

Counsellors on office hours. An EAP line that is technically 24x7 still
concentrates its human coaches, webinars and manager training inside 10:00-
18:00 IST. The night lead who needs a hand-off at 03:00 gets a ticket, not a
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person. A door that opens only after the shift ends is not a door. Indian floors
already know this. They stop asking. Participation then looks like
disengagement. It is more often aclosed window.

English-only. A Bengaluru, Hyderabad, Pune, Chennai or Gurugram night floor is
not an English seminar. The client call may be in English. The private sentence a
person says to themselves at 03:00 is often Hindi, Tamil, Telugu, Kannada,
Bengali or another floor language. EmotionApp ships 23 Indian languages
because growth begins in the language closest to the heart. A shift worker
wellbeing program that cannot say “breathe” in the language the employee
thinks in will be used as a poster, not as a practice.

The failure is structural. Wellness budgets follow headquarters time.
Headquarters time is day. The people who carry the inverted clock are asked to
cross into the day to collect a benefit designed for someone else. BPO
employee stress then gets treated as an individual resilience gap. The evidence
above says otherwise. The rosteris the intervention that never arrives.

€& The emotional-fithess model applied

PULL QUOTE

If mid-shift completion on the night
roster is below 40 per centin week 8, the
programme is still a daytime product.

EmotionApp delivers positive-psychology techniques as countable daily reps.
Itis coaching, not aclinic. The legal boundary is short. This is not diagnosis,
treatment or therapy. When a person needs clinical care, the product stops,
hands off to a human, and signposts Tele-MANAS 14416. What remains on the
flooris practice: 90 seconds, timed to the shift, in the language the employee
picked, on the channel the floor already uses.

Shift-aligned reps follow three slots on every pattern. Shift start. Mid-shift.
Pre-sleep. The content is the same family of tools the day roster already has.
The clockis not.

Breathe & Settle as the start anchor. The live tools are The Big Sigh Reset and

Just Move the Body. The Big Sigh Reset is adouble inhale through the nose and
one long exhale through the mouth, one to three times. A 2023 randomised trial
of daily five-minute cyclic sighing found better mood and a lower breathing rate
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than a mindfulness comparison. That is enough evidence to put one reset at
badge-in. Itis not alecture. Itis a down-shift from the family day-clock into
the night-clock.

Body Admin for Mood as the mid-shift and pre-sleep anchor. On the public
technique list this sits as Just Move the Body: any movement counted as
mood-minutes, not as fitness. In this paper Body Admin for Mood also names
the body-clock block around that rep — eight to twelve minutes of stairs,
stretch or a walk at mid-shift, plus light and sleep hygiene as countable reps
before intended sleep. Movement is one of the most reliable mood levers on
record. Logging it as morale stops it becoming a gym target the night roster
willignore.

Light and sleep hygiene as reps. Light at night is not adécor choice. A 2025
synthesis of 19 studies covering 556,861 people found higher odds of reported
depression with light at night (OR 1.18; 95 per cent CI 1.09-1.28) and higher
still for bedside light (OR 1.45; 95 per cent CI 1.03-2.04). NIOSH guidance for
night workers is usable as practice: brighter light in the first half of the night
shift, less light in the second half, a dark room for daytime sleep, and a sleep
opportunity of seven to eight hours. A compromise sleep block on days off —a
few hours that always overlap the work-day sleep window — keeps the clock
from snapping back to 9-to-5 every Friday.

WhatsApp at 3 a.m. The night floor already lives on WhatsApp. Email is a day
channel. An app store download is a day task. A WhatsApp nudge at 20:50,
01:00 and 05:40 IST can carry a 90-second rep without asking the employee to
open asecond product. The AI coach handles the rep. A human hand-off owner
works the same roster, not the IST office. If the ping cannot fire at 03:00, the
programme is still a daytime product wearing a night sticker.

The language mix of BPO floors. Two mother tongues ship today. Twenty-three
are in the brew. A typical night floor mixes English with Hindi and at least one
South Indian or eastern language. The employee picks the language. The
dashboard may show the mix as a share. It does not show the sentence. Name
It to Frame It — one precise feeling-word, logged as vocabulary breadth —is
the non-clinical signal. A finer emotional vocabulary travels with steadier self-
regulation. The employer sees a count of distinct words, not the words tied to
aname.

o A shift-week rep timetable

for three shift patterns

Three patterns cover most GCC and BPO night work in India. Pattern A is the US
night or graveyard, 21:00-06:00 IST. Pattern B is the UK and Europe evening,
14:00-23:00 IST. Pattern C is rotating — a week on the US clock, a week on the
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UK clock, ora 5-on / 2-off flip. Pattern C is the hardest clock. Irregular and
unpredictable schedules are also the shift type with the clearest mental-health
association in the 2019 review of 33 studies. The model does not invent a
fourth programme. It pins the same three anchors to each roster.

Rationale for the three slots. Shift-start is the moment the employee crosses
from a household that still runs on daylight into a floor that does not. One to
three Big Sigh Resets take ninety seconds and do not need aroom. Mid-shift
lands near the circadian trough on Pattern A (roughly 01:00-03:00 IST) and near
the post-lunch dip on Pattern B. That is when BPO employee stress shows up
as irritation, sloppy tone and skipped meals. A short Body Admin block plus one
precise feeling-word is a floor-legal interruption. Pre-sleep is the slot daytime
wellness never reaches. For Pattern A, pre-sleep is 05:40 IST. The sun is
coming up. The brain is being told it is morning. Light-down, device dim, a fixed
sleep window and one small social rep (a Thank-You Ambush or a Warm-Wishes
Round) give the day-clock something to hold besides a scrolling phone.

Table 2. Shift-aligned reps across three patterns (all times IST)

Pattern B - UK/EU evening 14:00-

Slot Pattern A - US night 21:00-06:00 23:00 Pattern C - rotating
Pre- 20:50 WhatsApp: one Big Sigh Reset 13:50 WhatsApp: one Big Sigh Sunday rewrite: write wake, start, mid-
shift before badge-in. Reset before badge-in. shift, sleep for the coming week.
nudge Nudge fires 10 minutes before that
week’s start.
Shift- 21:00 - Breathe & Settle. 1-3 Big Sigh 14:00 - same reset. The household ~ Same reset at whatever start the week
start Resets. Down-shift from the family day- is still in daylight; the floor is not. is running. Do not keep Monday’s
clock. 14:00 ping on a US-night week.
Mid- 01:00 - Body Admin for Mood. 8-12 18:00 - same Body Admin block Hour 4 of that week’s shift.
shift minutes stairs, stretch or walk. One after the first long break. Champions move the ping when the
Name It to Frame It word. roster flips.
Pre- 05:40 - light-down, device dim, dark- 23:20 - same pack. Sleep window  30-40 minutes before that week’s
sleep room plan. Sleep window 07:00-15:00. 00:00-08:00. Closer to the family  intended sleep. The window is written
pack One thank-you or warm-wish. clock, still not a 09:00 webinar. on Sunday, not guessed at 05:00.
Off-day One outdoor-light block after waking. One One outdoor-light block. One joy- Protect one overlapping sleep block
joy-deposit scheduled, not hoped for. deposit. Sleep can sit closer to a across the flip so the clock does not
Keep 08:00-12:00 as a compromise day clock without dropping the mid- snap twice in eight days.
sleep overlap. shift habit.

Champions work the same shift as the team. A day-shift wellness lead cannot run a 01:00 Body Admin block. If the only
owner is in the IST office, Pattern A will silently revert to recordings.
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€ Measurement

The employer dashboard holds four counts. It holds no clinical data.

Rep counts. Completed shift-aligned reps per person per week, split by slot:
start, mid-shift, pre-sleep. The headline number fora GCC head is the share of
the night roster with a mid-shift rep in the last seven days. If that share is

below 40 per cent in week 8, the programme is still a daytime product.

Streaks. Consecutive shift-weeks with at least one rep in each of the three
slots. A streak is a habit signal. It is not a wellness score. It is never used

in appraisal.

Emotional-vocabulary breadth. The count of distinct feeling-words used in
Name It to Frame It. Breadth is arange, not a distress score. The dashboard
shows how many different words the floor used. It does not show which word

sat next to which name.

Participation. The share of the roster who completed at least one rep in the last
seven shift-days, split by Pattern A, B and C, and by language of delivery.

Table 3. What the employer sees and what it never sees

Field Employer sees Employer never sees

Rep counts Team aggregates; slot split; time-of-day heatmap that A named person’s free-text or skipped-rep reason
includes 03:00

Streaks 7-day and 21-day team streaks by shift pattern Streaks used as a performance mark

Vocabulary Count of distinct feeling-words at team level The word tied to a person; any clinical reading of

breadth the word

Participation % weekly active; language mix as a share; Pattern A/B/C ~ Who opted out, and why
split

Hand-off A count of human hand-offs in the period Coach transcripts; crisis detail; any clinical

Sleep and body

Completion of the pre-sleep pack (yes/no at team level)

screen

Individual sleep duration, weight, or any
biometric

Legal boundary, in one line. This is emotional fitness, not diagnosis, treatment
or therapy. Data stay in India. Consent is opt-in under the Digital Personal Data
Protection Act, 2023. The product tagline on every technique screenis the
measurement rule: counts, never confessions.

emotionapp.in/research/3am-workforce
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Implementation — a 90-day plan

Pick two pilot floors first. One US night, say a Pune voice team that badges in
after dinner. One UK evening. Do not start with the rotating roster. Pattern C is
the test you run after the pings already fire at 03:00 on a stable clock.

Table 4. Ninety days from map to go/no-go

Week Owner Action Metric
1-2 GCC/BPOHR + Map the three live shift patterns. Name floor languages. Pick  Roster mapped. Two floors named.
Facilities two pilot floors.
2-3 People-ops + WhatsApp opt-in in the floor language. DPDP notice. Crisis- >70% opt-in on pilot floors.
vendor line card at every bay and in the first message.
3-4 Shift leads Train 8-12 floor champions who work the same roster. Champions named. First prompts fire
Schedule start, mid-shift and pre-sleep prompts to the shift at shift start.
clock.
5-8 Al coach + Daily shift-aligned reps live. Human coach available inside >3 reps per person per week. Mid-shift
human hand-off  the shift, not 20:00-18:00 IST. Retire one daytime webinar. ~ completion logged.
9-10 HR analytics Dashboard live with the four counts only. First review with the  Six agreed fields. One review held.
GCC head. No individual feeling text.
11-12 HR + Comms Language-mix audit. Expand to Pattern C or a second city. 40% weekly-active target on the night
Publish a one-page floor card. roster. Second-wave floors named.
13 GCC head 90-day readout: participation by shift, language mix, Written go / no-go.

champion coverage, hand-off count. Decide scale or stop.

Kill one daytime webinar in weeks 5-8. If the old slot stays, the night agent now has a recording and a ping. Both feel like

extra work. She does neither.

emotionapp.in/research/3am-workforce
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@ One-page checklist the

reader can run this week

10.

emotionapp.in/research/3am-workforce

. Name the three live shift patterns on this campus. Write start, mid-shift and

pre-sleep for each, in IST and in the client timezone.

. Move one wellness slot off 11:00 or 15:00 IST if the roster starts at 20:00.

Put that slot at shift-start.

. Test a WhatsApp ping at 03:00 on one volunteer night floor. If it cannot send,

the channelis still a day channel.

. List the three most-spoken floor languages. If English-only materials are the

default, stop and translate the first three reps.

. Put Tele-MANAS 14416 on the bay wall, on the night-floor poster, and in the

first WhatsApp.

. Appoint one champion per pilot floor who works the same shift as the team.

A day-shift owner does not count.

. Write down what the employer will never see. Share that list with the floor

before opt-in.

. Strike any clinical screen from the vendor brief. Counts, never confessions.

. Book a 10-minute dark-rest room near the floor. Dim-light protocol on the

exit door.

Count last week’s mid-shift reps on the night roster. If the numberis zero,
the programme does not yet exist for that roster.
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@ FAQ

Will this work at 3 a.m., or is it another 9-to-5 tool?

Delivery is WhatsApp-first and staffed for the shift clock. Nasscom-
Zinnov count 2.36 million GCC employees in Indiaas of FY2026. A
share of them, and most voice BPO floors, are awake when the ordinary

EAP window is closed.

@ Is this therapy? Will it create a clinical file?

No. EmotionApp is non-clinical emotional fitness. The dashboard holds
rep counts, streaks, vocabulary breadth and participation — four
operational fields, none of them a diagnosis. This is not diagnosis,
treatment or therapy.

What about languages on a mixed BPO floor?

Twenty-three Indian languages ship with the coach. A typical Bengaluru
or Gurugram night floor mixes English with Hindi, Tamil, Telugu,
Kannada and Bengali. The rep arrives in the language the employee
picked, notin the language of the client script.

m How soon will we see a number we can take to leadership?

Week 12 target: 40 per cent of rostered night staff complete at least one
shift-aligned rep in the week. Mid-shift completion is the number to
watch first. Streaks and vocabulary breadth sit on the same dashboard.

e What if someone is in crisis at 3 a.m.?

The human hand-off owner on that roster, plus Tele-MANAS 14416, the
Government of India’s 24x7 line. EmotionApp does not replace that
number. The dashboard records a hand-off count, not a case file.
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