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From the Desk of National President

Greetings	!!

It	is	a	great	pleasure	to	write	another	opening	note	for	the	IJTD.	I	would	like	to	welcome	the	new	Editor	of	IJTD	
on	board.	I	strongly	believe	that	the	new	editor’s	international	exposure,	strong	academic	background	would	
take	IJTD	to	a	newer	height.	I	wish	the	new	team	the	very	best	for	the	tenure	ahead.

The	world	 is	now	 facing	an	era	 characterized	by	 rapid	 changes,	which	have	profound	 implications	on	 the	
social	and	economic	life	and	the	relationships	among	the	countries.	Organisations	are	facing	the	challenge	of	
transformation	to	the	digital	era.	In	fact,	their	survival	depends	upon	how	organisations	are	able	to	make	use	
of	the	latest	digital	technology	in	various	fields.		

As	we	are	living	in	a	world	of	globalization,	information	and	communication	revolution,	science,	knowledge	
and	accumulated	experience	have	become	the	main	pillars	of	economic	and	social	development	along	with	
the	ability	to	convert	these	pillars	into	managerial	and	technical	applications	to	be	used	in	various	projects	
and	assignments.

India	 as	 part	 of	what	 is	 called	 “Global	 Village”	 is	 passing	 through	 the	 same	 variables	 facing	 the	 greatest	
challenges	 to	modernize	 its	 institutions	 and	 to	 develop	 its	 capabilities	 of	 operations	 and	management	 in	
order	to	play	the	due	civilized	role	and	ensure	a	prosperous	future	for	its	people.	Through	the	clear	vision	of	
the	future	and	the	continuous	improvement	in	the	methods	and	stems	of	the	professional	work,	in	addition	
to	the	firm	and	stable	approach	in	developing	the	capacity	of	advisors	and	experts,	our	country	will	definitely	
scale	a	new	height	!

Change	 is	 occurring	 everyday	 in	 every	 organization	 to	 meet	 up	 the	 customer	 demands.	 Any	 changes	 in	
organizations	require	additional	skills	and	competency	for	the	people.	Thus,	the	people	of	various	organisations	
require	continuous	learning	and	development	in	order	to	sustain	globally.

I	am	grateful	to	the	Past	Presidents	and	seniors	for	their	continuous	guidance,	support,	trust	from	the	members	
and	a	heroic	welcome	from	all	across	the	country.	My	only	mission	:	Transforming	ISTD	to	the	next	level.

My	best	wishes	to	the	Editorial	Team	of	IJTD.

Date	:	22/02/2021		 Dr. Nataraj Ray
National	President
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From the Desk of Chief Editor 

Ability to Evaluate, Select and Adopt Technology 

Being	proactive	about	preparing	one’s	organization	for	the	future,	one	would	naturally	seek	answer	to	the	
questions	like	what	does	the	future	hold	for	training	and	development?	And	what	are	the	trends,	and	how	
should	one	prepare?	A	learning	ecosystem	is	not	just	one	thing;	it	is	a	whole	system	constituted	of	people,	
content,	technology,	learning	culture,	and	strategy.	When	most	people	talk	about	trends	in	training	they	are	
likely	to	talk	about	technology,	strategy,	and	to	some	extent,	learning	culture.	

It	is	not	enough	to	train	people	on	the	currently	needed	skills,	but	it	is	equally	important	if	not	more	to	focus	
on	developing	mindset	and	behaviour	that	can	enable	employees	to	perform	well	in	the	tasks	which	may	not	
be	yet	defined.Some	of	the	content	areas	which	have	been	found	valuable	precisely	for	instilling	the	right	
kind	of	mindset	at	the	organizations	are:	creativity,	problem-solving,	digital	transformation,	management	of	
change,	and	growth	mindset.	

Creativity:As	markets	become	more	global	and	more	competitive,	creativity	is	required	to	foster	innovation	
and	 fuel	new	strategic	directions.	According	 to	a	Thought	Leadership	paper	commissioned	by	Adobe,	82	
percent	decision	makers	 believe	 that	 companies	which	 are	more	 creative	 gain	 greater	 business	 benefits	
like	growth	in	revenue	and	market	share.	Training	may	cover	defining	problems,	generating	and	evaluating	
solutions	quickly,	and	staying	creating,	even	rethinking	brainstorming.	

Problem	Solving:One	of	 the	biggest	challenges	organizations	 face	when	 it	 comes	 to	 training	 is	 that	most	
problems	employees	will	be	asked	to	tackle	have	not	even	been	conceived	of	yet.	Likewise,	their	solutions	
might	 involve	technologies	and	processes	that	are	not	 in	place	today.	Adapting	to	the	 large	scale	shift	to	
work-from-home	during	the	COVID-19	pandemic,	is	a	good	example,	as	are	disruptive	technologies.	Instead	
of	giving	ready-made	solutions	to	the	trainees,	they	are	facilitated	to	identify,	analyze,	and	think	through	
problems.	The	emphasis	is	on	the	process.	

Digital	Transformation:Business	leaders	are	embracing	digital	transformation	because	they	know	it	not	only	
improves	productivity,	but	helps	them	stay	relevant.	Digital	literacy	in	terms	of	knowing	how	to	check	email	
and	use	a	spreadsheet	program	is	no	more	sufficient.	Employees	need	to	know	how	to	evaluate,	select	and	
adopt	technology,	as	well	as	how	to	use	it	to	collaborate	in	richer	ways	(Source:	Ryan	Eudy.	The	Future	of	
Training	and	Developing	is	in	Reshaping	Mindsets,	July	16,	2020).	

Management	 of	 Change:	 The	 idea	 in	 itself	 is	 not	 new.	What	 is	 new	 is	 that	 how	 change	management	 is	
approached.	Management	of	Change	is	now	much	more	closely	integrated	with	project	management,	and	
training	in	change	management	is	seen	as	an	important	tool	for	employees	across	the	organization,	not	just	
the	top	most	levels	of	leadership.	Dealing	with	change	is	a	perfect	example	of	instilling	a	mindset	rather	than	
teaching	a	specific	skill.	
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Growth	Mindset:People	who	enjoy	challenges,	strive	to	learn,	and	uncover	ways	to	develop	new	skills.	They	
work	harder,	perform	better,	and	adapt	to	change	better	than	those	with	a	more	fixed	mindset.	If	employees	
have	 inculcated	this	kind	of	mindset,	 they	are	better	equipped,	 intellectually	and	emotionally,	 to	discover	
what	new	challenges	and	opportunities	they	need	to	tackle.	A	good	learning	culture	will	always	be	needed	if	
one	wants	to	introduce	anything	new	and	innovative	into	the	training	programs.

The	readers	of	 IJTD	are	requested	to	go	through	the	contents	of	the	 journal	and	help	us	 in	 improving	the	
value	of	this	publication	by	offering	suggestions	based	on	their	critical	review	and	constructive	observations.	
The	prospective	contributors	to	this	journal	are	advised	to	follow	APA	pattern	(7th	Edition)	for	presenting	the	
references.	

        Dr Upinder Dhar
	 	 	 	 	 	 	 	 									Vice	Chancellor	

Shri	Vaishnav	Vidyapeeth
Vishwavidyalaya,	Indore	



5

EDITORIAL BOARD
Chief Editor

Dr. Upinder Dhar
Vice	Chancellor

Shri	Vaishnav	Vidyapeeth	Vishwavidyalaya	(Indore)

Members
Dr. Santosh Rangnekar

Professor,	Department	of	Management	Studies
Indian	Institute	of	Technology	Roorkee

Prof. G P Pokhriyal
Professor	of	Mathematics,	University	of	Nairobi

Dr. (Mrs.) Santosh Dhar
Dean,	Faculty	of	Doctoral	Studies	&	Research

Shri	Vaishnav	Vidyapeeth	Vishwavidyalaya,	Indore

Dr. Amit Jain
Pro	Vice	Chancellor,	Amit	University	Rajasthan

Dr. Hemlata Gaikwad
Associate	Professor	and	Head	Department	of	Management	of	Studies	

Rajarambapu	Instt	of	Technology

Dr. Avinash Chandra Joshi
Director,	ISTD	New	Delhi

Advisory Board
Dr. Nataraj Ray, National	President

Shri Kurien Daniel, National	Vice-President
Shri Salil Chatterjee, National	Treasurer

Dr. Dilip Desai, Regional	Vice-President	(West)
Prof. Pawan Kumar Sharma, Regional	Vice-President	(North)

Dr. Jibitesh Rath, Regional	Vice-President	(East)
Prof. N Sambasiva Rao, Regional	Vice-President	(South)

Editorial Assistance
Mrs Mamta Singh



6

Se
ct

io
n 

- I Anjali Dutta*, Santosh Rangnekar**
*Research	Scholar;	Email:	ac_dutta@bm.iitr.ac.in

**Professor,	IIT	Roorkee;	Email:	santosh.rangnekar@ms.iitr.ac.in

A Decade of Training as a Foundation for Employee Performance 
Augmentation in COVID-19 Pandemic: A Review

INTRODUCTION 

The	modern	industrial	organizations	are	continuously	
striving	 to	 be	 at	 the	 competitive	 edge	 to	 keep	
themselves	 sustained	 in	 this	 economic	 scenario.	
The	 Coronavirus	 (COVID-19)	 pandemic	 has	 created	
much	havoc,	and	many	discrepancies	have	arisen	in	
the	regular	organisational	work	due	to	the	economic	
slowdown.	

Training	 and	 development	 are	 crucial	 (H.R.)	
practices,	 primarily	 focused	on	enabling	employees	
to	attain	knowledge	 related	 to	 their	 skills,	 jobs	and	
behaviours	 that	 progress	 their	 aptitude	 in	meeting	
the	goals	of	their	organization	(Lazazzara,	Karpinska	
&	 Henkens,	 2013).	 During	 the	 pandemic	 situation,	
numerous	 employees	 hold	 that	 their	 supervisors	
and	 administrator	 srepeatedly	 talk	 about	 self-
protection	 and	 consumers’	 safety	 during	 training	
sessions,	 meetings	 and	 even	 at	 the	 time	 of	 lunch	
hours	 (Hu,	 Yan,	 Casey	 &	 Wu,	 2021).	 The	 part	 of	
training	and	development	has	also	lengthened	that,	

today	it	is	observed	as	not	only	a	mode	in	developing	
individual	 proficiencies	 but	 even	 as	 an	 appreciated	
lever	 for	 cultivating	 effectiveness	 of	 teams	 and	 for	
the	 organizations	 to	 attain	 competitive	 advantage	
(Noe,	 Clarke	 &	 Klein,	 2014).	 This	 study	 focuses	 on	
the	different	 literary	works	 in	 various	management	
journals	 consisting	 of	 the	 Construction	 sector,	 the	
health	 care	 sector,	 the	project	management	 sector,	
the	 Hospitality	 management	 sector,	 journals	 in	
the	 core	 Human	 resource	 management	 sector,	
Organizational	Behaviour	journals	and	Organizational	
psychology	domains.	This	study	aims	to	understand	
various	 workplace	 outcomes	 after	 the	 training	
interventions	 application	 in	 different	 organizations	
by	 reviewing	papers	 from	different	 literature	 types.	
This	study	also	describes	limitations	of	the	paper	and	
the	scope	for	further	research.	

Research Questions 

This	study	has	the	following	research	questions:

ABSTRACT

The current pandemic has led to a problematic situation in organizations. Along with the employees’ job 
performance, morale and enthusiasm have come to a diminishing level. Various studies have demonstrated 
the impact of training empirically, but training during and post-COVID era is the intervention needed from 
the H.R. perspective is still at the infant stage. The present study is done on training literature, extracted 
from the A & A* category’s highly influential ABDC (Australian Business Dean Council) listed journals. This 
study aims to focus on the trend of the literature in training, the journal wise and year wise distribution 
of the kinds of literature, and what were the different intentions in those studies for considering training 
as an H.R. intervention for the employees, which can be considered as the significant factor for assisting 
employees in coping up with the pandemic.

KEYWORDS

Resilience, Training, COVID-19 Pandemic, HR Intervention
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1.		 What	 are	 the	 trends	 of	 training	 literatures	 in	
various	influential	journals?

2.		 What	 are	 the	 journal	 wise	 distribution	 of	 the	
literatures?

3.	 How	 training	 is	 given	 significant	 emphasis	 in	
those	selected	papers,	to	gain	momentum	and	
aid	employees,	which	may	help	them	to	bounce	
back	and	sustain	during	and	after	the	pandemic	
of	COVID-19	wipes	off?

Theoretical Framework 

This	 study	 has	 been	 considered	 according	 to	 the	
importance	of	the	Human	Capital	in	the	organizations.	
Out	 of	 all,	 most	 famous	 exponent	 of	 the	 Human	
Capital	 Theory	 known,	 is	 Gary	 Stanley	 Becker.	 He	
stressed	 the	 significance	 of	 investment	 in	 Training,	
skills,	education,	health	and	various	other	values	 in	
human	beings	 (Becker,	2011).	 Thus,	 so	as	 to	derive	
value	from	the	human	factors,	training	is	one	of	the	
most	sought	intervention	suggested	by	the	theorist.	
Theory	 of	 Reinforcement	 by	 B.	 F	 Skinner,	 is	 also	
one	 of	 the	 theoretical	 bases	 for	 the	 training	 and	
development	 program	 where	 by	 providing	 certain	
awards	 and	 monetary	 rewards	 such	 interventions	
can	create	a	positive-outcomes	for	the	employees.

REVIEW OF LITERATURE

Training	as	an	HR	intervention	has	a	very	pivotal	role	
in	enhancing	the	performance	of	the	employees.	To	
carry	 a	 sustainable	 career,	Hite&	McDonald,	 (2020)	
recognized	the	intersection	of	numerous	life	contexts,	
counting	social,	family,	and	work	acknowledgements,	
accommodating	the	needs	and	wants	of	each,	and	this	
can	be	achieved	when	 the	employees	are	provided	
with	 sufficient	 contextual	 training.	 One	 study	
proposes	that	the	regular	COVID-19	job	setbacks	are	
associated	with	workers’	daily	fatigue,	and	extraction	
behaviours	are	therefore	critical	to	judge	the	degree	
of	 impairment	 caused	 by	 the	 COVID-19	 pandemic	
and	the	willingness	of	organizations	and	employees	
to	 confront	 it	 (Chong,	 Huang&	 Daisy,	 2020),	 which	
thus	lead	to	the	planning	and	organization	of	training	
programs	in	the	workplace.

Training Interventions specified in various Journals

Training as a part of Human Resource Development

To	 be	 at	 the	 competitive	 edge,	 organizations	
provide	 training	 programs	 that	 let	 employees	 gain	
proficiencies	 that	 are	 explicit	 to	 that	 organization,	
increasing	 employee	 performance	 and	 productivity	
without	 increasing	 the	 chance	 that	 they	will	 find	 a	
higher-paying	job	elsewhere	(McNamara,	Parry,	Lee&	
Pitt-Catsouphes,	 2012).This	 is	 particularly	 factual	
during	 economic	 downturns.	 One	 study	 conducted	
on	 volunteers’	 role	 clarity	 behaviour	 reported	 that	
training	 increases	 volunteers’	 capability,	 leading	
them	 to	 understand	 their	 part	 and	 feel	 assured	
in	 their	 aptitude	 to	 perform	 their	 volunteer	 work	
(Saksida,	Alfes	&	Shantz,	2017).	According	to	Whyman	
&	 Petrescu	 (2014),	 training	 programs	 promote	
increased	 skill	 levels	 and	 facilitate	 the	 employees’	
functional	flexibility	and	promote	job	enrichment.	

Training status in the construction and engineering 
arena

Being	 one	 of	 the	 largest	 employment	 sectors,	
construction	 and	 engineering	 fields	 are	 among	 the	
most	dangerous	places	 for	 various	mis	happenings.	
Thus,	 there	 is	 an	 immense	 need	 for	 safety	 and	
accident	prevention	training	at	workplaces.	According	
to	 a	 study	 performed	 in	 the	 construction	 sector,	
the	degree	of	 protection	 training	 or	 qualification	 is	
predictable	 to	 be	 a	 substantial	 feature	 concerning	
the	competence	level	of	the	managers	and	the	work-
force	(Hare&	Cameron,	2011).Training	aims	to	reduce	
the	 counts	 and	 reduce	 the	 severity	 of	 injuries,	 and	
utmost	 significantly	 to	 avert	 accidents	 and	 injuries	
from	 happening	 to	 conclude	 in	 zero	 injuries,	 so	
that	 sustainability	 of	 work	 is	 maintained	 in	 the	
construction	 site	 for	 the	 older	 employees	 as	 well	
(Fung	&	Tam,	2013).	

Training for Service

In	 the	 service	 industry,	 demanding	 customers	 are	
the	primary	factor	for	linking	employee	performance	
to	 service	 improvement.	 Various	 studies	 have	
demonstrated	 that	 training	 should	 be	 imparted	 to	
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enhance	the	employees’	skillsfor	fulfilling	the	variety	
of	demands	of	the	customers.	A	shred	of	conceptual	
and	empirical	evidence	from	another	study	indicates	
that	 hospitality	 companies	 should	 assume	 a	 “hire	
for	 skill	 and	 train	 for	 skill”	 tactic	 to	 accomplish	
ambidexterity	 and	 attain	 higher	 innovation	 and	
market	 presentation	 (Chang,	 Gong&	 Shum,	 2011).	
In	 one	 of	 the	 studies,	 the	 author	 recommended	
ongoing	training	to	benefit	part-time	staff	members	
to	enhance	their	knowledge	and	skills	for	professional	
progression,	 which	 could,	 in	 turn,	 generate	 loyalty	
and	 trustworthiness	 to	 the	 service	 organization	
(Jaworski,	Ravichandran,Karpinski	&	Singh,	2018).

Training Tactics also works in Production

A	study	describes	how	training	may	be	accomplished	
in	 simulation;	 whichever	 as	 hands-on	 training	 or	
hands-off	 training,	 and	 consider	 which	 worker	 to	
upgrade	 according	 to	 the	 need	 (Kernan,	 Lynch	 &	
Sheahan,	 2011).	 	 Another	 study	 in	 the	 production	
site	 concluded	 the	 impact	 of	 cross-training	 among	
the	 workers	 leading	 to	 shorter	 production	 time,	
identifying	 systematically	 hidden	 tactics,	 and	
ultimately	improving	the	systems	and	organizations’	
performance	(Kim	&	Nembhard,	2013).	

Training for regulating Economic Behavior

According	 to	 Bilanakos,	 Heywood,	 Sessions&	
Theodoropoulos	 (2018),	 establishments	 challenging	
with	 greater	 demand	 sensitivity	 to	 output	 quality	
more	 intensively	 train	 their	work-force	 to	meet	 the	
demands	of	quality	products.	

Training for the Behavioral Facets 

Hardiness-	 one	 of	 the	 significant	 aspects	 for	
reducing	stress	and	burnout	also	 impacts	structural	
empowerment	and	psychological	empowerment,	and	
thus	 employers	 should	 conduct	 a	 training	 program	
on	 assembling	 hardiness	 of	 the	 work-force	 (Ayala	
&	 García,	 2018).	 The	 organizational	 socialization	
perspective	 also	 has	 implied	 the	 essentiality	 of	
training	 when	 newcomers	with	 an	 advanced	 sense	
of	 their	 responsibilities	are	more	prone	 to	perceive	
training	 as	 beneficial	 and	 to	 shape	 relationships	

with	their	managers	(LMX)	and	with	their	colleagues	
(TMX)	(Delobbe,	N.,	Cooper-Thomas,	H.	D.,	&	De	Hoe,	
R.,	2016).	In	one	of	the	studies,	the	author	sought	to	
demonstrate	that	adopting	environmental	standards	
is	connected	with	augmented	employee	training	and	
interpersonal	contacts,	contributing	to	elevated	labor	
productivity	(Delmas&	Pekovic,	2013).

Resiliency	 -	 a	 very	 crucial	 delivery	 of	 the	 Training	
program

Bending	 and	 bouncing	 back,	 the	 most	 vital	 aspect	
of	 Resilience	 is	 mostly	 sought	 to	 be	 inert	 to	 the	
individual.	 Nevertheless,	 the	 resiliency	 training	
perspective	 also	 plays	 a	 positive	 role	 in	 aiding	
individuals	 in	 a	 sustainable	 profession.	 According	
to	Howe,	Smajdor	&	Stokl	(2012),	“it	is	the	dynamic	
nature	of	resilience	which	sets	this	quality	apart	from	
related	 psychological	 traits	 such	 as	 ‘hardiness’	 and	
‘mental	toughness.”	

RESEARCH METHOD 

The	 research	methodology	 adopted	 to	 achieve	 the	
various	objectives	of	this	paper	is	elaborated	below.	

Figure	1.	Search	Result	flow	Diagram
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Objectives

The	research	paper	has	following	objectives

1.		 This	paper	aims	to	study	the	trends	of	training	
literature	in	various	influential	journals,	

2.	 To	understand	 the	 year	wise	 and	 journal	wise	
distribution	of	literature	in	training.	

3.	 To	 analyse	 the	 beneficial	 effects	 of	 training	
interventions	detailed	 in	the	 literatures,	which	
helps	 conclude	 that	 Traisning	 intervention	
can	 support	 the	 employees	 cope	 with	 all	 the	
stressful	situation	of	COVID	Pandemic	through	
Training.	

Research Design

The	present	study	utilises	the	search	strategy	where	
papers	on	Training	were	searched	from	the	influential	
journals.	There	were	few	steps	involved	in	the	search	
and	 finalization	 of	 the	 literatures.	 The	 data	 was	
retrieved	from	the	already	published	papers.		

Search Strategy

A	 computerized	 literature	 search	 was	 directed	
using	the	search	term	Training.	The	literatures	were	
searched	from	the	Scopus	database.	The	initial	result	
for	training	was	11,74,578.	Scopus’s	search	displayed	
46,491	 works	 of	 literaturerelatedto	 Training	 in	
Business	Management	and	Accounting	subject	area.	
The	search	was	then	limited	to	2011	to	2020,	which	
further	displayed	22,281	papers.

Selection Criteria

The	works	of	literature	were	screened	based	on	their	
categorization	 into	 the	 type	 of	 journals.	 This	 study	
considered	the	research	papers	from	the	ABDC	listed	
journals	of	the	A	&	A*	category.	The	document	type	
selected	 was	 articles.	 The	 journals	 of	 Construction	
managementdomain,	 hospitality	 management	
domain,	 healthcare	management	domain,	O.B.	 and	
H.R.	domain,	Production	management,	Technological	
and	Knowledge	Management	domain,	was	selected	
for	the	study.	So,	a	total	of	30	journals	were	selected,	
as	shown	in	Figure	1.

Selection of Papers for Inclusion

In	 this	 stage,	 the	 research	 papers	 were	 scrutinized	
based	on	the	inclusion	of	the	keyword	Training	into	
their	Title,	Abstract,	Keywords,	and	the	full	body	of	
the	 paper.	 Out	 of	 1498	 such	 papers	 resulted	 from	
search;	261	papers	were	extracted.	The	papers	were	
then	selected	by	going	through	the	abstract,	and	the	
papers	which	focused	on	management	interventions	
into	 their	content	were	 included.	Thus,	177	articles	
were	 included	 in	 the	 study	 for	 understanding	 the	
trend,	 distribution	of	 the	 article	 from	best	 journals	
year	wise	and	the	number	of	papers	published	 into	
each	journal	within	a	span	of	a	decade	from	2011	to	

Figure	 2.	 Journal	 wise	 Distribution	 of	 Papers	 2020,	
respectively.
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RESULTS 

The	 sorted	 177papers	 were	 reviewed	 for	 further	
study	and	their	Journal	wise	&	year	wise	distribution	
is	 given	 in	 graphical	 representation	 with	 further	
elaboration.	

Journal wise Distribution of the Papers

The	 literature	 selected	 was	 then	 analysed	 with	
Tableau	software’s	aid	 in	understanding	the	papers’	
distribution	according	to	the	selected	journals.	Figure	
2	 displays	 the	 distribution	 of	 papers	 into	 various	
journals.	The	bar	plot	 shows	 the	number	of	papers	
in	 each	 highly	 influential	 journal.The	 visualization	
displays	 that	 the	 International	 Journal	 of	 Human	
Resource	Management	has	published	the	maximum	
number	 of	 papers,	 24	 in	 the	 considered	 period.	
While	three	journals	have	published	one	paper	each.	
The	 second	 and	 third	 highest	 publishing	 journals	
were	 Journal	 of	 Cleaner	 Production	 and	 Journal	 of	
Construction	Engineering	and	Management.

Year wise Distribution of the literature

Figure	3.	Year	wise	Distribution	of	Papers

In	 Figure	 3,	 the	 study	 displays	 the	 trend	 and	 the	
year-wise	distribution	of	papers	in	the	management	
journals.	 It	 is	 shown	 that	 the	 maximum	 number	

of	 papers	 are	 published	 in	 the	 year	 2011,	 with	 32	
papers,	while	the	year	in	which	the	lowestpublication	
occurred	 is	2019,	with	only	ten	papers	 in	that	year.	
While	 describing	 the	 articles’	 publication	 trend	 in	
the	considered	period,	the	trend	is	going	downwards	
from	32	papers	in	2011	to	10	papers	in	2019	and	11	
in	 2020.	 The	 year	 2015	 and	2017	has	 shown	 some	
growth	 in	 the	 number	 of	 publications,	 but	 this	
growth	could	not	be	sustained	in	consecutive	years.	
The	 downward	 trend	 in	 publication	 is	 exhibiting	 in	
the	 considered	 year	 shows	 that	 not	 much	 work	 is	
happening	in	Training,	for	publication	in	the	reputed	
journals.

DISCUSSION 

An	array	of	empirical	pieces	of	evidence	projects	the	
need	and	importance	of	training	in	the	organizational	
context.	 The	 literature	 was	 gathered	 from	 the	
Twenty-Seven	 high	 influential	 journals.	 This	 study	
found	 that	 the	 trends	of	 the	publications	of	papers	
in	training	are	declining,	e.g.	the	publications	of	the	
papers	 from	32	 to	11,	 in	2011	 to	2020.	This	 shows	
that	 the	 training	 literature	 has	 minimized	 in	 the	
reputed	journals	which	answers	to	our	first	research	
question.	The	Thirty	journals	which	were	selected	has	
Twenty-Nine	journals,	projecting	a	lower	publication	
trend	 in	 Training	 domain	 as	 displayed	 (Figure	 2).	
There	are	08journals	with	only	one	and	two	papers	
published.	 Through	 this	 study	 it	 is	 understood	 that	
organizations	have	gained	great	results	from	training	
intervention,	but	 still	 the	publication	details	do	not	
correspond	with	the	much	practical	implementation	
of	 Training	 program.	 The	 year-wise	 and	 journal-
wise	 distributions	 (Figure	 2	 and	 Figure	 3)	 show	 an	
uneven	 trend	 answering	 to	 our	 second	 research	
question	 i.e.,	 the	 journals	 wise	 distribution	 of	 the	
literature.	 The	 answer	 to	 the	 third	 question	 is	
elaborated	 with	 enumerate	 reviews	 from	 reputed	
journals’	 paper.	 Literature	 showed	 the	 importance	
of	 training	 intervention	 from	 varied	 perspectives	
as	 discussed	 in	 this	 study,	 like	 Safety	 training	 for	
accident	 prevention	 is	 one	 of	 the	 essential	 aspects	
that	 necessitates	 training(Demirkesen	 &	 Arditi,	
2015),	as	discussed	above.	This	study	observed	that	
the	 journal	 of	 cleaner	 production	 mentioned	 the	
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importance	of	green	training,	validating	the	learning	
in	the	organization	and	the	alignment	of	HR	practices	
(Jackson,	 Schuler	 &	 Jiang,	 2014)	 are	 crucial	 to	 the	
greening	 of	 firms	 which	 implies	 the	 importance	 of	
training	 in	 production	 perspective	 as	 mentioned	
above	in	the	literature	review	regarding	the	training	
intervention	in	the	production	management	domain.	
There	 are	 still	 training	 preference	mind-sets	 of	 the	
Human	Resource	managers	as	training	provides	the	
two-fold	 dividend	 of	 a	 surge	 in	 human	 capital	 and	
decreased	 turnover	 	 (Dietz&	 Zwick,	 2020),	 if	 the	
training	 intervention	 implementation	 is	 considered.	
In	 the	 service	 sector,	 training	 intervention	 plays	 a	
pivotal	role	as	the	employees	gain	certain	skills	and	
service	tactics	to	deal	with	the	demanding	customers	
which	 is	 similarly	 said	 by	 Ro&	 Chen	 (2011)	 that	
employees	make	a	more	considerable	impact	in	the	
workplace	 when	 they	 perceive	 that	 they	 receive	
good	training	for	imparting	effective	service	to	their	
guests	 as	mentioned	 in	 the	 importance	 of	 training	
intervention	 in	 service	 organization	 perspective.	 In	
their	 review,	 Robertson,	 Cooper,	 Sarkar	 &	 Curran	
(2015)stated	various	outcomes	like	the	psychological	
conclusions,	 psychosocial	 outcomes,	 physical	 and	
biological	 outcomes,	 and	 performance	 outcomes	
from	 the	 papers	 reviewed	 by	 them.	 Even	 the	 non-
profit	organizations	focus	on	the	training	aspect	with	
the	 over-investment	 implication	 (DeVaro,	 Maxwell	
&	 Morita,	 2017).	 In	 general,	 this	 study	 witnesses	
the	 work	 on	 training	 construct	 and	 what	 various	
intervention	of	training	has	proved	to	be	an	example	
for	 the	organizations	 facing	 the	pandemic.Vanhove,	
Herian,	 Perez,	Harms&	Lester	 (2016)	 in	 their	meta-
analytic	 review	 concluded	 that	 Resilience-building	
programs	 had	 a	 more	 substantial	 consequence	 on	
increasing	 well-being	 than	 avoiding	 psychological	
deficits	 or	 growing	 performance.	 As	 explained	 in	
the	 training	 intervention	 for	 regulating	 economic	
behaviour,	 the	 author	 specified	 that	 individuals	 to	
undergo	 training	 even	 choose	 the	 default	 option	
to	 keep	 themselves	 at	 par	with	 the	work	 demands	
(Borghans&	Golsteyn,2015)implying	the	 importance	
training	in	economic	perspective.	As	per	the	argument	
in	 Training	 tactics	 for	 production	 work,	 this	 study	
confirms	the	role	of	training	and	communication	and	
employee	empowerment	as	 an	antecedent	of	 Lean	

Manufacturing	 in	 the	 production	 system	 (Marin-
Garcia	 &	 Bonavia,	 2015).	 As	 this	 study	 indicates	
substantial	role	of	training	intervention	in	HR	domain	
which	again	correlates	with	the	framework	suggested	
by	 De	 Vos,	 De	 Hauw	 &	 Willemse,	 2015)where	 a	
wide	 range	 of	 interventions	 including	 training	 and	
on-the-job	 learning	should	essentially	be	taken	 into	
consideration	 for	 the	 development	 of	 employee	
competency.In	construction	sector	there	is	poor	level	
of	skill	and	craft	competency,	and	the	employers	do	
not	consider	the	training	aspect	while	recruiting	the	
worker,	leading	to	a	damaged	work	in	this	sense	the	
Government	 and	 the	 organizational	 stakeholders	
should	 put	 training	 plans	 for	 the	 informal	 trained	
workers	 to	obtain	 formal	 training	to	acquire	proper	
skills	as	also	mentioned	by	Kikwasi	(2011).	The	review	
of	 papers	 from	 the	 selected	 journals	 indicates	 that	
Training	has	the	capability	for	employees	to	adapt	to	
the	challenging	pandemic	situation	and	bounce	back	
as	mentioned	in	the	resilient	fragment	of	the	study.	

CONCLUSION 

This	 review	 paper	 indicates	 that	 the	 trend	 in	
publications	 of	 the	 literature	 in	 ABDC	 listed	 A	 and	
A*	 category	 journals	 is	 decreasing.	 Similarly,	 more	
and	 more	 publications	 should	 be	 done	 in	 high	
influential	 journals	 to	 impact	 further	 research.	
The	 year	wise	findings	 also	 indicate	 the	decreasing	
trend	from	2011	to	2020.	Also,	various	management	
journals	have	papers	on	training	signifying	the	needs,	
importance,	and	positive	outcomes	of	organizations’	
training	 interventions.	The	training	activities	and	 its	
positive	outcomes	 indicate	 that	HR	should	 rely	and	
conduct	 more	 and	 effective	 training	 programs	 to	
help	 employees	 bounce	 back	 in	 this	 tiring	 time	 of	
pandemic.	

IMPLICATIONS

More	 and	 more	 training	 programs	 are	 needed	 to	
be	 conducted	 in	 the	 workplaces	 to	 cope	 with	 the	
stressful	pandemic	situation.	The	training	provisions	
discussed	 in	 literature	 speak	 about	 its	 effects	
with	 respect	 to	 employees	 and	 the	 organizations.	
Thus,	 HR	 managers	 have	 a	 vital	 role	 in	 elevating	
the	 organizations’	 training	 intervention	 so	 that	 job	
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performance	can	be	improved,	safety	can	be	assured,	
service	to	the	customers	can	be	provided	with	utmost	
care	 and	 perfection.	 The	 training	 designers	 should	
consider	 the	 aftermath	 of	 training	 programs	 and	
hence	conduct	the	training	as	per	the	need	and	the	
scenario.	Also,	HR	managersmay	support	employees	
by	 providing	 training	 into	 building	 resilience,	
improving	their	well-being,	upgrading	their	skills	and	
ultimately	 augment	 their	 performances,	 so	 that	 it	
could	benefit	the	employees	in	accepting	the	change	
and	perform	efficiently	under	the	new	normal.

Limitation and Future Research

This	 study	 is	 conducted	 considering	 the	 time	 of	 a	
decade	and	the	new	normal.	Thus,	further	work	can	
be	done	on	the	same	theme	with	a	higher	number	of	
literatures.	Further	studies	may	be	focused	on	various	
dimensions	 of	 training.	 The	 current	 study	 focuses	
on	multiple	domains,	 it	 can	also	be	 comprehended	
by	focusing	on	a	specific	domain	which	could	assist	
employees	in	managing	in	the	pandemic	and	enhance	
their	performance	in	the	new	normal.	
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INTRODUCTION

The	 Civil	 Service	 system	 is	 the	 backbone	 of	 the	
administrative	 machinery	 of	 the	 country.	 Civil	
servants	work	on	behalf	of	the	elected	government	
as	 a	 part	 of	 the	 executive	 branch	 of	 the	 Republic	
of	 India.	There	 is	a	widespread	perception	 that	 the	
civil	servants	are	but	“Brown	Sahibs”	and	misuse	the	
power	their	position	brings.	However,	in	all	fairness,	
it	must	be	said	that	among	civil	servants	too	there	are	
excellent	examples	of	serving	the	nation	dedicatedly	
despite	several	challenges	and	a	‘poor	public	image”.	
An	 interactive	session	with	Civil	 Servants	proved	 to	
be	a	golden	opportunity	to	discover	the	“other	side	of	
the	picture”.	Four	questions	were	part	of	a	worksheet	
that	 six	 teams	 (eight	members	 each)responded	 to,	
after	collating	inputs	with	reference	to	Civil	Service:

i.	 Five	reasons	for	joining	the	Civil	Service.
ii.	 Three	major	skills	a	Civil	Servant	needs.
iii.	 Three	 major	 qualities	 a	 good	 Civil	 Servant	

should	have.
iv.	 List	 in	 order	 of	 importance	 for	 Civil	 Servants-

Knowledge,	Values,	Skills,	Attitude,	Behaviour.

Findings

The	 responses	 were	 tabulated,	 analysed	 and	 are	
represented	through	charts.	The	participants	showed	
enthusiasm	 and	 were	 eager	 to	 share	 their	 own	
perspectives	 with	 their	 teams.	 The	 entire	 exercise	
also	 became	 a	 good	 example	 of	 team	 work.	 The	
findings	of	the	survey	offer	interesting	insights.

Reasons for Joining the Civil Service

Among	 the	 reasons	 for	 joining	 the	 Civil	 Service,	
prominent	 mentions	 were:	 Nation	 building/Social	
Service,	diversity	of	challenges	/	exposure	and	Power/
Social	Status.	This	picture	reflects	the	changing	times	
and	a	generational	shift.	With	the	growing	limelight	
on	 India	as	a	potential	world	 leader	 in	 the	years	 to	
come,	the	young	civil	servant	is	geared	up	to	be	a	part	
of	 the	 changing	 picture.	 As	 a	 new	 generation	 joins	
the	workforce	at	Civil	 Services,	 there	 is	a	 reflection	
of	positive	energy	and	an	underlying	willingness	 to	
take	up	 challenges	 .In	 addition	 to	 social	 status,	 job	
security	 ,parental	 aspiration	 and	 long	 term	 career	
goal,	reasons	for	joining	the	civil	service	also	included	
“motivators”	 such	 as	 ‘leadership	 opportunity,	

ABSTRACT

There is a powerful scene in ‘Saraansh’, a Hindi movie in which an old man is seen standing patiently in a 
queue at the Customs department office, to receive the urn containing ashes of his son who died in a foreign 
land. The insensitive approach of the person at the counter sends the old man into despair, anger and an 
emotional outburst at the “bade sahab’s office”. The helplessness of the old person is in sharp contrast to 
the arrogance of the senior officer in the story. Fortunately, the officer happens to be the old man’s ex-
student and helps him out. Yet, the story reveals the working of a bureaucratic setup where things move 
slowly, common people are pushed around from desk to another and there is a lack of human element in 
the transactions. Power comes from the position of the civil servant. This survey is an attempt to explore the 
bureaucracy from the perspective of Civil Servants.

KEYWORDS

Diversity of challenges, redressal of grievances, self-worth, civil services day
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meaningful	 career	 /job	 satisfaction,	 involvement	 in	
governance	and	opportunity	to	be	a	Change	Agent’.	
In	 the	 words	 of	 Peter	 Drucker:	 “Leadership	 is	 the	
lifting	of	a	man’s	vision	 to	higher	sights,	 the	 raising	
of	 a	 man’s	 performance	 to	 a	 higher	 standard,	 the	
building	 of	 a	 man’s	 personality	 beyond	 its	 normal	
limitations.”Surely	Civil	Servants	can	find	inspiration	
to	become	leaders	in	their	own	sphere	of	influence.

Reasons for Joining the Civil Service 

The	 Indian	 civil	 services	 are	 said	 to	 be	 the	 dream	
job	for	the	youth.	The	reason,	according	to	a	survey	
carried	 out	 by	 Assocham,	 remains	 that	 the	 civil	
services	provide	multiple	visible	and	invisible	perks.	
These	 include	 social	 status	 and	 100	 per	 cent	 job	
security,	and	also	a	chance	 to	work	 for	 society.Your	
Story.com	 has	 highlighted	 real	 life	 stories	 of	 	 civil	
servants	who		have	created	a	spiral	of	change	in	India	
taking	actions	against	land,	water	and	sand	mafia	to	
constructing	a	100-km	road	through	crowd	sourcing	
and	 making	 public	 infrastructure	 available	 for	 the	
disabled.

Major skills a Civil Servant needs.

Skill	 in	this	context	refers	to	the	ability	to	use	one’s	
knowledge	 effectively	 and	 readily	 in	 execution	 or	
performance.	Civil	servants	too	need	a	set	of	skills	to	
achieve	desired	results.	According	to	Drucker,	making	
the	decision	 that	you’re	going	 to	be	a	 leader	 is	 the	
most	 important	 decision	 and	 the	 gateway	 to	 this	
power.	In	everyday	situations	that	pose	a	challenge,	
civil	servants	are	expected	to	take	decisions	and	act	

with	 responsibility	 that	 is	 a	 part	 of	 their’	 position	
power’.	 The	 survey	 revealed	 that	 decision	 making,	
effective	communication,	team	work,	stress	and	time	
management,	 emotional	 intelligence	 and	 technical	
knowledge	 /skills	were	 considered	 as	 the	 foremost	
requirements	in	fulfilling	the	role	of	a	civil	servant.

Major skills a Civil Servant needs

Decision	making	was	considered	the	most	important	
skill	 by	 the	 participants	 of	 this	 survey.	 There	 is	
good	reason	to	support	this	choice;	 in	the	words	of	
Chanakya,	“Before	you	start	some	work,	always	ask	
yourself	 three	 questions:	Why	 I	 am	 doing	 it,	What	
the	 results	might	 be	 and	Will	 I	 be	 successful.	 Only	
when	you	think	deeply	and	find	satisfactory	answers	
to	 these	questions,	 go	ahead”.	The	 role	of	decision	
making	is	one	of	great	 importance	for	civil	servants	
because	 of	 the	 impact	 it	 has	 on	 their	 actions.	
Chanakya	 writes	 “All	 urgent	 calls	 he	 shall	 hear	 at	
once,	 but	 never	 put	 off;	 for	when	postponed,	 they	
will	prove	too	hard	or	impossible	to	accomplish”.	In	
changing	times,	effective	communication	becomes	a	
very	crucial	skill	for	sharing	the	goals	and	strategy	to	
bring	team	members	on	board.

The	 combination	 of	 several	 skills	 and	 the	 ability	 to	
function	effectively	by	putting	 them	to	good	use	at	
the	right	time	sums	up	the	survey	findings	in	context	
of	skills	which	are	important	for	civil	servants.	There	
is	 a	 wide	 gap	 in	 the	 performance	 of	 	 those	 	 civil	
servants	 who	 choose	 to	 	 behave	 like	 leaders	 and	
change	agents	,putting	all	the	above	mentioned	skills	
to	good	use,	overcoming	 challenges	and	 “making	a	
difference”	by	virtue	of	maximizing	their	contribution	
within	 a	 given	 framework	 as	 compared	 to	 those	
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who	are	merely	 doing	 a	 job.	 The	 importance	 given	
to	 team	 work,	 stress	 &	 time	 management	 as	 well	
as	 emotional	 intelligence	 puts	 the	 civil	 servants	 in	
step	with	 changes	 in	 the	 corporate	world	 in	 terms	
of	work	culture.	There	seems	to	be	a	change	in	the	
“self-image”	of	the	civil	servant	from	being	a	“Brown	
Sahib”	to	a	“Change	Agent“	and	the	role	of	emotional	
intelligence	 has	 therefore	 found	 a	more	 significant	
place.

As	 reported	 by’	 The	 Better	 India‘,	 Jitendra	 Kumar	
Soni	is	a	civil	servant	who	has	won	several	accolades	
for	 his	 innovative	 projects.	 He	 says	 “I	 believe	 the	
key	 components	 of	 good	 governance	 are	 sensitive	
administration,	out	of	 the	box	 solutions,	 innovative	
thinking,	 and	 neo-public	 administration.	 A	 system	
in	which	 the	person	at	 the	 farthest	 end	of	 the	 line	
is	given	priority	first	during	 redressal	of	grievances.	
Our	 initiatives	 cannot	 be	 restricted	 to	 bureaucratic	
frameworks	but	need	to	go	the	extra	mile	to	put	the	
common	man	we	serve	first.	I	believe	in	empowering	
women,	senior	citizens,	children	and	differently-abled	
persons	with	facilities	that	would	benefit	them.	The	
use	of	information	and	communication	technology	can	
go	a	long	way	in	ensuring	this.”Responsive,	resonant	
leadership	is	the	need	of	the	hour	and	the	emphasis	
on	both,	communication	and	emotional	intelligence	
are	reflections	that	civil	servants	recognize	the	need	
for	a	different	kind	of	work	behavior.

Qualities a Good Civil Servant Should Possess 

The	Arthashashtra	has	a	good	deal	of	 thoughts	 	on	
the	 	 	 qualitative	 candidature	 	 for	 	 the	 government	
machinery.	 Kautilyais	 specific	 about	 the	 qualities	
Mantris	 must	 possess.	 He	 writes	 about	 these	
qualities	as	qualifying	standards	for	appointment	as	
a	Mantri.	These	qualities			are:			Drudhachitta			(power			
of			concentration),			Shilavan			(character),			Pragna	
(thinking	 	 	 capability),	 	 	 Vangmi	 	 	 (communication			
skills)	 	 	 and	 	 	 Daksha	 	 	 (observation/vigilance).The		
Arthashashtra	 	has	 	a	 	good	 	deal	 	of	 	 thoughts	 	on	
the	 	 	 qualitative	 candidature	 	 for	 	 the	 government	
machinery.	

The	 major	 qualities	 reported	 in	 the	 survey	 	 put	
leadership	at	the	top.	Undoubtedly,	the	civil	servant	

wields	 a	 certain	 degree	 of	 authority	 by	 virtue	 of	
his	 position.	 To	 translate	 the	 “position	power”	 into	
leadership	 takes	 a	 lot	 of	 other	 qualities	 such	 as	
integrity/honesty/trustworthiness	 in	 addition	 to	
being	an	effective	communicator	with	an	empathetic	
and	 professional	 approach.	 It	 is	 important	 to	 do	
a	 reality	 check	 to	 establish	 that	 civil	 servants	 who	
succeed	 do	 indeed	 have	 a	 certain	 set	 of	 qualities	
that	 differentiate	 them	 from	 the	 rest.	 According	 to	
Yourstory.com,	 Tukaram	 Mundhe	 is	 a	 civil	 servant	
.From	 raiding	 an	 illegal	 bar	 to	 the	 demolition	 of	
unauthorised	 encroachment	 and	 acting	 strongly	
against	land	and	water	mafias,	Mundhe	has	done	it	
all.	 The	 civil	 servant	 believes	 that	 there	 is	 an	 inner	
drive	 in	 him	 to	 be	 a	 leader,	 a	 transformer,	 and	 a	
change	maker.	He	says,	“I	ask	myself,	if	I	cannot,	who	
else	can?	Being	an	 IAS	officer,	 if	 I	 cannot	 transform	
systems,	if	I	cannot	give	them	(citizens)	leadership,	if	
I	cannot	give	them	motivation,	then	who	else	can?”

Qualities a Good Civil Servant Should Possess 

Civil	servants	who	participated	in	this	survey	seemed	
well	 aware	 of	 the	 tremendous	 scope	 their	 job	 has	
in	making	a	difference,	 if	 they	choose	to	 .There	are	
numerous	 examples	 of	 honest	 civil	 servants	 who	
made	 a	 place	 in	 the	 hearts	 of	 the	 citizens	 whom	
they	 served	because	of	 their	 	 	 fair,	 empathetic	and	
professional	approach.	Age	old	wisdom	of	Kabir	can	
serve	 the	 civil	 servant	 in	 good	 stead:	 Kabira	 Khara	
Bazaar	 Mein,	 Mange	 SabkiKhair;	 NaKahu	 Se	 Dosti,	
Na	Kahu	Se	Bair	(Kabira	in	the	market	place,	wishes	
welfare	 of	 all;	 Neither	 friendship	 nor	 enmity	 with	
anyone	at	all).
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Ranking of Factors in Terms of their Importance in 
Civil Service 

The	 role	 of	 values,	 behavior,	 attitude,	 knowledge,	
skills	 is	 of	 varying	 importance	 for	 different	 jobs.	
While	knowledge	may	be	of	greatest	importance	for	a	
scientist,	it	may	not	be	the	same	for	other	professions.	
For	a	social	worker,	behavior,	attitude	and	values	may	
be	 of	 greater	 importance	 than	 knowledge.	 When	
civil	 servants	 were	 asked	 to	 rank	 these	 factors	 in	
terms	of	their	importance	in	their	profession,	Values,	
Behaviour,	 Attitude,	 Skills	 and	 Knowledge	 were	
mentioned	 in	 that	 order.	 The	 role	 of	 civil	 servants	
involves	public	interaction	and	a	fine	balance	needs	
to	be	struck	between	helping	and	hindering	behavior	
on	their	part.	Clarity	of	values	that	must	be	upheld	
must	be	tied	to	behavior	and	attitude.	Service	rather	
than	 dominance,	 humility	 rather	 than	 arrogance	
and	 approachability	 rather	 than	 aloofness	 may	 be	
hallmarks	of	good	civil	servant	behavior.

Ranking of Factors in Terms of their Importance in 
Civil Service 

The	Better	India	report	on	A	Sridevasena	supports	this	
finding	wherein	the	young	officer	says,	“If	you	create	
a	 sense	 of	 achievement	 and	 self-worth	 in	 people,	
they	will	go	to	any	extent	to	ensure	the	projects	you	
envision	 are	 executed	 successfully.	 I	 firmly	 believe	
that	 every	 person	 in	 the	 system,	 in	 the	 village	 and	
in	the	district	you	serve,	is	a	resource.	Each	of	them	
have	 ideas	 and	 the	 potential	 to	 do	 something.	 You	

just	 have	 to	 raise	 consciousness	 among	 people,	
encourage	fresher	ideas	and	recognise	their	efforts.	
Today,	we	have	a	new	breed	of	sarpanches	who	have	
witnessed	how	sanitation	can	change	lives	and	have	
made	 it	 their	 priority.	 If	 every	 single	 person	 in	 the	
system	does	their	bit,	there	is	nothing	that	cannot	be	
done	in	the	country.	We	have	no	dearth	of	money,	we	
have	a	dearth	of	intention.	

Today,	 people	 get	 into	 the	 service	 with	 various	
motives	 but	 many	 fail	 to	 recognise	 that	 we	 are	
serving	 the	 ‘Indian’	 administrative	 services.	 So	 you	
have	 to	have	an	unparalleled	 love	 for	 your	 country	
and	be	willing	to	do	whatever	it	takes.	Go	the	extra	
mile.	Make	your	projects	your	priority,	monitor	their	
execution	 closely	 and	never	 stop	until	 its	 complete	
success.	Replication	will	happen	with	demonstrative	
effect.”Another	inspiring	story	is	that	of	Shahid	Iqbal	
Choudhary	grew	up	 in	a	hilly	district	of	 Jammu	and	
Kashmir	where	 he	 often	 dealt	 with	 the	 issues	 that	
flooding	could	bring.	Thus,	when	he	took	charge	as	
a	civil	 servant,	he	decided	to	 take	the	 issue	up	and	
transform	lives.	His	words	are	an	affirmation	of	 the	
role	of	values,	behavior,	attitude	in	combination	with	
skills	 and	 knowledge	 for	 civil	 servants	 	 	 to	 achieve	
great	 success:“Interact	 with	 the	 people	 you	 are	
serving,	identify	the	issues	that	grieve	them	and	keep	
your	solutions	simple	but	long	term	and	effective.	As	
a	district	official,	ensure	that	you	maintain	teamwork.	
No	 initiative	can	be	a	 success	until	everyone	works	
together.	Sadly,	we	often	see	different	departments	
work	 on	 watertight	 compartments.	 When	 that	
changes,	anything	is	achievable	at	the	ground	level.”

Incentive to Excel  

For	 Civil	 Servants	 like	 any	 other	 professionals,	
motivation	to	excel	exists	in	the	form	of	rewards	and	
recognition.	The	Government	of	India	celebrates	April	
21	every	 year	 as	 ‘Civil	 Services	day’	 as	 an	occasion	
for	 the	 civil	 servants	 to	 rededicate	 themselves	 to	
the	 cause	 of	 citizen	 and	 renew	 their	 commitments	
to	public	service	and	excellence	in	work.	This	date	is	
chosen	 to	 commemorate	 the	 day	when	 first	 Home	
Minister	 of	 Independent	 India,	 Sardar	 Vallabhbhai	
Patel	 addressed	 the	 probationers	 of	 Administrative	
Services	Officers	in	1947	at	Metcalf	House,	Delhi,	he	
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referred	to	civil	servants	as	the	‘steel	frame	of	India’.

According	to	Department	of	Administrative	Reforms	
and	 Public	 Grievances,Prime	 Minister’s	 Awards	 for	
Excellence	in	Public	Administration	are	presented	to	
Districts/Implementing	Units	 for	 implementation	of	
Priority	programme	and	innovation	categories.	With	
participation	from	a	large	number	of	Districts	across	
the	country	in	the	Awards	scheme,	the	scale	of	entire	
process	 is	 very	 large	 and	 these	 awards	 bring	 civil	
servants	together	to	connect	with	each	other	 	 	and	
learn	 the	good	practices	being	 implemented	across	
the	nation	in	the	field	of	public	grievance.	This	annual	
affair	is	eagerly	awaited	by	all	public	administrators	to	
celebrate	outcomes	of	work	done	in	the	entire	year.

CONCLUSION  

Civil	Service	remains	the	backbone	of	administration	
in	 a	 large	 democracy	 like	 India.	 Coming	 to	 the	
profession	 from	 amongst	 the	 common	 people,	
civil	 servants	become	 leaders	 in	a	position	that	not	
only	 offers	 diverse	 opportunities	 but	 also	 provides	
a	 platform	 to	 “give	 back”	 and	 contribute	 to	 nation	
building.	 A	 preliminary	 survey	 like	 this	 one	 is	 an	
attempt	 to	 under-	 	 stand	 the	 civil	 servant	 and	 also	
sow	the	seed	for	a	more	large	scale	survey	that	can	
be	used	to	fine	tune	selection	process,	design	training	
programmes	 and	 create	 a	 model	 of	 excellence	 in	
administration.	Despite	 limitations	 this	 survey	 is	 an	
honest	attempt	 to	explore	 the	world	of	 India’s	Civil	
Servants.	Mostoften,	 their	contribution	gets	diluted	
in	the	sea	of	political	activity.

There	 is	 a	 need	 to	 look	 deeper	 and	 give	 the	 civil	
servants	their	due.	Perceptions	must	be	put	through	a	
reality	check.	There	is	a	framework	that	encapsulates	
ethos,	 ethics,	 equity	 and	efficiency	as	pillars	of	 the	
civil	service.	The	stories	of	some	young	officers	have	
revealed	 the	 backbone	 if	 administration	 is	 getting	
stronger	 and	 gearing	 up	 for	 change.	 Sardar	 Patel’s	
exhortation	to	All	 India	Service	probationers,	on	21	
April	 1947,	 is	 as	 relevant	 today	 as	 it	 was	 then.	 He	
cautioned:	“A	civil	servant	cannot	afford	to,	and	must	
not,	take	part	in	politics.	Nor	must	he	involve	himself	

in	 communal	wrangles.	 To	depart	 from	 the	path	of	
rectitude	 in	 either	 of	 these	 respects	 is	 to	 debase	
public	service	and	to	lower	its	dignity.”

 

Source:	 Civil	 Services	 Competency	 Dictionary(GoI-
UNDP	 Project:	 Strengthening	 Human	 Resource	
Management	of	Civil	Service).

The	 civil	 services	 are	 the	 binding	 force	 that	 bridge	
the	many	‘divides’	that	India	has.	Sarrdar	Vallabhbhai	
Patel,	the	first	home	minister	of	the	country	and	the	
great	architect	of	political	 integration	of	the	nation,	
spoke	 to	 the	 first	 batch	 of	 IAS	 officers	 at	Metcalfe	
House,	Delhi,	encapsulating	the	vision	of	a	civil	service	
for	independent	India	and	laying	the	foundation	for	
‘Surajya’	or	good	governance.	Patel	put	it	elegantly:	
“Your	predecessors	were	brought	up	in	the	traditions	
in	 which	 they	 …	 kept	 themselves	 aloof	 from	 the	
common	run	of	the	people.	It	will	be	your	bounden	
duty	 to	 treat	 the	 common	 men	 in	 India	 as	 your	
own.”This	 rendezvous	with	 civil	 servants	 opens	 the	
door	for	a	wider	survey	that	can	give	more	concrete	
inputs	for	the	selection,	training	and	performance	in	
context	of	the	Civil	Service	in	India.

(A	 worksheet	 was	 used	 by	 the	 author	 during	 a	
workshop	 at	 a	 National	 Academy	 and	 responses	
received	 constitute	 the	 data	 represented	 in	 this	
preliminary	 survey.	 A	 more	 detailed	 version	 is	 in	
progress).
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Buying Behaviour of Consumers, Normal to New Normal:  
A Sneak Peek into Reality

INTRODUCTION

Consumer	 Buying	 Behaviour	 refers	 to	 the	 actions	
taken	 by	 purchasers	 before	 purchasing	 an	 item	 or	
product.	This	process	includes	both	online	and	offline	
purchase	actions	and	 is	significant	 for	organizations	
to	 comprehend	 why	 the	 consumers	 make	 the	
purchases	and	the	factors	influencing	their	decisions.	
It	 is	 controlled	 by	 the	 degree	 of	 association	 that	 a	
consumer	shows	towards	a	purchase	decision.

Buying	behaviour	is	divided	into	four	types.	They	are	
Complex	consumer	behaviour;	Dissonance-reducing	
buying	behaviour;	Habitual	buying	behaviour;	Variety	
seeking	buying	behaviour.

Figure	1:	Diagram	showing	different	types	of	buying	
behaviour

Source:	 Consumer	 behaviour	 inmarketing	 patterns	
typesegmentation	Omnichannel

ABSTRACT 

The age-old business mantra “Customer is the King” is more prevalent in the present dynamic and ever-
changing competitive environment. Organizations are trying proactively to meet customer/consumer 
needs, wants, and demands to be the number one in the market. To be aligned with consumer and 
customer satisfaction the need arises to assess and analyze the footfalls in the stores. This analysis can be 
validated by identifying the buying behaviour of demanding customers. Gone are those days when we used 
to statistically prove something and follow the theory. The scenario is different today. Now and then we 
are trying to challenge the theory and come up with new findings. Currently, the situation has thrown up 
another interesting question that has arisen due to the real-time pandemic. It has changed the assumptions 
and so-called conclusions about the buying behaviour of consumers and customers. Hence, the attempt has 
been made by the researchers to deep dive into the test and understand the aberrant behaviour resulting 
in a change in the customer buying process. The study also delineates factors influencing buying behaviour 
and the reason behind deviation from usual to new-normal purchasing patterns. 
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Buying behaviour, long-term bonds, shopping habits, consumer sentiments
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Let’s	have	a	look	at	the	four	Buying	behaviours.	

Complex buying behaviour: 

Consumers	 are	 exceptionally	 engaged	 in	 making	 a	
purchase	decision	and	there	is	a	distinction	between	
different	 types	 of	 brands.	 Complex	 purchasing	
behaviour	is	experienced	especially	when	customers	
are	purchasing	a	costly	product.	Here	the	consumer	
collects	 detailed	 information	 about	 the	 product	
before	proceeding	further	and	hence	the	Marketers	
should	provide	information	about	the	product.	

Variety seeking behaviour: 

Buyer	 involvement	 is	 low	 while	 purchasing	 the	
product.	 There	 are	 significant	 differences	 between	
brands.	 Purchasers	 buy	 different	 products	 as	 the	
switching	cost	 is	 low	and	to	seek	variety.	Marketers	
advertise	 a	 lot,	 provide	 free	 samples,	 and	 Brands	
must	 embrace	 different	 strategies	 to	 attract	 this	
segment	of	consumers.

Dissonance buying behaviour: 

Purchasers	are	highly	involved	in	the	buying	decision	
and	there	are	few	differences	between	brands.	This	
could	be	because	of	the	rare	purchase	or	high	pricing	
of	the	product.	Due	to	the	limited	options	available,	
purchasers	buy	products	that	are	readily	accessible.

Habitual buying behaviour: 

Purchasers	 have	 low	 involvement	 in	 a	 purchase	
decision.	Consumers	buy	products	that	they	use	daily	
and	go	for	their	preferred	brand	or	the	one	available	
in	the	store	near-by.	

What is the Normal Situation?

The	 era	 of	 the	 pre-COVID	 outbreak	 was	 a	 normal	
situation.	 The	 majority	 of	 the	 shoppers	 were	 less	
inclined	 towards	 organic	 products.	 They	 were	 less	
likely	to	choose	to	have	hygiene	factors	and	health-
related	 factors	 as	 their	 top	priority.	Apart	 from	 the	
stated	 need,	 also	 the	 secret	 need	 was	 desired	 by	
every	 individual	 in	 the	 market.	 There	 were	 lots	 of	
social	 gatherings.	 Festive	 seasons	 were	 the	 major	

attraction	 for	 both	 the	 customers/consumers	 and	
the	retail	stores.	People	used	to	make	shopping	one	
of	the	entertainment	sources.	Be	it	buying	groceries,	
vegetables,	 and	 apparel,	 people	 used	 to	 take	 it	 as	
going	out	and	spending	time	with	family.		Networking	
was	done	online	followed	by	offline	long-term	bonds.	
The	use	of	digital	platforms	was	only	for	buying	goods	
from	 an	 e-commerce	 website	 and	 for	 using	 social	
networking	sites.		The	office	tasks	were	nowhere	close	
to	the	home	environment,	it	was	fully	conducted	at	
the	site	of	the	organization.	The	normal	situation	for	
companies	was	the	ongoing	process	of	competition	
where	 the	market	was	 the	battleground	 to	win	 the	
race	by	placing	itself	with	strong	core	competencies.	
Every	organization	was	striving	to	win	over	the	other	
on	several	 factors,	such	as	trends,	 technology,	cost-
benefit,	personnel	benefit,	etc.	 The	 lifestyle	was	 so	
busy	that	the	normal	situation	compelled	people	to	
remove	health	factors	from	their	priority	list.

What is the New Normal Situation?

A	 new	 normal	 is	 a	 state	 to	 which	 an	 economy,	
organizations,	 and	 society	 accept	 following	
an	 emergency	 when	 this	 contrasts	 from	 the	
circumstance	that	prevailed	before	the	beginning	of	
the	catastrophe.	Covid-19	 is	one	of	such	conditions	
that	 has	 compelled	 people	 to	 think	 differently	 and	
find	out	ways	of	survival.	The	entire	globe	has	come	
to	a	standstill.	People	have	been	forced	to	be	within	
the	 four	walls	 of	 their	 houses.	 Consumption	habits	
have	 been	 profoundly	 disturbed	 by	 the	 rise	 of	 this	
pandemic	 all	 over	 the	 world,	 leaving	 customers	
and	 retailers	with	much	uncertainty	 about	 the	way	
forward.	Although	 it	 could	be	enticing	 to	 see	 shifts	
in	 purchaser	 shopping	 patterns	 as	momentary	 and	
temporary,	we	can	expect	many	adjustments	in	buyer	
patterns	post-COVID-19.	 Solutions	are	 to	be	 sought	
as	physiological	needs	cannot	be	ignored.	

With	 the	 health	 risks	 associated	 with	 COVID-19,	
consumers	changed	their	lives	quickly	and	significantly.	
In	turn,	their	behaviours	and	preferences	adjusted	to	
the	new	reality.	It	is	observed	that	the	biggest	change	
caused	by	COVID	is	that	it	forced	consumers	to	adopt	
digital	 platforms	 during	 the	 pandemic.	 However,	
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consumers	 expect	 brands	 to	 offer	 omni-channel	
choices	 to	 address	 their	 needs	 and	 wants.	 Work	
from	home	has	become	the	new	normal	situation	for	
employees	working	in	an	organization.

Maslow’s	 hierarchy	 of	 needs	 can	 help	 in	
understanding	 the	 shift	 of	 normal	 to	 new	 normal	
situations.	The	model	portrays	physiological,	 safety,	
social,	 self-esteem,	 and	 self-actualization	 needs.	
The	 model	 illustrates	 the	 five	 types	 of	 needs	 that	
customers	seek	to	satisfy.	It	starts	with	a	physiological	
need	which	consists	of	basic	needs	to	live	life.	After	
this,	 the	 customer	 focuses	 on	 safety	 needs	 which	
states	desire	to	fulfil	protection	and	security	needs.	
Next,	 comes	 the	 social	needs	which	 show	 love	and	
affection	via	networking.	After	social	needs	come	to	
the	 self-esteem	 needs	 which	 shows	 a	 requirement	
for	 achievements,	 self-respect,	 and	 independence	
that	 an	 individual	 long	 for.	 Lastly,	 comes	 the	 self-
actualization	 needs	 which	 denotes	 the	 desire	 to	
possess	tranquillity	and	engagement	in	social	causes.

During	 the	 pre-COVID	 era,	 there	 was	 a	 huge	
competition	between	the	products.	 Industries	were	
running	 behind	 consumers.	 Consumers	 were	 more	
concerned	with	self-esteem	needs.	Networking	was	
done	in	a	physical	form.	After	the	outbreak	of	the	novel	
coronavirus,	 things	 changed	 drastically.	 Nowadays,	
consumers	 are	more	 concerned	with	 fulfilling	 their	
safety	needs.	Their	eating	habits	have	changed	due	
to	the	threat	of	pandemic	virus	on	people	with	low	
immunity	systems.	They	are	inclined	towards	organic	
food	especially	home-made.	Social	needs	are	getting	
fulfilled	 via	 digital	 platforms.	 Shopping	 habits	 have	
changed	 due	 to	 social	 distancing	 and	 quarantining.	
There	is	a	spike	in	online	shopping.	Moreover,	we	can	
see	 self-actualization	 needs	 among	 individuals	 due	
to	the	Covid-19	outbreak.	Since	the	outbreak	caused	
scarcity	 for	 food	among	 families	under	 the	poverty	
line,	so,	several	people	took	initiative	in	distributing	
food	packets	to	the	needy	as	well.

Why this Situation Happened?

After	 the	 outbreak	 of	 coronavirus,	 the	 situation	
has	 taken	 a	 U-turn.	 This	 reversal	 is	 because	 of	
discontinuation	 in	 trade	 and	 commerce.	 The	

authorities	needed	to	break	the	chain	of	susceptible	
infection	from	the	deadly	virus.	Hence,	there	was	a	
complete	lockdown	in	several	parts	of	the	world.	This	
lockdown	gave	rise	to	social	distancing,	and	Internet	
became	 the	 most	 wanted	 medium	 of	 networking.	
With	 over	 81,217,325	 active	 cases	 and	 1,773,727	
deaths	 globally	 as	 of	 December	 28,	 there	 is	 only	
vague	light	of	slackening	the	deadly	virus.	There	was	
a	complete	halt	on	 industries	from	operating	which	
subsided	the	business’s	workability.	

The	 reason	 behind	 such	 a	 situation	 can	 be	 stated	
with	 the	 help	 of	 an	 Economic	Model	 of	 consumer	
behaviour.	 The	 economic	 model	 states	 the	 human	
behaviour	of	getting	maximum	utility	based	on	the	law	
of	 diminishing	marginal	 utility.	 This	model	 portrays	
the	 human	 tendency	 of	 fulfilling	 the	 maximum	 of	
the	desire	at	the	lowest	possible	cost.	It	is	based	on	
three	 effects,	 i.e.,	 price	 effect,	 substitution	 effect,	
and	income	effect.	

Price Effect: 

The	 price	 effect	 shows	 the	 inverse	 relationship	
between	 the	price	of	 the	product	and	 the	quantity	
purchased	 by	 the	 consumer.	 The	 higher	 the	 price	
of	the	product,	the	lesser	the	quantity	is	purchased	
and	vice	versa.	There	was	an	increase	in	panic	buying	
due	to	the	announcement	of	lockdown	on	March	25,	
2020.	The	situation	led	to	an	increase	in	the	demand	
for	essential	goods.	The	high	demand	with	 the	halt	
in	trade	led	to	the	scarcity	of	products	at	large.	The	
inflation	 rate	was	 projected	 at	 7.66%	which	 shows	
the	increase	in	the	price	of	essential	durable	goods.	
Apart	from	this,	the	food	price	inflation	rate	in	India	
increased	to	9.28%	year-on-year	in	May	2020.	Supply	
chain	disruptions	due	to	heavy	demand	and	a	fall	in	
the	purchasing	power	of	consumers	were	also	seen.	

The	 price	 has	 increased	 not	 only	 due	 to	 heavy	
demand	and	shortage	of	products	but	also	a	heavy	
investment	 on	 maintaining	 hygiene	 factors	 in	 the	
stores	at	the	same	time	decrease	in-store	visit	by	the	
customer	 has	 given	 rise	 to	 delivery	 charges	 which	
have	 automatically	 increased	 the	 prices	 to	 higher	
levels.	 The	 statistics	 below	 show	 the	 increase	 in	
inflation	 due	 to	 an	 increase	 in	 the	 consumer	 price	
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index	which	decreased	the	purchasing	power	of	the	
buyers.

Substitution Effect: 

The	substitution	effect	refers	to	the	decrease	in	sales	
of	a	certain	product	due	to	the	decrease	in	the	price	
of	its	alternative	product.	Due	to	the	pandemic	virus,	
the	earning	capacity	of	individuals	fell	drastically.	To	
save	the	 Indian	economy,	our	PM	came	up	with	an	
idea	of	a	“Vocal	for	Local”	campaign.	This	campaign	
focussed	on	 switching	 from	 international	 brands	 to	
local	 brands	 which	 gave	 rise	 to	 the	 purchasing	 of	
substitute	 goods.	 This	 campaign	was	 introduced	 to	
revive	 the	 falling	 Indian	 economy.	 Moreover,	 the	
halt	in	supply	chain	and	value	chains	compelled	the	
buyers	to	switch	to	substitute	products	substantially.	

Income Effect: 

The	 income	 effect	 shows	 the	 direct	 relationship	
between	 the	 quantity	 purchased	 and	 the	 income	
earned.	 The	 higher	 the	 income,	 the	 higher	 is	 the	
quantity	purchased	and	vice	versa.	There	can	be	seen	
low	 confidence	 in	 the	 economy	 among	 consumers	
in	 November	 despite	 an	 improvement	 from	 a	
consistent	flow	forecast.	The	pessimistic	perception	
has	 increased	 among	 the	 salaried	 workers.	 This	 is	
due	to	the	loss	of	jobs	and	the	higher	inflation	rate.	
Compared	to	October	2020	the	number	of	employed	
people	decreased	by	over	3.5	million	 in	November,	
reversing	the	recovery	post	lockdown.

The	virus	has	resulted	in	a	longer	period	of	lockdown	
and	 has	 widened	 the	 income	 gap	 across	 a	 divisive	
issue	of	class,	gender,	and	race.	It	has	also	triggered	
the	use	of	robots	in	industries	where	social	distancing	
is	 difficult.	 This	 has	 increased	 the	 replacement	 of	
humans	with	robots	causing	a	decline	in	employment	
among	unskilled	or	semi-skilled	labourers.	Work	from	
home	 is	 another	 problem	 for	 industries	 having	 old	
infrastructural	 setups	 whereas	 it’s	 a	 great	 scenario	
for	digital	conferencing	platforms.	

As	per	the	McKinsey	report,	there	is	a	downfall	of	72%	
in	the	global	tourism	sector.	With	an	increase	in	online	
business,	the	importance	of	trips	may	vanish	on	a	long	
run	basis.	With	the	shutdown	of	Chinese	industries,	

the	 supply	 chain	 got	 disrupted	 everywhere	 around	
the	globe	which	has	compelled	the	countries	to	give	
a	second	thought	to	relying	upon	Chinese	products.	
Moreover,	the	World	Bank	has	warned	regarding	the	
spawning	of	a	new	generation	of	poverty	and	debt	
turmoil	due	to	the	crisis.	

What is the Impact of this Situation on Consumers?

The	 crisis	 has	 destroyed	 consumer’s	 earnings,	
business	 profits,	 and	 Consumer’s	 buying	 power.	
It	 has	 vanished	 the	 three	 elements	 of	 demand-	
consumption,	 investment,	 and	 export.	 There	 has	
been	a	high	demand	for	durable	goods,	automobiles,	
groceries,	 and	 electronics	 in	 recent	 months.	
Consumers	 focused	 more	 on	 value	 and	 essentials	
during	 the	 lockdown.	 Purchasers	 across	 the	 globe	
have	 reacted	 to	 the	 pandemic	 and	 its	 related	
disruption	to	ordinary	buyer	practices	by	attempting	
distinctive	 shopping	 behaviours	 and	 expressing	 a	
high	expectation	(65	percent	or	more)	to	incorporate	
these	behaviours	going	ahead.

According	 to	 the	 McKinsey	 report	 on	 Consumer	
Sentiment,	10%	of	the	consumers	in	India	are	planning	
to	engage	in	out-of-home	activities	only	once	there’s	
a	vaccine	or	treatment	and	on	the	other	hand,	28%	
of	the	consumers	are	already	engaging	in	the	grocery	
and	shopping	activities	out-of-home.	Flight	to	digital	
is	another	major	impact	of	this	new	normal	situation.	
Consumers	 are	 forced	 to	 shift	 to	 digital	 platforms	
for	 food	 and	 household	 categories	 because	 of	 the	
lockdown.	The	price	rise	has	declined	the	consumer	
spending	 power	 and	 compelled	 them	 to	 switch	 to	
substitute	 goods.	 This	 switching	 of	 consumers	 has	
resulted	in	a	decrease	in	brand	loyalty.	Moreover,	a	
fall	in	the	employment	rate	has	resulted	in	the	low-
income	capability	of	the	consumer	that	gave	rise	to	
inequality	 among	 different	 classes	 of	 consumers.	 It	
has	 also	 increased	 the	 demand	 for	 inferior	 goods	
which	 has	 decreased	 the	 market	 share	 of	 several	
brands.

The	 impact	 of	 this	 situation	 on	 consumers	 can	
be	 understood	 well	 with	 the	 help	 of	 Nelson’s	 six	
consumer	behaviour	thresholds	of	COVID-19	concern	
which	 shows	 the	 change	 in	 consumer	 spending	
perception	 due	 to	 the	 imposition	 of	 lockdown	 to	
curb	the	spreading	of	coronavirus.	The	first	threshold	
shows	 the	 proactive	 health-minded	 buying	 where	
interests	 rise	 in	 products	 that	 give	 overall	 health	
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benefits.	 The	 second	 threshold	 establishes	 reactive	
health	 management	 where	 masks	 and	 sanitizers	
become	 the	 mandatory	 products	 and	 government	
launches	 safety	 campaigns	 against	 COVID-19.	 The	
novel	coronavirus	cases	accelerated	during	the	third	
threshold,	 small	quarantines	began,	and	 stockpiling	
of	shelf-stable	foods	was	seen.	

The	 fourth	 threshold	 prepared	 people	 for	 the	
quarantined	 living	 process	 that	 showed	 disrupted	
supply	 chain,	 scarcity,	 increased	 online	 shopping,	
and	 restrictions	were	 imposed	 on	 large	 gatherings.	
The	beginning	of	 the	fifth	 threshold	marked	higher	
price,	limited	online	shopping	due	to	unavailability	of	
products,	and	 restrictions	on	small	gatherings	were	
also	imposed.	Lastly,	the	sixth	threshold	came	up	with	
acceptance	and	a	completely	new	normal	situation.	
This	 threshold	 shows	 the	 use	 of	 e-commerce	 at	 a	
higher	 level,	 lift	of	quarantines	beyond	 the	 region’s	
most	affected	hotspot	areas,	and	returning	of	people	
to	a	daily	lifestyle	where	work	from	home	and	learn	
from	home	continues.

Relevance of the Study 

The	key	to	a	successful	business	lies	in	understanding	
the	 importance	 of	 competitive	 advantage	 and	
consumer	 behaviour.	 Nowadays,	 the	 marketplace	
is	dominated	by	customer	desires	and	 the	ultimate	
goal	 of	 companies	 is	 to	 satisfy	 them.	 Those	 who	
can	 withstand	 their	 behaviour	 and	 real	 need	 are	
the	 ones	 who	 place	 themselves	 at	 the	 pinnacle	 of	
the	marketplace.	 Therefore,	 the	 study	of	 consumer	
behaviour	provides	the	base	of	knowledge	to	make	
tactical	 to	 strategic	 decisions	 in	 understanding	
consumer	 footprints.	 The	 study	 of	 consumer	
behaviour	helps	in	understanding	the	reason	behind	
their	 brand	 loyalty	 as	well	 as	 brand	 dissatisfaction.	
Strategic	 branding	 and	 product	 development	 can	
be	 shaped	 with	 the	 help	 of	 studying	 consumer	
psychology	towards	their	preferences.

Linking	advertisements	with	the	customer’s	psyche	is	
another	tactic	that	can	be	obtained	with	the	help	of	
consumer	behaviour	studies.	It	is	important	to	know	
the	consumer’s	reaction	to	certain	stimuli	to	design	
advertising	strategies	for	different	brands	in	different	
industries.	With	the	help	of	a	deeper	understanding	
of	 consumer	 behaviour,	 customer	 relationship	
management	can	be	practiced	effectively.	This	helps	

in	building	trust	within	the	mind	of	the	consumer.	It	
helps	in	increasing	the	share	of	mind	and	the	share	of	
heart	among	customers	which	can	ultimately	help	in	
increasing	the	market	share	of	the	organization.	

Objectives 

The	objectives	of	this	study	are:

•	 To	find	out	the	changes	taken	place	due	to	the	
pandemic	crisis.

•	 To	 analyze	 the	 factors	 influencing	 buying	
behaviour.

•	 To	 understand	 the	 reason	 behind	 deviation	
from	usual	to	new-normal	purchasing	patterns.

Method 

The	 details	 about	 consumer	 behaviour	 with	 its	
importance	are	collected	from	different	sources	such	
as	websites,	news	sites,	articles,	research	papers,	and	
books.

•	 Type	of	Research	–	Exploratory	Research	
•	 Data	Sources	–	Secondary	Data	is	collected	from	

different	 sources	 on	 the	 internet,	 feedback,	
and	 review	 data	 from	 research	 papers	 for	 a	
theoretical	framework.

Analysis of Behavioural Patterns 

Analysis	 of	 the	 Consumer	 behavioural	 patterns	
will	 help	 the	 Marketers	 to	 understand	 the	 Market	
better	 and	 target	 the	 audience	 accordingly.	 The	
HowardSheth	 Model	 is	 an	 approach	 for	 breaking	
down	the	combined	effect	of	the	social,	Psychological,	
and	marketing	 factors	on	 the	purchasing	behaviour	
or	 inclination	 of	 the	 buyers	 and	 the	 industrial	
purchasers	 into	 a	 consistent	 order	 of	 information	
processing	 or	 handling,	 where	 it	 takes	 perception	
levels	and	attitudes	of	consumers	into	consideration.

Starting	with	the	phase	of	extensive	critical	thinking,	
the	purchaser	gradually	converts	into	a	customer.	This	
entire	cycle	of	purchaser’s	decision-making	functions	
on	 four	 mainstays	 of	 this	 model.	 The	 four	 crucial	
components	of	 the	model	are	1.	 input	variables,	2.	
hypothetical	constructs,	3	output	parameters,	and	4	
exogenous	variables



24

Se
ct

io
n 

- I

Figure	2:	Diagram	showing	Howard	Sheth	Model

Input variables: 

The	input	variable	is	the	catalyst	from	the	purchaser’s	
behaviour.	 Significative	 stimuli	 express	 tangible	
product	attributes	like	quality,	availability,	price,	and	
service	 effectiveness.	 Symbolic	 stimuli	 express	 the	
purchaser’s	 perception	 about	 a	 significant	 product	
while	the	social	stimuli	make	a	mention	of	background	
including	family,	reference	gathering,	and	social	class.	

Hypothetical constructs: 

There	 are	 two	 sets	 of	 constructs	 -	 perceptual	 and	
learning	 constructs.	 Perceptual	 constructs	 give	
the	 idea	 of	 how	 a	 buyer	 handles	 information	 from	
multiple	 sources.	 They	 are	 attention,	 perceptual	
bias,	 and	 stimulus	 ambiguity.	 Learning	 constructs	
talks	 about	 the	 buyer’s	 instinct.	 They	 are	 attitude,	
confidence,	 and	 satisfaction.	 These	 factors	 explain	
the	purchaser’s	understanding,	intention,	and	overall	
evaluation	of	the	brand.	

Output variables: 

Purchase	 decision	 and	 the	 level	 of	 satisfaction	 are	
included	in	output	variables.	They	are	the	expected	
output	 responses	 based	 on	 the	 input	 stimuli	
moderated	by	buyer’s	influences.	Once	the	product	is	
purchased,	if	the	consumer	is	dissatisfied,	it	will	lead	
to	 poor	 brand	 comprehension	 and	 the	 willingness	
to	 use	 the	 product	 would	 decline.	 On	 the	 other	
hand,	 high	 satisfaction	 results	 in	 elevated	 brand	
performance.	

Exogenous variables: 

External	variables	are	the	indirect	influencing	factors	
and	have	a	significant	impact	on	purchaser’s	decision	
making.	 Social	 class,	 personality	 traits,	 and	 social	
groups	are	a	few	such	variables.	

Analysis: 

Purchase	 decision	 of	 the	 essential	 goods	 during	
the	 lockdown	 is	 influenced	 by	 a	 lot	 of	 factors	 and	
variables	 such	 as	 the	 availability	 of	 goods,	 brand	
comprehension,	quality,	intentions,	family,	etc.	Each	
of	these	factors	and	variables	contributes	individually	
to	 the	 purchase	 decision	 of	 the	 consumer.	 But	 the	
availability	of	goods	and	security	played	a	major	role	
in	 the	 buying	 pattern	 of	 the	 consumers	 during	 the	
pandemic.

Howard	Sheth	Model	emphasizes	on	the	importance	
and	 similarities	 between	 the	 decision	 making	 of	 a	
group.	It	is	the	marketer’s	responsibility	to	meet	the	
demands	 by	 identifying	 the	 buying	 behaviour	 and	
match	 it	 according	 to	 the	 frequency	 of	 purchase.	
Along	with	these	factors,	going	digital	was	the	need	
of	 the	 hour	 and	 it	was	 important	 for	 the	marketer	
to	provide	a	digital	platform	for	the	purchase	of	the	
product.	Brand	loyalty	went	for	a	toss	as	consumers	
preferred	 the	 products	 that	 promised	 hygiene	 and	
safety	 factors	 while	 they	 were	 making	 purchase	
choices.	

The Reality 

Let’s	have	a	look	at	a	few	of	the	behavioural	patterns	
and	the	conclusions	we	draw	from	these.	According	to	
the	National	Retail	Federation,	9	out	of	10	consumers	
changed	 their	 traditional	 buying	 habits.	More	 than	
50%	 of	 the	 consumers	 purchased	 online	 that	 they	
would	 usually	 purchase	 at	 the	 store.	 Consumers	
are	 forced	to	adopt	digital	platforms	for	purchasing	
essentials	and	other	products.	As	we	move	beyond	
the	 survival	 mode,	 the	 use	 of	 digital	 platforms	 for	
purchasing	is	likely	to	last	and	become	permanent.

Consumers	 are	 buying	 more	 consciously	 and	 are	
more	concerned	with	the	fulfilment	of	basic	needs.	
They	are	buying	local	or	from	e-commerce	platforms.	
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The	COVID-19	outbreak	will	stamp	as	a	capping	point	
for	the	adoption	of	e-commerce	and	digital	platforms.	
There	 is	 still	 that	 anxiety	 among	 the	 population	 of	
getting	 infected,	 but	 the	 reality	 portrays	 the	 break	
in	 their	patience	 level	of	almost	9	 to	10	months	of	
continuous	 lockdown	 and	 social	 distancing.	 The	
reality	shows	that	consumer	psychology	 is	adapting	
to	the	new	changes	but	are	relying	on	the	fact	that	
“life	 goes	on”.	 Self-	 hygiene	 is	 still	 the	major	 factor	
that	 cannot	 be	 eliminated.	 Professional	 life	 is	 still	
following	the	same	rules	of	“work	from	home”.	About	
46%	of	 the	people	have	opted	 to	work	 from	home	
in	 the	 coming	 future.	 The	 education	 sector	 is	 also	
following	the	same	rules	of	“learn	from	home”	until	
the	government	guidelines	are	projected.

Moreover,	the	unlock	was	executed	in	several	parts	
of	 the	world.	According	to	a	report	by	e-commerce	
logistics	aggregator	Ship	rocket,	there	was	a	spike	in	
essential	goods	after	unlocking	1.0	as	their	shipment	
volume	 was	 thrice	 as	 compared	 to	 the	 lockdown	
period.	Over	40%	of	the	shipment	volume	consists	of	
essential	goods.	After	the	lockdown,	32%	of	shipment	
consists	of	health	and	beauty	retail,	fashion	apparels	
are	 about	 28%	 and	 electronics,	 automobiles,	 and	
accessories	are	about	18%.	These	were	the	top	three	
in	terms	of	shipment	after	unlocking	1.0,	the	report	
added.
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Challenges of Making Safety a ‘Way of Life’ in Indian Society

INTRODUCTION 

Without	 access	 to	 any	 kind	 of	 formal	 training	 on	
Occupational	 Safety	 &	 Health	 (OSH),	 the	 overall	
awareness	 levels	 in	 India	 are	 low	 (Hart,	 2018).	 The	
ILO	Global	Commission	on	the	Future	of	Work	report	
that	 in	 all	 countries,	 underreporting,	 particularly	
of	 non-fatal	 occupational	 accidents	 and	 especially	
work-related	diseases,	is	common.	The	governments/
employers/	workers,	and	all	stakeholders	must	seize	
opportunities	 to	 create	 a	 safe	 and	 healthy	 future	
workplace	 and	 sustainable	 businesses	 (Dagmar,	
2019).	Countries	have	to	take	a	new	stand	on	safety-
and-health.

“Safety	is	not	a	slogan,	it	is	a	way	of	life”	is	a	poster	
which	 is	 seen	 by	 almost	 everyone	 or	 heard	 of	 it.	
Then	why	 safety	 is	 not	 a	way	of	 life,	 it	 is	 bypassed	
in	almost	every	country.	How	much	“safetyis	a	way	
of	 life“,	 differs	 between	 countries	 depending	 upon	
the	population	size,	respect	for	the	laws	of	the	land,	
discipline	 in	 individual	 behaviors	 etc.	 In	 today’s	
scenario,	an	average	Indian	mindset	does	not	consider	
safety	 as	 an	 essential	 element	 which	 needs	 to	 be	
incorporated	 in	the	daily	activities	and	this	mindset	
manifests	at	various	levels	of	social,	commercial	and	

professional	 hierarchy.	 Safety	policies	 and	practices	
need	to	merge.	Let	us	strive	to	move	ahead	on	the	
“Path	 to	 Safety”	 and	 build	 Safety	 Consciousness	 in	
every	citizen	of	the	country	(Sehgal,	2016).

What	is	role	of	Indian	heritage,	culture	and	philosophy	
for	human	safety	and	health.	Bhagavad	Gita,	a	great	
Indian	 epic,	 includes	 that	 human	 Karma	 (actions,	
behaviors)	lead	to	consequences.	Safe	karma	lead	to	
safe	consequences	and	vice	versa.	Here	in	MP	State	
of	 India,	 people	 are	 getting	 married	 in	 the	 month	
of	 June,	 inspite	 of	 lockdown	 and	 all	 awareness	 on	
Covid19.	Don’t	know	how	to	explain	social	distance	
importance	to	them.	They	don’t	listen,	they	say,	our	
ancestors	want	the	children	to	get	married,	horrible	
situation.	The	traditional	thinking	has	overruled	safety	
practices.	 Behavioural	 patterns	 are	 predominantly	
driven	by	values/needs	of	the	culture	and	traditions	
of	the	land.	If	I	value	going	for	job	and	not	losing	it,	
I	get	focused	on	that,	and	I	bypass	safety	measures	
whatever	it	takes.	If	I	have	to	follow	certain	traditions,	
maybe,	at	the	cost	of	safety,	I	would	do	that,	as	it	is	
being	practiced	by	many	at	the	same	time.	In	other	
words,	health/safety	needs	of	people	are	also	based	
on	the	socioeconomic	status.	The	poor	ones	are	less	

ABSTRACT

How to make safetyas a way of life, whether this objective is a myth or reality? This paper is an exploration. 
Enablers and barriers, examples and experiences are discussed in this direction involving 540 HSE 
professionals using focused group discussions/interviews and webinars. Implications are drawn toward 
the research objectives as well as reflections on the existing safety culture and its challenges and solutions 
thereof. Hopefully, this exploratory effort would help nearing the objective. 
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inclined	 to	 health/safety	 needs	 than	 those	 whose	
socioeconomic	status	is	better.	In	the	Mumbai	city’s	
dense	 low-income	 settlements,	 safety	measures	 to	
prevent	 coronavirus	 infections	 are	 an	 unachievable	
privilege	(Johari,	2020).

Culturally	unsafe	practices	are	those	that	“diminish,	
demean	 or	 disempower	 the	 cultural	 identity	 and	
well-being	of	an	individual”	(Nursing	Council	of	New	
Zealand,	 2002).	 Williams	 (1999)	 defined	 cultural	
safety	 as	 an	environment	 that	 is	 spiritually,	 socially	
and	 emotionally	 safe,	 as	 well	 as	 physically	 safe	
for	 people.	 Government	 of	 India	 is	 committed	 to	
regulate	 all	 economic	 activities	 for	management	 of	
safety	and	health	risks	at	workplaces	and	to	provide	
measures	so	as	to	ensure	safe	and	healthy	working	
conditions	for	every	working	man	and	woman	in	the	
nation	 as	 per	National	 policy	 on	 safety,	 health	 and	
environment	at	the	workplace.	But,	the	citizens	need	
adequate	 infrastructure	and	 life	support	systems	to	
conduct	themselves	in	a	safe	and	healthy	ways.	Also,	
it	would	not	be	possible	to	achieve	‘safety	as	a	way	of	
life’	without	the	CSR	and	social	change	initiatives	at	
community	levels.Indian	cities	rank	low	according	to	
Safe	Cities	Index.	Mumbai	ranks	45th	and	Delhi	52nd	
on	the	Economist	Intelligence	Unit’s	Safe	Cities	Index,	
which	ranks	60	countries	worldwide	across	indicators	
including	digital,	 infrastructure,	health	and	personal	
security	(Khanna,	2019).

This	topic	came	up	as	hundred	thousands	of	fatalities	
occurred	 across	 countries	 due	 to	 coronavirus	 risk	
exposure,	 inspite	 of	 rigorous	 awareness	 campaigns	
by	 governments	 to	 wear	 masks,	 maintain	 physical	
distancing	etc.	Normally,	we	say	“safety	as	a	way	of	
life”.	 	We	want	 to	 know,	what	 dowe	mean	 by	 this.	
Secondly,	have	we	done	any	activity	to	promote	‘safety	
as	a	way	of	 life’	beyond	our	sites.	Safety	awareness	
should	 extend	 beyond	 the	 workplace	 (Van	 Oord,	
2020).A	 safety	 professional	 provides	 an	 anecdote,	
“can	enforcement	bring	behavioural	safety	culture	in	
the	 community	 at	 this	 stage?	 Yes,	 if	 the	 residential	
building	management	puts	 the	 rules	 in	writing	 and	
enforcing	done	through	housing	society	security,	the	
discipline	 is	 well	 maintained.	 But	 practically,	 does	
it	get	sustained?	There	are	one,	 two	violations	that	
happened	in	the	past	and	a	warning	notice	was	put	in	

the	Whats	Appgroup	to	conduct	safe	behaviours	and	
inform	others	of	the	same.

Research Objectives

•	 Despite	emphasis	by	our	culture	and	laws,	there	
are	problems	in	seeing	safety	culture	as	a	way	
of	life	among	Indian	society,	the	implications	of	
which	are	seen	in	terms	of	hundred	thousands	
of	fatalities	due	to	Covid19.		Hence	this	research	
leads	to	find	out	ways	for	the	same.	

•	 Behavioural	 safety	 culture	 in	 industry	 has	
been	 successfully	 practiced	but	 how	 it	 can	be	
followed	 as	 a	 way	 of	 life	 among	 sociocultural	
settings,	 is	 a	 difficult	 research	 question	which	
was	 approached	 for	 this	 article.	 This	 question	
became	 increasingly	 relevant	 during	 Covid19	
scenario	among	all	countries.	

Method: participants,	measures,	procedure,	analysis	

Focused	 group	 discussions	 (FGD)/	 interviews/
webinars	 with	 540	 HSE	 professionals/	 trainers	
were	 conducted	 through	 remote	 data	 collection	
techniquesover	 2-months	 (May-June2020)	 in	 India	
from	 diverse	 locations	 and	 organizations.	 FGDs	 are	
used	 to	understand	an	 issue	at	a	deeper	 level	 than	
you	can	access	with	a	survey	(Prasad	&	Garcia,	2017).
Broad	themes	were	evolved	for	data	interpretations.	
Behavioural	safety	training	methodology	for	planned	
interventions	was	 followed	at	 sites	 (e.g.	 see	figures	
1	&2).

Results 

1. Enablers and Barriers in making safety and 
healtha way of lifein India 

	 Jansz	et	al.	(2020)	presented	an	exhaustive	list	
of	 enablers	 and	 barriers	 of	 12	 countries	 for	
workplace	safety	and	health.	In	India,	the	safety	
professionals	 envisaged	 a	 couple	 of	 positive	
and	 negative	 correlates	 of	 establishing	 safety	
culture	in	terms	of	the	enablers	and	barriers	as	
stated	here	below.	

Enablers or Leading Factors are: the	education	right	
from	 school	 days,	 efforts	 by	NGO	and	Government	
on	health,	motivation	by	Institutions	and	industries,	
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promotion	of	safety	by	elders	at	home	after	current	
COVID19	education.	Some	more	enablers	are:

•	 Improvement	trend	in	community	awareness
•	 Increase	in	community	engagement	program	in	

health	and	safety
•	 Improvement	in	infrastructures
•	 New	technologies	
•	 building	of	 cultures,	 people	 getting	 sensitized,	

management	control
•	 Believe	 in	 Omni-energy	 (God),	 respect	 to	

mythology,	
•	 Respect	 Elders,	 Believe	 in	 “Vasudheiva	

Kutumbakam”	(world	as	one	family)
•	 Market	requirements,	Goodwill
Barriers	or	Lagging	Factors	are	poverty,	behaviour	by	
educated	people,	Indian	tradition	and	customs,	lack	
of	safety	leadership	by	top	management	of	industries,	
non	 stringent	 enforcement	 of	 law,	 corruption	
among	 law	enforcers.	One	more	 to	 add	 to	 barriers	
is	government	spending	on	health	and	safety.	Some	
more	barriers	are:

•	 Negative	example	setting	by	leaders
•	 Low	literacy
•	 Risk	taking	nature
•	 Lack	of	risk	assessment	ability
•	 Tendency	to	act	safe	only	under	supervision	
•	 Lack	of	systematic	approach
•	 Believing	in	quick	wins	(shortcuts)
•	 Priorities	 of	 management	 towards	 production	

and	quality
•	 Low	 and	 loose	 involvement	 of	 governments’	

body	towards	standards,	and
•	 Do	 not	 take	 Hygiene	 related	 issues	 seriously,	

do	 not	 get	 safety	 education	 since	 childhood,	
education	 system	 as	 a	 whole	 doesn’t	 speak	
about	basic	Safety	Standards	and	Precautions,	
Insurance,	Human	Cost,	Failure	of	Enforcement	
agency	(Corruption).	

One	 needs	 to	 ponder	 over	 an	 upward	 trends	 of	
incidents	 and	 fatalities	 over	 the	 past	 decades.	 It	
needs	to	be	understood	that	the	above	set	of	barriers	

are	 responsible	 for	 deteriorating	 safety	 and	 health	
environment	as	well	as	hundred	 thousand	 fatalities	
every	 year	 that	 can	 be	 averted	 provided	 there	 are	
focused	efforts	 to	contain	these	barriers	and	at	 the	
same	 time,	 the	 enablers	 of	 safety	 and	 health	 are	
taken	forward	by	all	concerned.	

2. Examples and Experiences of HSE professionals 
on ‘safety as a way of life’

a.	 In	my	building,	all	delivery	 is	done	at	gate.	No	
delivery	 personnel	 are	 allowed	 to	 enter	 the	
building.		If	plumber	or	service	provider	need	to	
come	in	to	the	building,	mask	is	a	must	and	his	
hands	are	 sanitized	by	 the	 security	personnel.	
If	he	is	coming	from	a	containment	zone,	he	is	
not	allowed.	Any	residents	coming	back	to	the	
building	after	visiting	worst	affected	places	such	
as	Chennai	or	Ahmedabad,	14	days	quarantine	
is	mandatory.	No	visitors	are	allowed	inside	the	
building.	 All	 residents	 shall	 wear	masks	when	
they	go	out	of	the	building.

b.	 I	 have	 done	 programs	 for	 behavioural	 aspect	
of	 road	 safety.This	 program	 was	 conducted	
in	 school,	 colleges	 and	 some	 of	 residential	
societies.	 This	 was	 done	 as	 a	 service	 to	 the	
nation	to	improve	safety	perceptions.	

	 The	 Covid19	 itself	 has	 taught	 us	 the	 many	
examples	as	lessons	of	societal	behaviour.	Like	
people	 are	 keeping	 away	 from	 others.	 Using	
mask	and	reminding	others	who	are	not	using.	
Most	of	the	people	are	keeping	mask	with	them	
all	 times.	 People	 started	 cleaning	 hand	 with	
sanitizers.	Many	more	such	examples	are	there.	

c.	 Raising	 concerns	 and	 real	 life	 story	 sharing	
and	 learnings.	 Some	 still	 don’t	 relate	 as	 they	
feel,	 this	will	not	happen	to	me.	Many	people	
worked	without	domestic	help	for	last	3	months	
and	now	are	desperate.	But	still	 few	sr.	citizen	
still	manage	without	maids	as	they	think	it	is	a	
high	risk	and	can	reduce	one	of	the	chance	of	
infection.

d.	 Enforcement	 is	 key	 to	 the	 successful	
implementation	of	any	initiative	in	India	due	to	
our	mindset	which	is	different	from	the	world.	
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Inherited	from	our	predecessors	but	is	changing	
now,	and	a	time	consuming	process.

e.	 Corona	 virus	 numbers	 in	 India	 are	 rising.	
Why?	 We	 are	 in	 community	 transmission	
phase,	 though	 Government	 is	 not	 agreeing.
Government	 is	 trying	 to	 open	 the	market,	 on	
basis	 of	 building	 back	 the	 lost	 economy.	 But	
people	 think	 that	 COVID19	 has	 come	 down	
and	that’s	why	Government	has	opened	up	the	
market.	So	communication	is	not	clear.	Myth	is	
that	COVID19	 cannot	 affect	me.	People	 are	 in	
stress	 due	 to	 this	 lockdown.	 When	 someone	
is	 in	 prolonged	 stress,	 their	 body	 immunity	
becomes	weak.	So	even	a	minor	infection	could	
result	in	major.

f.	 Hiranandani	Fortune	city	(HFC)	has	imbibed	all	
Covid19	related	safe	behaviors	for	its	residents	
and	staff	(fig.	1)	to	make	it	as	a	way	of	life.	

Figure	1:	Covid19	related	safe	behaviours

In	spite	of	the	HSE	professionals’	efforts,	it	is	relevant	
to	 note	 that	 as	 per	 recent	 estimates	 released	 by	
the	 ILO,	 each	 year	 2.78	 million	 workers	 die	 from	
occupational	 accidents	 and	 work-related	 diseases	
(of	 which	 2.4	 million	 are	 disease-related)	 and	 an	
additional	 374	 million	 workers	 suffer	 from	 non-

fatal	occupational	accidents	(ILO,	2019).	‘Safety	as	a	
way	of	 life’	objective	seems	far	away.	Nevertheless,	
‘Safety	 to	be	 a	way	of	 life’	 is	 to	be	on	 the	 syllabus	
in	all	education	levels	as	a	reinforcement	constantly	
from	 school	 to	 university	 to	 employment	 etc.	 Life-
long	learning	helps	to	achieve	such	global	perspective	
to	save	human	lives.	Education	is	the	great	equalizer,	
wrote	 the	 American	 educational	 reformer	 Horace	
Mann	 (1848).	 Amotherly-motivational	 observer	
who	would	use	social-mediato	reflect	observations/
spot-correction	of	self	and	others	daily	is	all	what	is	
needed	everywhere	in	society	to	make	safety	a	way	
of	life.

3. HSE professionals question Behavior Based 
Safety Management (BBSM)

BBS	can	spread	from	industry	to	community	through	
awareness	webinars,	sessions	by	trained	BBS	mentors	
and	experts	for	developing	observers	in	communities	
for	 observation	 and	 spot-correction	 to	make	 safety	
and	health	a	way	of	 life(Kaila,	2019).	 In	this	regard,	
the	HSE	professionals	clarified	certain	questions	and	
answers	as	below.	

•		 Do	 you	 think	 BBSM	 is	 the	 future	 of	 safety	
culture?	Yes,	as	behaviour	 is	the	root	cause	of	
all	 incidents,	 as	 also	emphasized	 in	 ISO45001.	
Also	 culture	 drives	 the	 behaviors,	 hence	 BBS	
implementation	 focuses	 on	 developing	 safety	
culture.	

•		 How	 can	 an	 organization	 successfully	
implement	 BBSM?	 Three	 phases,	 introduction	
of	behavioural	 safety	 to	 top	management	and	
development	 of	 roadmap.	 Rolling	 out	 BBS	 in	
entire	workforce.	Sustain	 it	by	monitoring	and	
rewarding	employees	every	month.	

•		 What	 are	 the	 challenges	 faced	 during	 the	
implementation	of	BBSM?	Passive	involvement	
of	HODs,	not	letting	it	known	till	the	last	person	
at	site,	appreciation	of	observations	by	seniors.	

•		 What	 are	 the	 advantages	 of	 successful	
implementing	BBSM?	 Incidents	control,	 saving	
from	 injuries,	 increased	 productivity	 without	
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loss.As	 long	 as,	 you	 are	 focused	 on	 it,	 that	
would	 bring	 business	 outcomes	 and	 positive	
Implications.	Further,	link	BBS	with	CSR	and	its	
community	 application	 especially	 in	 Covid19	
scenario.

•		 Who	are	benefited	through	BBSM?	Employees,	
management,	 contractors,	even	casual	 visitors	
and	all	stakeholders.	

•		 What	 type	 of	 environment	 requires	 a	 change	
in	 its	 safety	 culture?	 Reactive	 and	 dependent	
safety	culture/environment.	

•		 What	 are	 the	 important	 aspects	 of	 BBSM?	
Important	 aspects	 are	 observation,	 observers	
and	 spot-correction	 of	 at-risk	 behaviors.	
Forming	BBS	steering	team,	andsensitivity	and	
communication	of	leaders	for	implementation.	
Overall,	behavioral	safety	and	health	approach	is	
a	‘caring’	way	of	life	and	an	art	of	positive	living.	
It	is	an	intense	conversation	and	counseling	for	
getting	rid	of	any	risks	around.	

•		 Who	should	take	the	first	step	in	implementing	
BBSM?	top	management	involving	all	HoDs	and	
stakeholders.	

•		 Do	 you	 think	 BBSM	 implementation	 has	
improved	 over	 the	 past	 decade?	 Yes,	 almost	
10,000	 units	 in	 India	 have	 implemented	 and	
frequency	 and	 severity	 of	 incidents	 have	
significantly	reduced	at	sites.	

•		 Why	 do	 you	 think	 BBSM	must	 be	 an	 integral	
part	 of	 safety	 systems?:	 BBS	 focus	 is	 on	
behavioural	 issues	of	 safety,	no	other	 systems	
do	that.	Moreover,	BBS	alone	can’t	bring	total	
safety	culture.	So	BBS	 is	 to	be	 integrated	with	
safety	 systems.	 Question	 remains	 whether	
safe	 conditions	 prevail	 to	 live	 safely?	 Or,	 are	
we	 privileged	 for	 conditions	 to	 live	 safely?	
Essentially,	safe	behaviours	plus	safe	conditions	
would	rebuild	safe-societies.

Implications for social policy and planning 

This	paper	would	raise	certain	questions	whether	our	
way-to-life	itself	is	on	right	path.

1,48,000	people	were	killed	in	traffic	accidents	in	India	
during	2019.	By	2030,	traffic	deaths	are	expected	to	

account	 1.25	million	 deaths	 across	 the	 world	 each	
year	 according	 to	 the	 World	 Health	 Organization.	
Fortunately,	 a	 planned	 intervention	 called	 the	
Swedish	 Indian	 Transport	 Innovation	 and	 Safety	
Partnership	 (SITIS),	 comprises	 companies	 (such	 as	
Volvo	Group,	Autoliv,	 SAAB,	Manipal	Hospitals,	 and	
Altair;	 research	 institutes	 such	 as	 Chalmers,	 RISE,	
IIT-TRIPP	and	IISC;	and	authorities	such	as	VTI,	ARAI,	
Swedish	 Administration	 Authority,	 and	 Niti	 Aayog)	
could	help	put	a	stop	to	these	unnecessary	suffering	
(Ericsson,	2020)	and	make	road	safety	a	way	of	life.	

Though	 there	are	efforts	being	put	 in	 the	direction	
that	would	ensure	 “safety	 to	be	a	part	of	our	daily	
lives”,	but	it	is	a	long	time	multi-pronged	journey	for	
countries.	 It	 is	also	 increasingly	recognised	that	 the	
ambitious	 initiatives	 such	 as	 safety-as-a-way-of-life	
is	complexly	determined	by	socio-cultural	factors	at	
many	different	levels	of	scale(Lomas,	2015).	Toward	
this,	some	specific	suggestions	are	described	below	
that	could	help	consolidate	our	deeds	and	 increase	
the	probability	to	make	safety	a	way	of	life.	

•	 “Safety	 and	 health	 -	 a	 way	 of	 life”	 need	 be	
definable,	observable,	correctable	on-the-spot,	
measurable,	 implementable	 and	 sustainable.	
Also	 the	 difference	 between	 a	 planned/long-
term	 and	 unplanned/short-term	 behavioural	
safety	 and	 health	 culture	 intervention,	 is	 to	
be	 made	 for	 effective	 social	 change	 program	
as	a	way	of	life	(New	Brunswick,	2000).	For	an	
example,	Health	&	Safety	-	Choices	for	Life:	An	
activity-based	resource	was	developed	for	New	
Brunswick	schools,	grades	K	to	12	to	make	it	as	
a	way	of	life	for	children.	This	is	the	high	time	to	
introduce	safety	and	health	in	schools	syllabus	
in	India.	

•	 There	is	a	need	to	work	with	people	down	the	
levels	in	their	language	to	make	safety	culture	as	
a	way	of	life	(Jansz	et	al.,	2020).India	witness	a	
life	casualty	every	4	minutes	in	a	road	accident.	
Mother	 India	 Care	 is	 working	 as	 a	 pressure	
group	to	educate	and	encourage	the	people	in	
general	and	drivers	in	particulars	for	safe	driving	
(Mother	India	Care,	2020).

•	 There	 are	 hundred	 thousand	 of	 community	
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groups	 across	 the	 globe	 that	 organize	 people	
towards	 social	 goals	 and	 indirectly	 contribute	
to	providing	safe	mindsets	and	behaviours.	On	
the	other	hand,	certain	sections	of	society	that	
are	not	organized	or	part	of	any	planned	group	
remain	 at	 higher	 risk	whenever	 any	 health	 or	
safety	 disaster	 occursthan	 others	 which	 are	
directed	 towards	 planned	 growth	 and	 income	
(WHO,	2020).	CSR	projects	in	India	focused	on	
community	development,	skill	development	as	
well	as	road	safety	(Mitra,	2018).

•	 Several	 companies	 (fig.	 2)	 organized	
behavioural	safety	programs	for	organisational	
transformation	and	emphasised	need	to	involve	
everyone	empowering	them	to	bring	a	change.	
Many	 companies’	 sites	 initiated	 behavioural	
safety	 culture	 programs	 for	 communities	
around	 under	 CSR	 and	 BBS	 Project	 activities	
like	 road/home	 safety/employee	 families/
villages/school/college	 etc.	 DorfKetal,	 under	
CSR,	 adopted	 certain	 schools,	 and	 prepared	 a	
manual	 for	 them	 which	 covered	 precautions	
to	be	taken	by	all	 students/teachers,	staff	and	
parents	with	 regard	 to	 COVID	 19.	 Precautions	
includes	what	they	should	do	at	home,	during	
travel,	 in	 school	 and	 after	 returning	 back	 to	
home.	 It	 focuses	 on	 how	 to	 maintain	 social	
distancing,	 sanitization,	 use	 of	 mask,	 hand	
wash,	disinfection	of	vehicles,	school	premises	
etc.as	 our	 objective	 is	 to	 see	 behavioural	
safety	as	way	of	life.	DorfKetal’s	quality,	health,	
safety,	security	and	environmental	systems	are	
purposely	designed	to	maintain	corporate	and	
community	resiliency	for	the	long-haul	in	every	
country	where	we	operate	(DorfKetal,	2020).

Figure	2:	 Empowering	employees	 to	be	 the	 change	
catalysts

•	 In	order	to	make	safety	and	health	a	way	of	life,	
the	 change	 leaders/catalysts	 need	 tomonitor	
regularly,	 monitor	 personally,	 monitor	
frequently,	 monitor	 numbers	 of	 change,	
interact	 with	 change	 observers	 team,make	
site	 visits,	 be	 an	 inclusive	 catalyst	 with	 vision	
and	mission	 (Hariton,	 2020).	 Leaders	 need	 to	

review	whether	empowerment	 is	going	down,	
core	 incompetence	 of	 organizations	 need	 to	
be	 managed,evaluate	 to	 develop,	 and	 check	
whether	most	human	abilities	are	being	wasted	
than	being	used.

•	 Strong	leaders	drive	culture	of	safety	and	health.	
They	influence	to	make	it	a	way	of	life	through	
their	 programs	 and	 actions.	 Organisational	
cultures	 and	 community	 expectations	 are	
powerful	 drivers	 of	 change	 and	 collectively	
influence	the	nation’s	health	and	safety	culture	
(Safe	 Work	 Australia,	 2020).	 Organizations,	
through	 their	 CSR	 activities,	 need	 to	 raise	
community’s	 awareness	 levels	 on	 safety	 and	
health.	Frequency	and	clarity	of	communication	
of	 safety	 behaviors	 among	 communities	
improve	safety	culture.

•	 Managing	 safety	 culture	 is	 a	 big	 challenge,	 as	
It	is	hard	for	people	to	perceive	the	safety	and	
health	risks,	those	who	belong	to	communities	
that	 did	 not	 emphasize	 an	 interdependent	
safety	culture.	It	is	personal	behavioural	safety	
pattern	 of	 individuals	 which	 is	 influenced	 by	
social	 cognition	 and	 culture.	 Social	 cognition	
perspectives	 shape	 social	 milieu	 and	 social	
response.	 Most	 behavioural	 applications	 use	
social	 cognition	 frameworks	 for	 social	 change	
management	 like	 establishing	 behavioural	
safety	culture	as	a	way	of	life	in	societies(Cynthia,	
2020).Department	 of	 Science	 &	 Technology,	
Govt.	 of	 India	 (2020)	 emphasized	 that	 safety	
should	evolve	as	a	habit	of	 every	person,	 and	
needs	 to	be	propagated	as	 the	culture.	 Safety	
should	 be	 of	 prime	 concern	 as	 it	 plays	 an	
important	 role	 in	 the	 socio-economic	 sectors	
in	a	significant	way	which	will	affect	the	growth	
of	 the	 institutions	 and	 have	 an	 impact	 on	 a	
national	level.	Thus,	safety	implementation	and	
financial	performances	are	correlated	vertically	
and	horizontally.	

•	 Difference	 between	 safety	 cultures	 of	 Indian	
and	 other	 countries	 needs	 to	 be	 understood.	
Yet,	to	date,	the	relationship	between	national	
culture	and	safety	culture	has	received	relatively	
little	attention.	The	researchers	have	examined	
the	relationship	between	organizational	culture	
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and	the	dimensions	of	national	culture	(Noort	et	
al.,	2015).	Organizational	culture	and	behaviour	
in	 multinational	 organizations	 vary	 according	
to	the	national	cultural	norms	of	the	countries.	
Associations	 exist	 between	 safety	 culture	
and	 Hofstede’s	 (2001)five	 critical	 dimensions	
of	 national	 culturenamely	 Power	 Distance,	
Individualism	 -	 Collectivism,	 Masculinity,	
Uncertainty	Avoidance,	Long-term	Orientation.	
Moreover,	the	management	of	OSH	in	a	culturally	
diverse	 working	 environment	 demands	 an	
approach	that	includes	multiple	voices,	and	one	
in	which	it	 is	possible	to	considerably	broaden	
the	 knowledge	 base	 for	 alternative	 decisions	
and	 to	 increase	 the	number	of	 possible	 paths	
leading	 to	 solutions	 to	 problems	 (European	
Agency	for	Safety	and	Health	at	Work,	2020).

•	 This	 article	 redirects	 that’safety-culture-as-
a-way-of-life’	 mission	 is	 possible	 to	 prevail	
among	 societies	when	 it	 is	 not	 reactive,	 least	
dependent	on	others,	its	independent	and	also	
interdependent.	The	distancing	between	these	
cultures	 is	 crucial	 to	 manage.	 This	 mission	 is	
possible	when	it	begins	with	family,	school	and	
social	 values	 and	 a	 long-term	 orientation	 and	
also	 uncertainty	 situations	 are	 not	 avoided.	 It	
is	 a	 planned	 intervention.	 Then	 the	 societies	
are	 believed	 to	 be	 safe	 for	 their	 futures.	 The	
unplanned	would	not	be	safe.	‘Safety	as	a	way	of	
life’	is	a	conscious	effort	of	everyone.	Critically	
speaking,	 the	 enablers	 and	 barriers	 would	
keep	interplaying,	and	safety	and	health	at-risk	
behaviors	 would	 continue	 as	 it	 is,	 depending	
upon	 the	 cultural	 values	 and	 compliances	 of	
the	 country’s	 population,	 and	 so	 would	 be	
implications	 in	terms	of	 incidents,	 injuries	and	
fatalities,	as	being	witnessed.

Developing	 and	 maintaining	 HSE	 culture	 remains	
a	 continual	 journey	 for	 all.	 However,	 a	 collective	
mindset	of	the	world	leaders	might	helpmoveus	out	of	
an	array	of	the	multiple	crises(HSE	crisis,	natural	and	
political	disasters)	that	have	gathered	the	humanity.	
The	losses	are	certain	and	immense	whether	they	are	
of	human	lives	or	economic	ones.	It	would	obviously	
be	a	long-term	affairs	and	testing	times	ahead	across	
the	 globe.	 An	 elevated	 mind	 is	 a	 solution	 toward	

the	 united	 goals	 with	myriad	wisdoms,	 that	 would	
prevail	with	a	practice	of	education,	meditation	and	
continuation	of	persuasion,	 for	 safe	 lifeof	everyone	
with	 a	 sense	 of	 equality	 and	 quality	 of	 caring,	 and	
making	it	a	way	of	life	(Long,	2015).	For	example,the	
UN-Volunteers	 supported	 the	 COVID-19	 response	
efforts	through	the	network	of	Indian	District	Youth	
Volunteer	 Coordinators	 (UNV,	 2020)	 as	 a	 social	
reform.	 Thus,	 the	 safety/health	 culture	 is	 to	 be	
elevated	 to	 a	 symbolic	 level	 of	 solar	 energy	 for	 an	
immense	 power,	 so	 as	 to	make	 safety-a-way-of-life	
in	 communities	 with	 support	 of	 government/non-
government	bodies.

A	 new	 thinking,	 focus	 and	 energy	 are	 needed	 to	
meet	 this	 goal	 in	 question,	 which	 would	 involve	
many	 factors	 like	 change	 concept	 and	 process,	
leaders,	educational	tools,	timeframes,	coordinators	
and	volunteers,	monitoring	and	tracking	procedures,	
government	 controls,	 projects	 management	
strategies	etc.	In	this	regard,	an	exemplary	servicesof	
India	needs	a	mention	of	the	hundred	thousands	of	
Accredited	Social	Health	Activists	who	are	large	scale	
grass	 root	 community	 health	 workers	 (CHWs	 like	
ASHA/	AWW/ANMs)	across	the	nation	to	combat	the	
health	disaster	(Government	of	India,	2020).	Similar	
multilevel	national	safety	 initiatives	would	help	and	
are	need	of	the	times.	It	is	crucial	to	unite	more	such	
initiatives,	 and	 the	 national	 budget	 must	 support	
considerably	to	make	‘safety	and	health	a	way	of	life’.	
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Young men and women are to build-up a strong character. 

A nation’s greatness was reflected in the character of her 

people. If it was sullied by selfishness, such people could 

not prosper or achieve great things. Selfishness had its 

place in life as everyone had to look to his own needs and 

that of his family, but it could not be made the be – all and 

end – all of life. 

- Sardar Vallabhbhai Patel
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Emergent Leadership as an Effective HR Tool during Pandemic 

INTRODUCTION

The	 effort	 across	 the	 world	 is	 on	 overcoming	 the	
challenges	posed	by	COVID-19	on	physical,	mental,	
intellectual,	 economic,	 and	 psychological	 aspects	
of	everyone.	It	is	evident	that		in	formal	setting	and	
equally	 in	 informal	 setting	 	 or	 personal	 sphere	 the	
economic	process	is	progressing	through	four	phases	
as	 also	 shared	 by	 many	 experts	 as	 containment,	
stabilization,	 normalization	 and	 growth	 to	 be	
maintained	right	from	Lockdown	1.0	to	4.0.

It	is	important	to	take	care	of	stakeholder	capitalism	
and	 choose	 the	 correct	 direction	 to	 ensure	 both	
lives	 and	 livelihood.	 Across	 the	 Business	 world	
putting	 together	 all	 the	 sectors	 irrespective	 of	 the	
nature	 of	 their	 size,	 structure,	 geographic	 location	

and	 dynamism	 all	 are	 committed	 towards	 ensuring	
preservation	 of	 stakeholders’	 interest	 in	 most	
affordable	ways	 and	preparing	 their	 people	 for	 not	
only	 confronting	 the	 present	 situation	 but	 also	 the	
post	pandemic	effects.

The	 present	 crisis	 has	 witnessed	 an	 exemplary	
approach	of		co-partnering	in	difficult	times	ensuring	
all	to	be	resilient,	there	are	multiple	examples	which	
proves	 that	 in	 order	 to	 reduce	 strain	 on	 medical	
institutions	 varied	 business	 houses	 and	 other	
organization	have	 	 given	 their	places	 as	emergency	
centers	to	fulfill	needs.	UK,	London’s	ExCeLExhibition	
Centre	 –	 which	 usually	 hosts	 lifestyle	 shows	 and	
business	 conferences	 –	 has	 been	 converted	 into	 a	
temporary	hospital	with	capacity	for	4,000	beds	with	
oxygen	 and	 ventilators.	 HPE)	 has	 donated	 USD50-

ABSTRACT 

The unprecedented situation that COVID-19 has posed before the world has created an almost equal 
challenge before everyone irrespective of nature of profession, geography, or demographics. The relentless 
efforts that Government and varied social groups and organizations have volunteered to confront and 
overcome the present situation would not have possible without a co-partnering approach or a unitary 
mindset of overcoming a challenge common for all.It is the resilient and emergent leadership style that is the 
only alternative which will not only help in overcoming the present situation but will also help in controlling 
the aftermath. It is evident that the precautions and the preventions suggested are going to sustain for 
longer run even after we resume to our workplaces. Thus, it is important for organization to proactively take 
suitable measures to prepare for effectively managing changes that will emerge post lockdown with respect 
to behavioral, social, psychological and performance related issues. The role of Emergent Leadership in 
this context will serve as a savior to embrace the changes fruitfully and in the interest of all stakeholders. 
The present paper through important characteristics of Emergent Leadership will throw light on adopting 
characteristics which will benefit organization culture and its long-term sustainability and will serve as an 
insight for managing workforce.
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million	worth	of	 secure	 connectivity	 kits	which	will	
be	used	in	healthcare	facilities	in	the	US,	Canada	and	
some	European	and	Asian	countries.

Similarly,	 Deloitte	 identified	 several	 key	 actions	 for	
leaders	to	take	based	on	their	analysis	of	the	leading	
practices	of	multinational	companies	in	other	health	
crises.	 Launching	 and	 sustaining	 a	 crisis	 command	
centre,	 supporting	 talent	 and	 strategy,	 maintaining	
business	 continuity	 and	 financing,	 and	 staying	
engaged	 with	 customers	 are	 among	 the	 findings.	
E-commerce	 giant	 JD.com	 has	 sent	 several	 drone	
delivery	corridors	were	put	in	place	replacing	hours-
long	drives	with	a	2km	flight	that	could	be	completed	
in	 just	10	minutes.	 In	 Inner	Mongolia,	the	company	
deployed	two	drones	to	support	critical	disinfection	
procedures	 by	 spraying	 areas	 in	 the	 High-Tech	
Industrial	Development	Zone	of	Ordos	City.

The	company	has	also	donated	medical	 supplies	 to	
countries	 including	 the	 UK,	 Uzbekistan	 and	 Chile.	
Global	logistics	company	Agility	–	a	Strategic	Partner	
of	 the	World	 Economic	 Forum	 and	member	 of	 our	
Pandemic	 Supply	 Chain	 Network	 –	 has	 designed	
interactive	maps	reporting	the	latest	global	shipping	
and	 operational	 outlook,	 to	 assist	 global	 supply	
chains	and	keep	cargo	moving	during	the	COVID-19	
pandemic.	 The	 company	 is	 producing	 real-time	
crucial	 updates	 on	 the	 impact	 of	 the	 corona	 virus	
on	 global	 air	 freight,	 global	 ocean	 freight	 and	 road	
freight	 network	 capacities.	 Their	 interactive	 data	
updates	 allow	 users	 to	 navigate	 across	 their	 digital	
maps,	 discovering	 capacity	 availability	 in	 real	 time.	
The	Spanish	brand	SEAT	has	converted	an	assembly	
line	for	the	production	of	respiratory	aids.	

Along	with	medical	supplies,	Volkswagen	Group	has	
also	 stepped	 up	 to	 donate	 €1	 million	 for	 refugees	
threatened	 by	 the	 corona	 virus	 pandemic.	 The	
World	Health	Organization	(WHO)	and	global	health	
organisations	 continue	 to	 call	 for	 action	 to	develop	
fast	and	equitable	access	to	safe,	quality,	effective	and	
affordable	diagnostics.	Funding	of	50	million	Danish	
Krone	(6.7	million	euros)	in	grants	for	scientific,	social	
and	health	outreach	projects	to	manage	the	impact	of	
COVID-19	in	Denmark,	the	Novo	Nordisk	Foundation	
has	awarded	a	grant	to	Test	Center	Denmark	to	carry	

out	up	to	3	million	tests.	The	Defence	Research	and	
Development	 Organization	 (DRDO)	 in	 collaboration	
with	Labour	Ministry	governed	ESIC	medical	college	
&	hospital,	Sanathnagar	(Hyderabad)	has	developed	
India’s	 first	 COVID-19	 sample	 collection	mobile	 lab	
named	“Mobile	BSL-3	VRDL	Lab”.

The	 COVID	 relief	 package	 of	 announced	 by	 the	
government,	along	with	the	challenges	posed	to	the	
foundation	segment	i.e.,	workers,	stranded	migrants	
and	 their	conditions	across	 the	country	 is	a	step	 to	
give	 some	 relief,	 numerous	 initiatives	 taken	 by	 the	
NGO,	 social	 organization	 and	 	 people	 themselves	
to	 adopt	 a	 co-inhabitance	 approach	 is	 the	 only	
remedy	 to	help	each	other.	The	 initiatives	 taken	by	
government	 to	 support	 NRI’s	 across	 and	 routine	
support	 extended	 to	 stranded	 people	 across	 the	
country	 requires	 a	 emergent	 leadership	 where	 not	
self-interest	but	mutuality	 is	 the	key	 irrespective	of	
which	mass	exodus	is	an	issue	and	continuous	losses	
which	every	state	government	is	facing	doesn’t	defeat	
the	 courage	 and	 leadership	 enthusiasm,	 similarly	
various	 organization	 in	 India	 have	 co-partnered	 	 to	
overcome	crisis	 like	MSIL,	Mahindra	and	Mahindra,	
TATA’s,	 Various	 entrepreneurial	 organization	 and	
many	others.

Review of Literature

Grewal,	&	Sarker	 (2002)	 found	 that	communication	
ability	 and	 perceptions	 of	 trust	 and	 performance	
quality	 were	 predictors	 of	 emergent	 leadership	 in	
the	 early	 stages	 of	 a	 longitudinal	 experiment	 with	
virtual	 student	 teams.	 Adams	 (2009)	 found	 that,	
across	various	types	of	communication	media,	both	
objective	 and	 perceptual	 measures	 of	 discussion	
contribution	 (i.e.,	 communication	 quantity)	 were	
positively	related	to	leadership	emergence

Balthazard	 and	 colleagues	 (2009)	 investigated	 the	
effects	 of	 46	 structural	 aspects	 of	 communication	
on	 leader	 emergence	 in	 virtual	 teams,	 and	
beyond	 the	 well-established	 relationship	 between	
communication	frequency	and	leadership	emergence.

Prior	 research	 has	 shown	 that	 trust	 can	 emerge	
quickly	in	virtual	teams,	although	it	can	just	as	quickly	
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dissipate	as	well	 (Jarvenpaa	et	 al.,	 1998;	 Jarvenpaa	
&	 Leidner,	 1999).	 Combined	 with	 the	 prior	 finding	
that	 the	 effects	 of	 transformational	 leadership	
on	 performance	 are	 at	 least	 partially,	 if	 not	 fully,	
mediated	through	trust.

Emergent leadership and Workplace Behavior 

Before	we	understand	how	emergent	leadership	and	
its	 attributes	 will	 be	 essential	 for	 managing	 work	
place	 behavior	 post-Covid	 19,	 	 different	 researches	
and	 theories	 of	 leadership	 existing	 indicate	 that	
though	 there	 are	 several	 theories	 of	 leadership	
but	 all	 of	 them	emerge	 from	positional	 power	 and	
legitimate	understanding	of	a	defined	institution,	but	
the	 present	 situation	 demands	 an	 approach	where	
leadership	 is	not	 limited	 to	position	but	 as	 a	 result	
of	 interaction	 with	 people,	 work,	 understanding,	
requirements	and	thus	acceptance.

It	is	so	because	the	psychological	framework	of	people	
holding	 different	 job	 positions	 and	 hierarchy	 has	
undergone	 a	 level	 of	 pressure,	 anxiety,	 uncertainty	
and	 expects	 the	 normal	 conditions	 back	 but	 the	
maintenance	 and	 preventive	 measures	 have	 to	 be	
suitably	 taken	 care	 of,	 thus	 adopting	 an	 emergent	
leadership	way	of	working	and	same	to	be	nurtured	
amongst	people	will	be	a	facilitative	tool	for	journey	
to	normalcy	and	effective	work	performance.

The	 most	 common	 theory	 is	 Social	 Exchange	
Theory(SET)	which	 focuses	on	Self-interest	 involved	
on	the	part	of	both	the	parties	and	expectations	on	
each	 other’s	 part,	 which	 results	 into	 formation	 of	
interdependent	relationships	which	can	be	economic	
exchange	like	in	an	employee-employer	relationship.

Similarly,	 Team	 Member	 Exchange	 Theory(TMX)	
is	 how	 one	 perceives	 and	 behaves	 with	 the	 team	
when	it	comes	to	exchange	as	the	focus	 is	on	extra	
role	 behavior	 to	 enhance	 the	 performance	 and	
keeps	 commitment,	 satisfaction,	 motivation,	 role	
behavior	higher.	The	third	theory	is	Leader	Member	
Exchange	Theory	(LMX)	which	evaluates	the	quality	
of	relationship	between	leader	and	each	one	of	the	
followers.LMX	is	also	dependent	on	different	kinds	of	
power	type	which	are	associated	in	a	legitimate	and	

formal	leader	follower	relationship.

Emergent	 leadership	 can	 be	 understood	 as	 a	 style	
where	in	a	group	member	is	not	appointed	or	elected	
to	 the	 leadership	 role;	 rather,	 leadership	 develops	
over	 time	 because	 of	 the	 group’s	 interaction.	 The	
most	successful	companies	are	focused	on	this	new	
type	of	leader	to	add	value	to	their	organizations.

Perception	of	leadership	that	are	accorded	by	other	
team	members	and	emerge	over	time	through	group	
processes.	It	is	important	to	note	that	this	definition	
also	 specifically	 excludes	 leadership	 status	 that	 is	
designated	 or	 based	 on	 formal	 position	 –	 likewise,	
the	 definition	 also	 excludes	 individuals	 who	 are	
outside	 of	 the	 team	 structure.	 Rather,	 leaders	
“earn”	their	leadership	status	through	influence	and	
contributions	to	the	team.

The Unparallel Role Emergent Leadership Style Can 
Create 

Workplace	 and	 People	 Management:	 It	 is	 evident	
that	 every	 leader	 is	 unique	 by	 his	 way	 but	 the	
current	 crisis	was	 an	 appropriate	 test	 to	 introspect	
what	works	 and	what	 does	 not	 as	 leadership	 is	 an	
experience	to	be	nurtured.	Certain	aspects	that	will	
need	 attention	 and	 also	 should	 be	 inculcated	 for	
effective	work	culture	includes-

a)	 Humane	Touch:	There	will	be	explicitly	Fear	 in	
the	 minds	 of	 people	 pertaining	 to	 Job,	 work	
conditions,	 health	 and	 safety,	 upgradation	
of	 skills	 and	 competencies	 to	 survive,	 top	
management	 future	 plans,	 etc	 witnessing	 the	
criticality	 of	 business	 across.	 Thus,	 the	 need	
of	 being	 more	 personalized,	 accommodative,	
understanding,	more	disciplined	and	organized	
in	approach	will	be	 important.	Hierarchal	silos	
will	have	to	be	shortened	and	curtailed.

b)	 Changed	Orientation:	Even	though	change	is	an	
individual	choice	and	depends	on	Realization	yet	
the	present	lock	down	period	brought	different	
understanding	 to	 everyone	 from	 feeling	being	
with	family,	understanding	each	other,	learning	
new	things	and	believing	 in	 that	 super	energy		
in	consistent	prayers	to	reset	all	to	normalcy.
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	 Since	 not	 many	 of	 us	 must	 have	 witnessed	
any	 such	 crisis	 in	 person	 specially	 when	 even	
if	 we	 are	 ‘Resourceful’	 yet	 not	 arms	 and	
ammunitions	but	medical	progress	seems	more	
significant	at	such	times.	Thus,	the	orientation	
of	people	towards	importance	of	life,	relations,	
emotions,	 optimal	 utility	 of	 things	 along	 with	
workplace	strengths	and	challenges	must	have	
been	realized.	With	this	self-realization	human	
capital	will	be	more	inwardly	driven,	conscious	
&mindful	 and	 expected	 to	 be	 more	 ethically	
driven	towards	self	and	others.

	 If	 these	 qualities	 as	 an	 emergent	 leader	 gets	
assimilated	as	a	team	and	group	this	will	help	in	
outperforming.

c)		 ‘Virtuality’	a	reality	‘Availability	as	a	new	Norm’:	
The	only	savior	for	everyone	is	‘Technology’	at	
present	the	same	of	which	will	be	a	necessary	
ingrained	 success	 trait.	 As	 a	 necessary	
measure	in	coming	times	too	Virtual	meetings,	
interacting	through	technology	to	own	span	of	
control	 and	 for	 other	 stakeholders	will	 be	 the	
key,	this	of	course	will	little	miss	on	the	Emotion	
Touch	 compared	 to	 physical	 presence	 which	
has	pack	of	 emotions	 and	unread	expressions	
will	be	questionable	but	Protocol	will	be	eased,	
office	 decorum	 will	 be	 little	 liberated	 since	
optimization	 of	 resources	 will	 be	 the	 key	 as	
Virtual	dependencies	are	high.

d)		 ‘Mechanical	 life’:	 ‘Organic’	 Thoughts:	 With	
changing	lifestyle	full	of	many	new	learnings	in	
this	 time	 as	 an	 emergent	 leader,	 life	 is	 felt	 as	
more	mechanical	since	there	are	no	weekends	
or	 week	 days	 as	 realizing	 the	 turbulent	
conditions	of	 business	 conditions	 all	 of	 us	 are	
expected	 to	work	 across	 the	timing	 but	 as	 an	
emergent	 leader	 realizing	 the	 responsiveness,	
situational	call	one	has	to	push	and	remaining	
optimistic	get	through

e)		 Communication:	 Understanding	 the	 depth	
of	 impact	 that	 this	 dimension	 holds	 has	 to	
be	 carefully	 managed	 whether	 the	 team	 is	
managed	virtually	or	physically,	communication	
with	 maintaining	 quality	 and	 quantum	 is	 a	
must.	 Communication	 has	 its	 own	 Dispersion	

Effects	as	a	leader	it	is	important	to	understand	
how	 Spatial-Geographic	 distance	 among	 team	
members,	 in	 order	 to	 reduced	 spontaneous	
communication	 has	 to	 be	 managed,	 similarly	
Temporal-	 Time	 difference	 among	 team	
members,	Site	Locations	where	team	members	
work	 (Configurational	 in	 order	 to	 increase	
the	 number	 of	 dependencies	 which	 must	 be	
managed,	how	to	maintain	Isolation-to	identify	
the	 location	 where	 team	 members	 work	
alone	 or	 Imbalance-Locations	 with	 uneven	
distribution	 of	 team	 members	 	 to	 enhance	
majority	influence		and	mutual	working.

	 Effective	 Communication	 in	 terms	 of	
maintaining	Co-presence,	Visibility	by	ensuring	
they	 do	 maintain	 preventives	 suggested,	
Contemporality	 –	 there	 is	 little	 to	 no	 lag	time	
between	 message	 transmission	 and	 receipt		
which	 is	 possible	 when	 we	 accept	 mentally,	
Simultaneity	 –	 messages	 can	 be	 sent	 and	
received	by	group	members	at	 the	 same	time		
understanding	 the	 relevance	 and	 criticality	
of	 situation,	 Sequentially–	 team	 members	
speaking/messaging	 turns	 stay	 in	 sequence	
without	 any	 ego	 or	 positional	 differences	 ,	
Reviewability–work	 can	 be	 reviewed	 by	 team	
members		with	a	spirit	and	Revisability	–better	
work	methods	either	supported	by	technology	
or	 new	 skills	 learned	 by	 team	 members	 to	
ensure	timely	work.

f)		 Role	 of	 Emotional	 Intelligence	 with	 respect	
to	 Health	 safety	 and	 mental	 well-being	 of	
people:	Aftermaths	of	COVID-19	and	resuming	
the	 workplace	 back	 will	 have	 its	 own	 set	 of	
challenges	 and	 diverse	 outlook	 which	 has	
been	 affecting	 each	 individual	 last	 couple	 of	
months	 thus	 working	 and	 strengthening	 the	
mental	framework	of		people	to	augment	their	
emergent	 leadership	 skill	 is	 important	 as	 few	
aspects	 like	 informal	 setting,	 doing	 lunch	 and	
interacting	 with	 each	 other	 will	 have	 to	 be	
minimized	after	lock	down	as	a	prevention.

	 Organizations	 also	 must	 be	 vigilant	 about	
mode	of	 transport	 chosen	by	people	 to	 travel	
and	 diagnostic	 tools	 to	 be	 readily	 available	
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from	 the	 entry	 till	 the	 exit	 of	 its	 people.	 The	
physical	 setting	 like	 seating,	 cleanliness,	
hygiene,	movement	and	adhering	to	the	stated	
norms	 will	 have	 to	 be	 stringently	 monitored.	
Emotional	 intelligence	 plays	 a	 pivotal	 role	 in	
this	as	emotional	intelligence	is	to	what	extent	
are	we	aware	and	responsive	of	our	emotions	
and	 others	 emotions	 as	 well	 for	 example	
Self-awareness,	 empathy,	 self	 –	 regulation,	
motivation,	empathy	and	social	skills

g)		 Trust:	 Since	 Emergent	 leadership	 is	 based	
on	 grounds	 of	 communication,	 involvement,	
creativity	and	participation	of	team	members	it	
will	evidently	create	a	difference	in	generating	
trust	based	on	availability	of	timely	information	
in	 situation	where	 perceptual	 distortions	may	
occur	easily.

Emergent Leadership Model for Improving Work 
Behavior

Valence model of Emergent Leadership: It	 suggests	
that	process	of	emergent	leadership	passes	through	
three	 distinct	 stages;	 Orientation,	 Conflict	 and	
Emergence	,	it	is	important	that	each	one	of	us		have	
to	orient	ourselves		towards	the	situation,	manage	any	
conflict	thereby	and		thus	emerge	with	a	respective	
“emergence	threshold.”

Theory of Idiosyncrasy Credit:	 The	 approach	of	 this	
theory	 focuses	 on	 the	 fact	 that	 leader	 gets	 credits	
more	depending	on	the	followers’	perception	and	if	
weakened	then	leader	losescredit	and	other	person	
replaces	such	group	member	thus	it	is	important	to	
make	 people	 play	 active	 role	 in	 ensuring	 effective	
team	performance.

Social Identity: The	approach	of	 this	 theory	 focuses	
in	 how	 a	 leader	 fits	 with	 group	 behavior	 and	with	
passage	 of	 time	 group	 prototype	 also	 develops,	
an	 emergent	 leader	 should	 focus	 on	 all	 necessary	
actions	to	be	timely	taken	so	as	 to	ensure	effective	
organization	culture.

OBSERVATIONS

•	 Emergent	 leadership	 promotes	 team	
development	by	ensuring	everyone	participation

•	 It	strengthens	diversity	by	explicitly	welcoming	
all	 to	 contribute	 in	 their	 own	 ways	 and	 offer	
insights,	ideas,	and	a	willingness	

•	 It	will	 create	a	sense	of	achievement	amongst	
group	 and	 individual	 team	 members	 and	 will	
create	an	Achievement	Culture.

•	 It	 helps	 in	 building	 Leadership	 Capacity	 by	
honing	 leadership	skills	 in	different	generation	
of	talent

•	 It	helps	in	building	dialogical	and	conversational	
interaction,	 rather	 than	 over-relying	 on	
hierarchy	this	will	help	in	making	people	more	
productive

•	 It	helps	in	building	accountability	and	creates	a	
sense	of	responsibility	amongst	group	members.

•	 Such	leadership	style	helps	in	aligning	business	
objectives,	goals	and	roles	and	thus	can	create	
shared	goals.

•	 Emergent	 Leaders	 are	 more	 intelligent,	
dominant	 and	 confident	over	others,	 they	are	
more	persistence	and	collaboration.

•	 It	emphasizes	on	Model	of	an	ethic	of	We	means	
‘WE	ARE	ONE’.

CONCLUSION

Thus,	based	on	above	discussion	it	can	be	concluded	
that	accepting	the	facts	that	we	are	all	going	through	
effortlessly	 in	 resetting	 the	 days	 of	 normalcy.	 It	 is	
human	nature	that	our	memories	whether	of	hardship	
or	comfort	are	short	lived.	It	may	happen	that	once	
we	 revert	 back	 to	 normalization,	 with	 relentless	
efforts	 we	 may	 achieve	 by	 adopting	 to	 suitable	
immunization	 as	 well	 but	 what	 is	 more	 important	
that	 as	 a	 Emergent	 Leader	 it	 is	 an	 ‘Individualized	
Consideration’	and	choice	that	we	all	have	to	make	
to	realize	the	teaching	made	in	this	period	to	be	more	
mentally	 and	 psychologically	 strong	 to	 realize	 our	
innate	potential	to	discover	possibilities.

IMPLICATIONS

The	present	discussion	based	on	the	existing	theories	
and	 evidences	 focus	 on	 the	 role	 of	 ideating	 and	
implementing	 a	 highly	 customized	 and	 innovative	
outlook	 towards	 Leadership,	 a	 kind	 which	 is	
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aimed	 towards	 building	 trust,	 empathy,	 security,	
transparency,	 values,	 co-partnered	 approach,	
positivity	and	flexibility	towards	change	and	updating	
self	along	with	introspecting	on	best	ways	to	enhance	
our	 competencies,	 creativity	 and	 connect	 so	 as	 to	
explore	 a	 resilient	 approach	 and	 develop	 innate	
confidence	and	togetherness.	It	is	quite	evident	that	
an	initiative	of	this	kind	will	help	in	building	the	true	
‘Organization	of	Tomorrow.’
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Revolution is an inalienable right of mankind. 

Freedom is an imperishable birthright of all. 

- Shaheed Bhagat Singh
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Employee Relations: Emerging Issues and Challenges  

INTRODUCTION  

The	 Employee	 Relations	 (IR)	 System	 is	 normally	
perceived	as	a	system	of	rules	and	regulations,	which	
govern	 the	 relationship	 between	 the	major	 parties	
i.e.,	 employers	 and	 the	 employees.	 	 Historically,	
different	 parties	 connected	 with	 the	 employee	
relations	 system	 have	 evolved	 the	 institutionalized	
structures	 of	 rules	 and	 regulations	 over	 the	 years.		
These	parties	are	normally:

(i)	 Employers,	 hierarchy	 of	 managers,	 their	
representatives	and	supervisors;

(ii)	 Hierarchy	of	 employees	 and	 their	 spokesmen;	
and

(iii)	 Specialized	 government	 agencies	 concerned	
with	employees	and	their	relationships.

In	the	earlier	stages	of	employee	relations,	the	rules	
to	regulate	relationships	between	the	employers	and	

the	employees	were	set	solely	by	the	employers.		In	
several	cases,	society	perceived	such	rules	as	being	
exploitative	of	employees,	especially	of	workers.

Globalization and Competitive Pressures – Impact 
on Employee Relations 

With	 growing	 globalization,	 the	 accent	 has	 been	
gradually	 shifting	 from	 legal	 and	 welfare	 approach	
to	 viewing	 the	 human	 resource	 function	 as	 a	 tool	
for	development	of	the	total	human	resources	in	the	
organisation	to	meet	competitive	environment.		The	
rapid	 technological	 changes	 have	 also	 necessitated	
this.	As	a	consequence	of	the	economic	liberalization	
in	 India,	 there	 has	 been	 tremendous	 pressure	 on	
the	Government	as	well	 the	enterprises	to	 improve	
their	 competitive	 capabilities.	 	 Gearing	 up	 to	 the	
emerging	opportunities	and	staying	in	a	competitive	
environment	 requires	 greater	 responsibility	 and	

ABSTRACT

The traditional system of employee relations in many countries of the world was based on the traditional 
British model of adversarial relationship of collective bargaining. Each organisation under system of collective 
bargaining, develop its own structures to deal with Employee Union and Associations.  However, during the 
last few years, the accent has been gradually shifting from adversarial to cooperative approaches.  This 
has resulted in gradual shift from adversarial, legal and welfare approach to viewing employee relations 
and human resource function as a tool for development of the total human resources in the organisation 
to meet the global competitive environment. The rapid technological changes have also necessitated this.  
Thus the changing national and international scenario as well as the competitive pressures is forcing the 
organisations as well as the Government to have a re-look to entire gamete of Employee Relations keeping in 
mind the emerging issues and challenges. The paper deals with the traditional system of Employee Relations 
and the recent emerging trends in terms of giving a new direction to employee relation system where the 
focus shifts from adversarial to cooperative model. This Article is a modified version of the presentation 
made in the International Federation of Training & Development Organisations (IFTDO) Convention.
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innovative	 approaches	 than	 have	 been	 evident	
so	 far.	 	 There	 is	 also	 a	 need	 for	 strong	 element	 of	
professionalization	 in	 managing	 and	 developing	
human	 resources	 and	 employment	 practices.	 All	
these	 require	 an	 understanding	 of	 the	 strategic	
dimension	of	various	policies	and	practices	that	have	
a	 bearing	 on	 planning	 for	 people	 and	 employment	
practices	 in	 organisations.	 The	 changing	 National	
&	 International	 Scenario	as	well	 as	 the	competitive	
pressures	are	forcing	the	organisations	as	well	as	the	
Government	to	have	a	re-book	to	the	entire	gamete	
of	employee	relations	keeping	in	mind	the	emerging	
issues	and	challenges.

Emerging Issues in Employee Relations 

	 Lately,	 human	 resource	 management	 (HRM)	
and	 human	 resource	 development	 (HRD)	 have	
been	 considered	 as	 important	 approaches	 to	 the	
management	of	 an	organisation	 in	 a	wide	 range	of	
competitive	economies.		The	original	19th	and	20th	
century	British	and	subsequently	American	model	of	
managing	human	resources	and	Governing	employer-	
employee	became	popular	in	India	and	was	absorbed	
in	a	wide	variety	of	organizational	settings.		However,	
with	 changes	 in	 the	 overall	 economic	 scenario	
and	 the	 technology,	 there	 is	 a	 need	 to	 re-look	 and	
redefine	employee	of	the	traditional	human	resource	
management	 and	 employment	 practices.	 This	 calls	
for	a	much	wider	discussion	and	debate	on	the	nature	
of	 human	 resource	 management,	 employment	
practices,	 its	 sources,	 operation,	 philosophy,	
legal	 frame	 work	 etc.	 Even	 some	 of	 the	 western	
economies	like	UK	or	USA	which	once	seem	to	enjoy	a	
distinctive	and	successful	pattern	of	human	resource	
management	have	been	attracted	 to	 the	debate	as	
they,	especially	employee	have	been	struggling	with	
problematic	industrial	relations	and	even	low	growth.	
Any	 economic	 development	 and	 modernization	 of	
Technology	 does	 lead	 to	 better	 productivity,	 lower	
cost,	 congenial	 physical	 work	 environment;	 at	 the	
same	 time	 it	 creates	 a	 different	 kind	 of	 problems	
connected	with	Human	Resource,	Employment	and	
productivity,	which	cannot	be	ignored.		Some	of	the	
issues	which	need	to	be	considered	and	resolved	can	
be	summarized	as	follows:

Technology and Its Impact on Employee Relations 

Whether	with	the	modernization	of	technology,	any	
changes	in	the	workforce	are	taking	place,	and	if	so,	
what	are	the	implications	for	the	Indian	organisations?

Whether	the	technology	transfer	and	upgradation	is	
leading	 to	 the	 stagnation	 of	 the	 existing	workforce	
in	the	organisation	and	if	so,	what	steps	need	to	be	
taken	 to	 reverse	 this	 trend,	 as	 a	 country	 like	 India	
can	 ill-afford	 such	 transfer	 of	 technology	 which	
tremendously	reduces	employment	potential.

What	 impact	will	 such	 transfer	 of	 technology	 have	
on	 the	 general	 employee	 relations	 climate	 of	 the	
country?	 	 Should	 the	 organisation	 not	 introduce	
vocational	 and	 skill	 training	 schemes	 to	 open	 up	
avenues	for	the	vertical	growth	of	the	employees	in	
cases	at	such	technology	transfer?		If	so,	what	are	the	
organization’s	responsibilities	in	this	regard?

In	 case	 of	 any	 technology	 transfer	 from	 western	
countries	 to	 India,	 the	 normal	 tendency	 is	 to	 plan	
on	 the	 basis	 of	manning	 standards	 originally	 given	
by	 the	 western	 organisations.	 	 However,	 in	 Indian	
organisations,	 any	 such	 “wholesale”	 technology	
transfer	 and	manning	 standards	 result	 in	 problems	
due	 to	 different	 norms,	 cultural	 values,	 socio-
economic	conditions	with	the	result	that	all	manning	
norms	 get	 distorted	 as	 there	 are	 no	 yardsticks	
developed	in	India.		Therefore,	in	any	such	instance,	
these	 Indian	 organisations	 approach	 management	
consultants	 to	 help	 them	 evolve	 certain	 manning	
standards	or	norms	at	a	stage	when	it	becomes	too	
late	to	take	full	fledged	corrective	steps.	 	 It	may	be	
worthwhile	for	an	organisation	to	identity	the	various	
factors	which	influence	manning	standards	in	case	of	
technological	changes.		It	may	also	be	worthwhile	to	
consider	the	role	Human	Resource	experts	can	play	
in	developing	standards	and	manning	norms	suitable	
in	the	Indian	context.

Similarly,	 for	productivity	yardsticks	also,	we	have	a	
tendency	to	compare	with	western	standards	on	the	
basis	of	labour	productivity	per	man	hour.		However,	
the	 conditions	 in	 the	 West	 and	 in	 a	 developing	
country	like	India	are	totally	different.	 	 In	the	West,	
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for	example,	most	of	the	countries	operate	more	or	
less,	 on	 a	 full	 employment	 basis.	 	 The	 skill	 level	 is	
much	higher;	so		is	the	wage	level;	while	in	India,	the	
skill	and	the	technical	competence	as	well	the	wage	
level	 are	 very	 low,	 apart	 from	 the	 different	 values	
and	 traditions	 which	 affect	 the	 labour	 attitude,	
absenteeism,	 overtime,	 etc.	 	 In	 such	 a	 situation,	
the	 norms	 of	 measuring	 productivity	 may	 have	 to	
be	based	on	investment	per	man	or	production	per	
unit	of	capital	employed.		Therefore,	it	may	be	worth	
considering	the	issue	of	productivity	measurement	in	
the	Indian	context,	on	different	yardsticks	like	Capital	
employed,	wage	level,	vocational	and	skill	education	
of	 the	 labour	employed.	 	 In	 this	 context,	 it	may	be	
worth	considering	the	challenges	and	the	work	need	
to	be	done	by	the	Indian	organisations	in	upgrading	
the	skills	of	the	existing	and	potential	workforce.

Another	 issue	 to	 be	 considered	 is	 that	 with	 the	
transfer	of	high	technology,	should	the	Government	
intervene	to	prevent	displacement	of	labour	so	that	
organisations	 are	 compelled	 to	 provide	 alternative	
employment	 simultaneously	 by	 appropriate	
expansions	 and	 through	 matching	 of	 employee	
skills	 by	 re-training	 so	 that	 employment	 potential	
increases	within	the	organisation?	Herein	comes	the	
issue	 of	 social	 responsibility	 of	 business.	 	 How	 the	
organisations	 should	 meet	 the	 challenges	 of	 social	
responsibility	needs	to	be	considered.

Employee Relation Systems and Collective 
Bargaining 

As	 mentioned	 earlier,	 the	 backbone	 of	 employee	
Relations	system	was	based	on	collective	bargaining	
and	 power	 dynamics.	 Collective	 bargaining	 focuses	
on	 maintaining	 a	 balance	 of	 power	 between	 the	
parties	concerned.		It	was	characterized	by	mistrust	
on	 both	 sides,	 withholding	 of	 information	 and	 the	
use	 of	 pressure	 tactics.	 	 However,	 the	 adversarial	
relationship,	 and	 consequently	 the	 nature	 of	
collective	 bargaining,	 is	 becoming	 irrelevant	 in	 the	
changed	 economic	 scenario.	 	 There	 have	 been	 far	
reaching	 changes	 in	 the	 pattern	 of	 investment	 in	
industry,	 emergence	 of	 special	 interest	 groups	 like	
consumers	and	the	public,	a	redefinition	of	the	whole	

master-servant	relationship	between	employers	and	
employees.		Therefore,	the	whole	employee	relations	
systems	need	to	be	reviewed.

The	traditional	British	system	of	Collective	Bargaining	
based	on	power	dynamics,	mistrust,	non-sharing	of	
information,	 threat	 and	 counter	 threats	 like	 strikes	
and	 lockouts,	 are	 no	 longer	 valid.	 	 The	 old	 British	
System	 of	 Collective	 bargaining	 had	 validity	 when	
there	 was	 proprietary	 ownership;	 however,	 today	
the	 ownership	 pattern	 has	 changed.	 	 Mostly,	 the	
organisations	 run	 on	 public	 funding	 and	 not	 the	
personal	investment	of	single	owner	earned	through	
their	 own	 sweat	 and	 blood.	 	 Therefore,	 today	 the	
stake	 of	 the	 community	 in	 an	 enterprise	 is	 much	
greater.	 	The	organisation	cannot	be	 left	exclusively	
to	 the	 so-called	 managers	 and	 workmen.	 There	 is	
need	 to	make	 negative	 tactics	 like	 strikes,	 lockouts	
which	 harm	 the	 community,	 totally	 redundant	 by	
creating	 alternative	 conflict	 resolution	 mechanism	
which	 does	 not	 harm	 the	 organisation	 or	 public	 at	
large.	 	 The	 Indian	 judicial	 system	 like	 labour	 courts	
etc	has	not	been	best	alternative	as	it	can	take	years	
before	 the	 conflict	 is	 resolved.	 	 	 The	 creations	 of	
Labour	Relations	Commission	or	Arbitration	Boards	
were	steps	in	right	direction.		However,	certain	time	
bound	limit	has	to	be	compulsorily	made	so	that	no	
conflict	 remains	 pending	 for	 years	 otherwise	 the	
parties	could	again	resort	to	pressure	tactics.		It	is	also	
essential	 that	 at	 organisation	 level,	 there	 are	 some	
neutral	bodies	to	resolve	conflicts.	In	Germany,	they	
have	“Mediation	Boards”	comprising	of	shareholders	
nominee,	employees	nominee	and	neutral	Chairman	
who	 has	 a	 casting	 vote.	 	 Some	 such	 arrangements	
could	be	thought	of	in	Indian	context	also.	

Alternative Approaches to the Theory of 
Management and Employee Relations 

Considering	 the	 changing	 pattern	of	 industries,	 the	
whole	 classical	 definition	 of	 management	 based	
on	 the	 manager’s	 role	 in	 planning,	 organising,	
directing,	 controlling	 and	 his/her	 consequent	
prerogative	 to	 plan,	 organise,	 direct,	 control	 etc.,	
needs	 to	 be	 redefined	 due	 to	 the	 emergence	 of	
various	 interest	 groups	 including	 trade	 unions,	
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consumer	 forums,	 public	 at	 large,	 etc.	 	 Under	
the	 changed	 circumstances,	 the	 managers	 find	 it	
difficult	to	exercise	these	prerogatives	and	thus	find	
a	gap	between	theory	and	practice	of	management	
(Virmani	 2007).	 	 In	 the	 changed	 scenario	 we	 need	
to	 develop	 a	 theory	 of	management	which	 defines	
“how	do	we	manage	without	any	managerial	 rights	
or	 prerogatives”	 or	 “how	 do	 we	 manage	 with	 the	
consent	 of	 people	 whom	 we	 are	 managing”.	 	 The	
western	 world	 is	 yet	 to	 evolve	 a	 satisfactory	 new	
definition	 of	 management	 in	 the	 changed	 context.		
Therefore,	today’s	managers	are	finding	themselves	
in	 an	 anomalous	 position,	where	 on	 the	 one	 hand	
they	 believe	 that	 they	 have	 managerial	 rights	 and	
prerogatives	 while	 in	 reality	 they	 are	 powerless	 to	
exercise	 any	 of	 those	 rights.	 	 Certain	 academicians	
and	theorists	are	trying	to	develop	alternatives	to	the	
outdated	classical	definition	of	management,	based	
on	participatory	models	but	nothing	satisfactory	has	
emerged	as	yet.	Therefore,	the	western	management	
today	 is	passing	through	a	transitory	phase	of	crisis	
whereby	the	old	model	of	management	is	dead	and	
the	new	 is	yet	 to	be	born.	 	Some	are	 taking	 refuge	
in	 the	 Japanese	 model	 where	 they	 have	 tried	 to	
blend	their	traditional	value	system	with	the	current	
management	 concepts.	 	 For	example,	 if	 seniority	 is	
to	be	respected	then	the	senior	most	must	be	made	
meritorious	 by	 heavy	 investment	 in	 training	 and	
development.		Similarly,	the	selection	and	placement	
have	to	be	 in	 line	with	the	strengths	of	the	people.		
Reward	 and	 recognition	 be	 group-based	 rather	
than	 individual-based.	 	 However,	 other	 countries,	
especially	in	the	west,	are	unable	to	transplant	such	
models	partly	because	of	the	cultural	gaps	and	partly	
because	 of	 the	 mind-set	 problem	 whereby	 they	
find	 it	 difficult	 to	 give	 up	 the	 traditional	 approach	
which	the	government,	trade	unions,	employers	and	
academicians	have	been	advocating	 for	 almost	100	
years.

In	any	model	of	employee	relations,	the	adversarial	
approach	and	collective	bargaining	must	give	way	to	
participative	structures	or	development	of	institutions	
that	 check	 the	 adversarial	 approach.	 	 USA	 tried	 to	
tamper	 with	 collective	 bargaining	 by	 developing	
Independent	 Neutral	 Arbitration	 Boards.	 	 Germany	
took	 refuge	 in	 an	 all	 comprehensive	 law	 on	 co-

determination	which	gradually	is	replacing	collective	
bargaining	 which	 itself	 is	 undergoing	 metamorphic	
change.	 	 There	 is	 resistance	 from	 the	 trade	 union	
leadership	 for	 any	 structural	 changes	 as	 they	 feel	
they	can	thrive	better	in	the	adversarial	approach.		In	
countries	like	Germany,	Singapore	and	Malaysia,	with	
the	decline	of	adversarial	approach,	the	trade	union	
membership	 also	 declined	 initially.	 	 However,	 they	
had	to	redefine	their	role	and	started	concentrating	
on	 non-bargainable	 activities	 to	 enrich	 workers’	
life	 which	 resulted	 in	 gradual	 increase	 of	 trade	
union	membership.	 	 Some	of	 the	other	 developing	
countries	like	Malaysia,	Singapore	and	Thailand	which	
have	reached	almost	full	employment	level	without	
any	 workers’	 exploitation	 do	 not	 believe	 much	 in	
the	 traditional	 adversarial	 approach.	 	However,	 the	
government	played	a	crucial	role	in	ensuring	that	the	
employees’	 interest	 is	protected	without	disrupting	
the	production	activity.	In	the	Indian	context,	possibly	
two	alternative	approaches	could	be	adopted.		One	is	
that	the	Government	plays	an	active	role	by	enacting	
a	highly	protective	legislation	for	the	employees	and	
at	the	same	time	puts	restrictions	on	any	direct	action	
or	strikes	as	has	been	done	successfully	in	Singapore,	
Malaysia	and	Thailand	(Virmani	1997).		Alternatively,	
a	participatory	model	is	evolved	whereby	the	issues	
are	 settled	 not	 based	 on	 collective	 bargaining	 but	
mutual	 integration	 of	 interests	 with	 full	 sharing	 of	
information.	 	 Here	 the	 government	 may	 have	 to	
bring	 in	 a	 comprehensive	 scheme	 initially	 through	
legislation.

Need for Change in Company Laws  

Major	 issue	 having	 a	 bearing	 on	 the	 employer	 /	
employee	 relations	 is	 the	 definition	 of	 company	 as	
enunciated	in	the	Indian	Company’s	Laws	which	are	
in	turn	is	based	on	the,			traditional	British	concept.		
It	 is	 grounded	 in	 the	 19th	 century	 British	 creation	
that	 does	 not	 distinguish	 between	 a	 small	 and	 a	
large	 limited	 liability	 company.	 	 In	 fact,	 it	 dies	 not	
distinguish	even	between	nationalized	industries	and	
other	companies	hinted	under	the	legislation.		There	
may	be	a	need	for	some	fundamental	changes	in	the	
company	law.

There	are	 two	basic	 problems	 to	be	 tackled,	which	
are	of	 relevance	 to	 the	 employee	 relations	 system.		
The	first	is	the	concept	under	the	company	law	that	
shareholders	own	the	firm;	and	the	forum	for	decision	
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making	in	companies.		In	reality,	however,	the	general	
body	meetings	 are	 very	 formal	 occasions	 and	 they	
are	not	forums	for	bargaining	or	participation.		Most	
of	the	general	bodies	meet	once	a	year	and	for	a	very	
short	period.		The	shareholder	with	a	large	block,	of	
course,	is	in	an	effective	position,	but	the	one	with	a	
few	votes	is	in	weak	position.	An	employee’s	at	least	
attends	 the	 company	 for	 over	 300	 days	 in	 a	 year,	
whereas	the	small	shareholder	probably	never	sees	
it	and	cannot	afford	to	go	any	way.

The	 present	 structure	 of	 the	 companies	 which	
periodically	 come	 to	 limelight	 is	 that	 certain	
companies	 try	 for	 takeovers	 through	 aggressive	
purchase	 of	 shares	 in	 the	 stock	 market,	 indicating	
that	 the	 shareholdings	 are	 diffused.	 	 Most	 of	 the	
shares	are	held	by	public	institutions	and	not	the	so-
called	owners	or	managers.		In	such	a	situation,	the	
stake	in	the	company	of	the	so-called	‘shareholders’	
may	be	marginal	and	of	the	top	managers	only	that	
of	 mercenaries	 as	 their	 investment	 is	 negligible.	 It	
is	 the	employees	 and	 the	public	 at	 large	who	have	
the	 major	 stake	 and	 who	 are	 likely	 to	 be	 affected	
the	maximum	in	any	organizational	decision-making	
process.		As	per	the	present	company	structure,	there	
are	 four	 contestants	 for	 power	 in	 a	 company.	 The	
first	is	the	shareholder	as	per	the	traditional	basis	of	
company	 Law.	 The	 second	 is	 the	 top	management	
and	 some	 claim	 that	 the	 real	 power	 in	 a	 company	
lies	with	the	top	managers.		However,	company	law	
does	 not	 recognize	 the	 management	 as	 a	 power	
centre	but	more	or	less	as	part	of	the	company.		One	
cannot	 say	 that	managerial	 powers	have	a	place	 in	
the	 framework	of	 company	 law,	as	managers	 could	
be	as	vulnerable	as	worker.

The	 third	 power	 is	 the	worker	 and	 it	 is	 this	 power	
which	has	been	most	talked	about	in	the	concept	of	
employee	relations	system.		The	fourth	power	about	
which	we	 have	 heard	 a	 lot	 recently	 but	which	 has	
hardly	a	strong	spokesman	for	it,	is	something	which	
may	be	called	social	or	public	interest.		It	is	interpreted	
in	 various	 forms	 as	 “the	 consumer”	 “Government	
policy”,	 ‘the	 State”,	 etc.	 	 Whatever	 we	 are	 talking	
about,	 whether	 it	 is	 consumer	 protection,	 national	
wage	 policy,	 pollution,	 or	 the	 economic	 climate,	
there	is	plainly	this	fourth	aspect	which	would	need	

weaving	 into	 the	 fabric	 of	 the	 organization	 of	 a	
company	 through	 legislation.	 	 The	 difficulty	 is	 how	
one	gets	the	consumer	interest,	the	state	interest	or	
the	 social	 interest	 into	 the	management	 that	 could	
be	converted	 into	 legal	terms.	 	The	 law	already	has	
a	 great	 deal	 of	 difficulty	 in	 separating	 the	 Director	
as	 a	 person	 from	 the	 Director	 as	 an	 agent	 of	 the	
shareholders.		One	of	the	points	to	be	considered	is	
that	of	the	law	ensuring	that	the	directors	behave	as	
agents	of	shareholders	and	do	not	go	on	rampage	on	
their	own.

Therefore,	 it	 is	 difficult	 to	 think	 in	 terms	 of	
institutionalizing	 and	 defining	 management.	 	 It	 is	
even	difficult	 in	 the	present	day	context	 to	 think	 in	
real	terms	of	institutionalizing	the	employee.		There	
are	two	views	here.	The	trade	unions	when	they	talk	
about	workers,	 talk	 about	 trade	unionists,	whereas	
most	 managements	 talk	 about,	 quite	 rightly,	 their	
employees,	whether	they	be	trade	unionists	or	not.	
So,	 there	 is	 also	 the	 problem	 of	 institutionalizing	
the	 consumer	 or	 the	 State	 interest.	 The	 German	
participative	scheme,	which	has	a	Supervisory	Board,	
was	 an	 attempt	 to	 institutionalize	 these	 with	 the	
concept	 of	 management,	 worker	 and	 community	
representative.	 	 We	 in	 India,	 with	 the	 acquired	
British	attitude	of	emphasis	on	collective	bargaining,	
would	 have	 much	 more	 difficulty	 in	 evolving	 such	
a	 cooperative	 system	 that	 is	 based	 on	 a	 conflict	
oriented	 bargaining	 culture	 into	 the	 idea	 of	 the	
advisory	 forums	 so	 as	 to	 help	 these	 interests	 in	
expressing	their	views.

In	spite	of	all	these	problems,	any	frame-work	evolved	
has	 to	 take	 into	account	 the	financial	 interests	 	 for	
ownership	 and	 for	 shareholder	 interests	 and	 this	
has	 to	 be	 balanced	 with	 the	 employee	 interest,	
management	interests	and	the	country’s	interests.

The	 starting	 point	 from	 the	 management	 angle	
could	 be	 some	 compulsion	 to	 give	 information	 to	
the	employees	 force	by	 the	management,	a	 sort	of	
open	book	system.	 	Many	companies	may	perceive	
this	to	be	contrary	to	the	duty	of	the	company	to	its	
shareholder,	 who	 should	 get	 this	 information	 first.		
However,	 as	 mentioned	 earlier	 this	 old	 concept	 of	
shareholders’	interest	being	supreme	does	not	hold	
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good	in	a	new	context	of	public	ownership.

Contingency/Contract Employees and Outsourcing 

The	 issue	 of	 contract	 labour	 has	 been	 bone	 of	
contention	 for	 years.	 	 For	 example,	 the	 issues	 like	
canteen	 takes	 lot	 of	 time	of	 the	organization	while	
they	 should	 be	 spending	more	 time	 on	 their	main	
production	 activity.	 	 Therefore,	 organization	 should	
have	freedom	to	outsource	some	support	functions	
like	canteens	etc.	at	the	same	time	ensuring	that	the	
employees	are	adequately	taken	care	of	by	covering	
them	under	fair	legislation	applicable	to	outsourcing	
agencies.	 	 In	other	works,	 the	outsourcing	agencies	
should	 also	 abide	 by	 the	 protective	 legislation	 as	
applicable	to	all	other	organizations.

Contingency/contract	 employers	 can	 also	 have	
long	 term	 hidden	 costs.	 	With	 few	 employees	 and	
activities,	the	firm	may	act	/	react	faster,	but	may	not	
possess	the	capability	to	change	in	the	ways	needed.		
Firms	can	lose	control	over	outsourced	functions	and	
be	on	the	mercy	of	suppliers.		Contingency	employee	
may	 actually	 reduce	 rather	 than	 build	 their	 skills	
set	 and	 knowledge	 base	 necessities	 to	 survive	 in	
the	new	competitive	landscape.	 	Substantive	use	of	
contingency/contact	workers	can	also	create	potential	
friction	 and	 danger	 of	 safety	 especially	 in	 chemical	
industries.	 	 Too	 much	 contingency	 employees	 and	
outsourcing	may	 create	 static	 rather	 than	 dynamic	
flexibility.	Such	firms	may	have	flexibility	to	change,	
but	not	the	skills	necessary	to	change	required	 in	a	
competitive	environment.		Developing	human	capital	
helps	 create	 dynamic	 strategic	 flexibility	 while	 use	
of	 contingency	 employees	 and	 outsourcing,	 now	
popular	 in	 industry,	create	static	flexibility.	Strategic	
flexibility	is	the	capability	of	the	firm	to	be	proactive	or	
response	quickly	to	changing	competitive	conditions	
and	thereby	develops	and/or	maintains	competitive	
advantage.	 	 Increasing	 emphasis	 in	 developing	
human	capability	is	necessary	in	development	of	new	
technologies.

Strategy of Developing Human Resources for 
Employment 

One	 of	 the	 objectives	 of	 any	 country,	 specially	 a	

developing	 country,	 is	 to	 ensure	 full	 production	
and	employment	for	all	who	are	available	and	seek	
work.	Therefore,	the	HRD	strategy	is	to	be	linked	to	
the	 investment,	 the	 fiscal,	 the	monetary	 and	 even	
the	wage	and	price	policies.	The	policy	objectives	of	
the	HRD	strategy	should	be	to	develop	economically	
sound	 production-oriented	 employment	 rather	
than	 relief-oriented	 employment.	 	 In	 other	 words,	
it	 should	 stimulate	 and	 not	 impede	 the	 process	 of	
economic	development.		Therefore,	a	well-designed	
employment	 promotion	 policy	 should	 lay	 down,	 in	
quantitative	 terms,	 the	 employment	 and	 training	
targets	for	different	sectors	of	the	economy	and	also	
lay	down	 the	measures	necessary	 for	 realization	of	
these	employment	objectives.	It	is	essential	that	such	
a	policy	be	carried	out	within	the	overall	framework	of	
national	development	plans.		Experience	shows	that	
only	those	countries,	especially	 in	the	Asian	region,	
which	were	 able	 to	 achieve	 a	 compounded	 rate	 of	
GDP	of	 8	percent	or	more	 succeeded	 in	 securing	 a	
progressive	decline	in	the	rate	of	unemployment.		

It	would	be	useful	 to	work	out	a	detailed	 inventory	
of	 the	 technology	 alternatives	 available	 for	 each	
industry,	 and	within	 each	 industry,	 for	 each	 of	 the	
major	 processes,	 for	 the	 guidance	 of	 the	 planners	
and	 policy	 –makers.	 	 The	 general	 approach	 of	 the	
HRD	strategist	should	take	into	account	the	following	
factors:

1.	 	Identification	of	the	areas	of	economic	activity	
which	 are	 seriously	 handicapped	 due	 to	
shortages	of	technical,	professional	and	skilled	
manpower.		

2.	 Initiate	necessary	measures	for	the	development	
and	training	of	strategic	manpower.

3.	 Initiating	 appropriate	 policies	 for	 efficient	
utilization	of	the	available	human	resources	 in	
the	country.

Role of Trade Unions, Management, Government 
and Academicians 

If	we	have	 to	give	up	 the	adversarial	and	collective	
bargaining	approach	and	develop	alternative	models,	
then	the	role	of	the	involved	parties	has	to	undergo	
the	 metamorphic	 change.	 An	 important	 aspect,	
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which	 is	 often	 felt	 and	 highlighted,	 is	 whether	 the	
trade	unions	in	this	process	would	lose	their	control	
over	 labour	 in	a	fluid	situation	 like	ours?	While	 the	
fears	maybe	genuine,	 they	may	be	 less	appealing	 if	
viewed	 in	 totality	 of	 the	 perspective.	 In	 alternative	
approaches	perhaps	 there	will	be	 lesser	chances	of	
multiplicity	 of	 unions	 and	 lesser	 role	 for	 militancy,	
but	the	need	for	trade	unions	will	not	be	done	away	
with.	The	 role	of	 trade	unions	may	be	 restricted	 to	
social	matters	rather	than	the	economic	and	security	
matters.	 	 But	 the	 role	 will	 not	 be	 reduced	 to	 an	
enviable	 extent.	 It	 is	 believed	 that	with	 the	 advent	
of	 the	 employees	 participation	 in	 management,	
the	 collective	 bargaining	 process	 would	 undergo	 a	
metamorphosis	as	 to	 show	more	 responsibility	and	
more	rationality,	be	more	productivity	–based	rather	
than	ideology	or	interest	based.

The	Trade	Unions	and	Employee	Associations	on	their	
part	will	gradually	change	their	roles.	They	will	have	
to	give	greater	attention	to	non-bargainable	activities	
in	enriching	the	employees’	life.		In	addition,	they	will	
have	to	strengthen	the	capacity	of	the	employees	and	
their	 representatives	 in	participative	forums	to	play	
a	more	effective	role	rather	than	directly	fighting	on	
day-to	–day	matters.	The	trade	unions	may	also	take	
up	a	major	role	in	employees’	education	to	prepare	
them	for	their	new	role	by	upgrading	their	skill	and	
capacity	 to	participate	more	effectively	 in	decision-
making	processes	of	the	organization.

The	 management’s	 role	 will	 also	 undergo	
transformation.	 With	 the	 involvement	 of	 the	
employees	themselves,	some	of	the	decisions	taken	
by	 the	 middle	 level	 management	 may	 shift	 to	 the	
participatory	 forums.	 	 Also,	 with	 the	 technological	
changes	 and	 introduction	 of	 computers,	 some	 of	
the	major	decisions	and	information	vital	to	decision	
making	processes	will	be	 limited	to	few	middle	and	
top	level	personnel	were	eliminating	the	need	of	too	
many	hierarchical	 levels.	 	There	will	also	be	greater	
need	 to	 disseminate	 information	 to	 participatory	
committee’s	from	which	the	management	may	derive	
the	 authority	 to	 take	 decisions.	 Therefore,	 it	 will	
be	 desirable	 to	 review	organization	 structures	with	
larger	span	of	controls.		Also	in	the	changed	scenario,	
both	management	 and	union	 together	will	 have	 to	

increase	the	trainability	of	workforce	by	continuously	
upgrading	their	skills.

In	the	initial	stages	of	transformation,	the	Government	
may	have	to	play	a	more	active	role.		As	is	revealed	in	
some	of	the	case	studies,	both	the	parties-the	union	
and	 the	 management-would	 like	 to	 maintain	 their	
prerogatives	 and	 independence,	 being	 used	 to	 the	
idea	of	collective	bargaining	for	decades.		They	may	
find	it	difficult	to	give	up	these	approaches	suddenly.			
Therefore,	 at	 the	 initial	 stages,	 the	 government	
may	 have	 to	 play	 an	 active	 role	 in	 introducing	 and	
nurturing	 the	 new	 institutions	 with	 the	 help	 of	
law	 and	 government	 machinery.	 	 The	 US	 system	
of	 strengthening	 the	 collective	 bargaining	 system,	
some	believe,	 could	 be	 the	 ideal	 but	 unfortunately	
over	 forty	 years	 of	 efforts	 in	 this	 direction	 by	 the	
government	and	various	organizations	in	India	have	
not	let	us	with	any	hope.			

The	academicians	who	have	been	brought	up	in	the	
tradition	of	 classical	 definition	of	management	 and	
collective	 bargaining	 may	 have	 to	 do	 research	 in	
finding	out	alternative	models	of	management	that	
are	 more	 relevant	 in	 the	 changing	 environment.		
The	prerogative	based	management	may	have	to	be	
substituted	with	 the	 theory	of	management	 that	 is	
more	participatory	in	approach	without	the	concept	
of	managerial	 rights.	 	 The	 “Sacred	 Cow	 Approach”	
towards	collective	bargaining	may	have	 to	be	given	
up	 as	 a	 fundamental	 principle	 of	 the	 Employee	
Relations	System.

CONCLUSIONS  

Any	Human	Resource	Development	 (HRD)	 planning	
process	 must	 take	 into	 account	 the	 level	 of	
development	 of	 each	 country.	 	 Therefore,	 there	
cannot	 be	 uniform	 HRD	 strategies	 applicable	 in	 all	
situations.	 	 Even	 within	 the	 country,	 there	 could	
be	wide	 variations	 in	 terms	 of	 the	 development	 of	
technology	in	different	segments	and	sectors	of	the	
economy.		Though,	it	is	often	argued	that	new	markets	
and	 technologies	 require	 a	 more	 highly	 skilled,	
better	 educated,	more	mobile	workforce,	 however,	
on	 the	 other	 hand,	 in	 many	 developing	 countries,	
such	 statements	 could	 be	 contradicted	 based	 on	
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employment	level	and	opportunities	available.		There	
may	be	a	shift	from	manual	jobs	to	more	white-collar	
ones.			However,	many	employees	are	still	struggling	
in	 the	 work	 environment,	 which	 has	 not	 altered	
since	 the	 middle	 of	 the	 last	 century.	 	 Many	 more	
employees	are	caught	up	in	the	movement	towards	
greater	 automation	 and	 at	 times	 perform	mindless	
jobs;	 at	 the	 same	time	we	may	 have	 some	 kind	 of	
technology	importation.

Therefore,	it	may	be	impractical	to	assume	that	there	
will	 be	 sudden	 change	of	 technology	 in	 all	 spheres	
in	 all	 countries.	 	 In	 certain	 segments	 and	 sectors,	
there	 may	 be	 modern	 technology,	 while	 in	 other	
spheres,	especially	in	the	informal	sector,	traditional	
technology	with	slight	improvements	may	continue.		
Therefore,	we	have	to	develop	people	with	different	
training	or	different	skills	to	suit	the	traditional,	the	
most	modern	and	a	blended	version	of	the	two.

It	 is	 needless	 to	 mention	 that	 HRD	 planning	 and	
Employment	 Practices	 are	 very	 much	 related	 to	
the	 country’s	 policies	 on	 choice	 of	 technology,	 the	
motivation	level	of	the	persons	to	accept	the	change,	
the	resistance	from	the	trade	unions,	and	the	current	
educational	level	linked	to	the	demand	and	supply	of	
the	workforce.

The	 Role	 of	 Professional	 Bodies	 like	 International	
Federation	of	Training	&	Development	Organisation	
(IFTDO)	&	Indian	Society	for	Training	&	Development	
(ISTD)	 will	 be	 to	 increase	 the	 capability	 of	 Human	
Resources	 to	 meet	 the	 challenges	 	 of	 Future	
Technological	 &	 Competitive	 Environment;	 thus	
giving	 a	 new	 direction	 to	 future	 employee	 relation	
scenario,	 where	 the	 accent	 will	 be	 on	 cooperation	
and	not	necessarily	conflict.		The	institutions	will	have	
to	be	created	to	resolve	any	differences	or	conflicts	
without	 harming	 the	 larger	 interest	 of	 employees	
and	the	public	at	large.
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Don’t see others doing better than 

you, beat your own records every day 

because success is a fight between you 

and yourself.

 - Chandrashekhar Azad
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INTRODUCTION

The	COVID	–	19	pandemic	shocked	the	entire	world.	
All	 countries	 across	 the	 globe	 had	 to	 bring	 every	
aspect	of	their	economy	to	a	grinding	halt	and	focus	
on	curbing	 infections	and	treating	the	infected.	The	
Coronavirus	 disease	 (COVID-	 19)	 first	 appeared	 in	
the	Wuhan	city	of	Hubei	Province	of	China	and	was	
declared	a	global	health	emergency	by	World	Health	
Organization	 on	 30th	 January,2020.	 The	 COVID-19	
is	a	highly	transmittable	and	hence	it	spread	almost	
across	Globe.	As	a	result,	COVID-19	disease	spread	in	
India	also.	Mumbai,	 the	capital	city	of	Maharashtra	
and	known	as	Financial	Capital	of	India	is	the	worst	
affected	 city	 in	 India.	 To	 impose	 social	 distancing	
and	to	curb	the	spread	of	virus,	series	of	lockdowns	
were	initiated	in	India.	The	multi-dimensional	impact	
of	 pandemic	 and	 subsequent	 lockdown	 resulted	
into	 closure	 of	 Businesses,	 Educational	 Institutes,	
Entertainment	 places,	 collapse	 of	 tourism	 and	
related	 incomes	 in	 cities	 notably.	 In	 Mumbai	 the	

life	 line	 of	Mumbai	 i.e.	 Local	 Trains	 were	 stopped.	
Organizations	 had	 no	 option	 but	 to	 suspend	 their	
operations	temporarily	till	the	situation	comes	under	
control	or	they	started	implementing	the	concept	of	
‘Work	 from	 Home’,	 which	 was	 comparatively	 new	
for	 Indian	 scenario.	However	Urban	 Local	 Body	 i.e.	
Local	 Municipal	 Corporation	 was	 supposed	 to	 play	
a	 very	 important	 role	 during	 this	 pandemic.	 It	was	
a	 prodigious	 challenge	 for	 local	 governance	 on	 the	
frontline.	Water	 supply,	 Sanitation,	Health	 services,	
Solid	 Waste	 Management	 are	 the	 most	 important	
obligatory	duties	of	Municipal	Corporation.

In	 the	 present	 study,	 an	 attempt	 has	 been	 made	
to	 represent	 the	 case	 of	 Solid	Waste	Management	
(SWM)	 of	 the	 Municipal	 Corporation	 of	 Greater	
Mumbai	 (MCGM).	 The	 more	 focus	 is	 given	 on	
tackling	challenges	due	to	COVID-19	and	approaches	
used	including	various	HR	interventions	for	effective	
service	delivery.

ABSTRACT

COVID-19 pandemic spread like wildfire and left behind its impact across the World. Experts opined that 
it will be one of the worst recessions the World has ever seen. While certain businesses may permanently 
close down, some will straggle and some will come out as minor. Local Municipal Corporation was expected 
to deliver all essential services like Water Supply, Solid Waste Management without fail. Workers who are 
handling solid waste are more prone to any infections. During pandemic to deliver the services as per 
expectations of citizens was very difficult task. Various HR interventions helped in boosting the morale of 
the employees during pandemic and getting the desired results from employees. This study on Municipal 
Corporation of Mumbai was conducted in the Solid Waste Management department. The conclusion of the 
study reveals the success story of SWM in controlling the spread of COVID-19. 

KEYWORDS

COVID-19, SWM, corona, pandemic, MCGM, HR interventions
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Overview of SWM Practices of MCGM

Municipal	Corporation	of	Greater	Mumbai	is	one	of	
the	oldest	Municipal	Corporation	in	India	established	
under	 the	 Mumbai	 Municipal	 Corporation	 (MMC)	
Act	 1888.	MCGM	 covers	 two	 districts	 viz.	 Mumbai	
and	Mumbai	suburbs.	 It	covers	total	area	of	476.24	
sq.km	 and	 having	 population	 of	 12.44	 million	 (as	
per	Census	2011)	+	floating	population	more	than	5	
million	 per	 day.Solid	Waste	Management	 is	 one	 of	
the	 important	 obligatory	 duties	 of	MCGM.	 	 As	 per	
Municipal	 Solid	Waste	 (Management	 and	handling)	
Rules	2000,	notified	by	Ministry	of	Environments	and	
Forests,	 every	Municipal	 authority	 shall,	within	 the	
territorial	area	of	the	municipality,	be	responsible	for	
the	implementation	of	the	provisions	of	these	rules,	
and	for	any	infrastructure	development	for	collection,	
storage,	segregation,	transportation,	processing	and	
disposal	of	Municipal	Solid	Waste	(MSW).

In	 Mumbai	 every	 day	 approximately	 6300	 Metric	
Tons	 of	 MSW	 is	 generated	 from	 Residences	 and	
commercials,	 Slum	 Colonies,	 Streets	 and	 Roads,	
Markets	and	Hotels,	Beaches,	Construction	activities,	
Hospitals	 and	 Bio	 Medical	 Waste	 and	 Dry	 Waste.	
MCGM	 have	 necessary	 infrastructure	 so	 that	 this	
Municipal	 Solid	Waste	can	be	manage	as	per	MSW	
Rule	 2000	 to	 the	maximum	extent.	 To	manage	 the	
huge	 quantity	 of	Municipal	 Solid	Waste	 every	 day,	
MCGM	deploys	more	 than	5000	workers	of	various	
categories	 from	different	sources,	and	around	1500	
various	 Solid	 Waste	 collection	 vehicles	 viz.	 Bulk	
Carriers,	 Compactors	 of	 different	 Capacities,	 Small	
Close	 Vehicles,	 Beach	 Cleaning	 Machines,	 and	
MechanicalPower	Sweeper	etc.	

For	effective	 implementation	of	MSW	2000,	MCGM	
has	 implemented	 various	 initiatives	 and	 drives.	
Following	are	some	of	the	worth	noting	drives.

•	 Mechanical	 Power	 Sweeping	 for	 cleaning	 of	
Roads

•	 Beach	Cleaning	Machines.
•	 Swaccha	 Mumbai	 Prabodhan	 Abhiyan	 –	 for	

Slum	and	Slum	like	Colonies.
•	 Vehicle	Tracking	and	Management	System.

•	 Dry	Waste	Collection	and	Sorting	Centers.
•	 MSW	 processing	 facilities	 –	 Generation	 of	

electricity	and	composts
•	 Electronic	Waste	Management	
•	 Bio-Medical	Waste	Management
•	 Underground	bins	for	collection	of	Solid	Waste
MCGM	 has	 also	 deployed	 Clean-Up	 Marshals	 for	
imposing	fine	on	the	defaulters	of	MSW	2000	rules.	
To	 cater	 the	 need	 of	 Slum	 Population	 and	 Floating	
Population	 facilities	 of	 Community	 Toilets,	 Pay	 and	
Use	Toilets,	Public	Toilets	are	provided	which	in	turn	
helps	in	keeping	city	clean.		

Challenges Faced during COVID-19 Pandemic

During	early	stage	of	pandemic	in	India,	Maharashtra	
was	 a	 hotspot	 that	 accounts	 for	 nearly	 one-third	
of	 total	 cases	 in	 India	 as	 well	 as	 about	 40%	 of	 all	
deaths.	 Mumbai,	 Capital	 City	 of	 Maharashtra	 and	
the	Financial	Capital	of	India	were	the	worst	affected	
City	of	India.	The	repercussions	of	this	pandemic	sent	
shockwaves	 into	 various	 sectors	 affecting	 several	
business	 entities	 and	 their	 potential	 revenues.	
Similarly	SWM	activities	in	Mumbai	faced	challenges	
during	this	pandemic	and	are	as	given	below.

a. Totally new disease

	 The	 Coronavirusof	 2019	 (COVID-19)	 first	
appeared	in	the	Wuhan	City	of	Hubei	Province	
of	 China.	 It	 is	 highly	 transmittable.	 World	
Health	 Organization	 (WHO)	 published	 various	
advisories	 based	 on	 updates	 of	 knowledge.	
As	 the	 Disease	 was	 new	 Medical	 Experts	
were	 in	 dark	 about	 the	 exact	 treatment.	 Due	
to	 high	 transmittable	 nature	 of	 disease,	 lock	
downs	 were	 imposed	 worldwide	 to	 restrict	
the	 transmission.	 Entire	world	 had	 come	 to	 a	
standstill,	 all	 citizens	 were	 not	 coming	 out	 of	
their	home,	but	SWM	activities	are	to	be	carried	
out	 by	 deploying	 labour	 force	 on	 the	 Streets,	
Slum	and	all	corners	of	City	every	day.	So	it	was	
not	easy	 task	 to	 convince	 the	 labour	 force	 for	
continuing	the	SWM	services	as	usual.
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b. Insufficient  knowledge of the disease

	 As	 the	 virus	 of	 COVID-19	 first	 found	 in	 2019,	
sufficient	Medical	knowledge	was	not	available.	
SOPs	 were	 issued	 by	 the	 authorities	 were	
changed	frequently	which	created	some	sort	of	
misunderstanding	in	the	minds	of	public.	Day	by	
day	new	symptoms	of	the	disease	were	showing	
up	 and	 the	 Medical	 Experts	 were	 becoming	
somewhat	clueless.	Under	 such	circumstances	
it	 was	 difficult	 for	 the	 MCGM	 authorities	 to	
issue	 exact	 guidelines	 for	 SWM	 workers	 who	
were	working	on	the	streets.	Even	supervisory	
staffs	were	under	confusion	as	they	had	double	
responsibility	 of	 protecting	 themselves	 as	
well	as	workers	and	 to	maintain	 routine	SWM	
activities.

c. Vulnerable nature of work

	 The	nature	of	work	of	SWM	workers	 is	always	
filthy	 and	 unhygienic.	 Even	 after	 wearing	 of	
regular	Safety	Gears,	workers	have	to	come	 in	
contact	with	debris	every	now	and	 then.	As	a	
preventive	measure,	guidelines	were	issued	for	
regular	washing	of	hands	and	on	other	side	due	
to	nature	of	work,	SWM	workers	have	to	work	
in	debris.	To	avoid	contact	with	waste	is	almost	
difficult.	Hence	considering	the	nature	of	work	
the	chances	of	infection	were	more.

d. Panic situation

	 Worldwide	 spread	 of	 pandemic	 within	 short	
period	 of	 time	 and	 unavailability	 of	 proper	
Medicine	for	curing	of	disease,	made	situation	
Panic.	 This	 condition	 worsened	 as	 there	
were	 continuous	 news	 of	 failure	 of	 advanced	
countries	from	Europe	and	even	U.S.	in	tackling	
situation	arose	due	to	pandemic.	Moreover,	in	
earlier	stages	the	death	rate	in	those	advanced	
countries	was	very	high.	Due	to	all	these	factors	
there	 was	 panic	 situation	 amongst	 SWM	
workers	who	are	supposed	to	work	on	streets	
and	handle	waste.

e. Shortage of workforce

	 The	 lifeline	 of	 Mumbai	 i.e.	 Local	 Trains	 were	
closed	 and	 very	 limited	 facilities	 for	 Transport	

were	 available.	 In	 Mumbai	 generally,	 the	
workers	 travel	 from	 outskirts	 of	 city	 for	 their	
regular	 job.	 So	 there	 waslots	 of	 shortage	 of	
workforce.	 The	 condition	 worsens	 further	 as	
due	 to	 lockdown	 all	 restaurants,	 Tea	 stalls,	
eating	houses	were	closed.	Street	Food	was	not	
available,	 even	Mumbai	 famous	Vada-Pav	was	
not	 available.	 Hence	 with	 limited	 workforce	
to	 keep	 show	 going	 was	 a	 big	 task	 for	 SWM	
Managers	of	Mumbai.

f. Lots of expectations from citizens

	 Due	 to	 lockdown	 and	 overall	 situation	 in	
Mumbai	 and	 in	 whole	 Country,	 citizens	 were	
under	 stressful	 condition.	 	 Generally	 in	 all	
epidemics	cleanliness	 is	a	key	for	early	escape	
from	the	diseases.	So	all	citizens	were	expecting	
more	 and	 timely	 cleaning	 of	 and	 removal	 of	
solid	 waste	 from	 the	 streets	 and	 properties.	
Now	SWM	workers,	as	human	being	were	also	
worried	 about	 their	 own	 health,	 it	 was	 very	
difficult	to	fulfill	the	high	expectations	of	citizens	
in	time.

g. Setback in following MSW Rules

	 As	per	MSW	rules	the	wet	waste	and	dry	waste	
is	 to	be	 separated	at	 source.	With	 continuous	
efforts	and	follow	up	from	Municipal	Corporation	
Citizens	 in	 Mumbai	 started	 segregating	 wet	
waste	and	dry	waste	of	source.	However	due	to	
pandemic	and	subsequent	series	of	lockdowns	
there	 was	 shortage	 of	 workforce	 and	 all	
activities	such	as	working	of	segregation	centres,	
collection	of	waste	in	segregated	manner	were	
hampered	badly.

h. Additional work load due to pandemic

	 As	 explained	 in	 above	 points	 due	 to	 spread	
of	 pandemic,	 it	 became	 difficult	 to	 carry	 out	
regular	 SWM	 activities	 in	 Mumbai.	 However	
due	to	pandemic	SWM	department	were	over	
burdened	with	additional	work	load	of	
•	 Collection	 of	 Waste	 from	 Quarantine	

Centres.
•	 Collection	of	waste	from	Infected	homes.
•	 Sanitization	of	Streets	and	Buildings.
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•	 Sanitization	of	infected	homes.
•	 Supply	 of	 Food	 packets	 to	 Containment	

Zones.	

Hurdles in addressing challenges

Municipal	Corporation	is	an	Urban	Local	Body	which	
comes	under	Government	set	up.	It	is	driven	by	Public	
Administration.	 It	 is	 accountable	 to	 General	 Public.	
It	 is	 govern	 by	 service	 motive	 and	 having	 welfare	
orientation.	 Therefore,	 duringpandemic	 it	 became	
prime	duty	of	Municipal	Corporation	to	take	all	sorts	
of	 steps	which	 include	Medical	 Support,	 Sanitation	
Services,	 and	Water	Supply	etc.	On	 the	other	hand	
all	 private	 organizations	 were	 either	 stopped	 their	
functioning	 or	 allowed	 employees	 to	 Work	 from	
Home	 on	 digital	 platforms.	 However	 in	 case	 of	
Solid	 Waste	 Management	 one	 cannot	 think	 about	
operation	 from	 Home	 or	 Digital	 Operation,	 Flexi	
Working	Hours,	 Remote	Operation	 etc.	 In	 this	 case	
Workers	and	Supervisors	havetocompulsorilyvisit	 to	
each	and	every	streets	and	properties	for	collecting	
the	 garbage	 and	 that	 to	 every	 day.	Moreover	 civic	
sense	of	our	public	 is	well	known	to	all	hence	work	
of	Solid	Waste	Management	become	more	difficult.	
So,	 literally	every	day	crew	members	of	SWM	team	
were	 exposed	 to	 virus	 infection.	 Considering	 all	
these	aspects	it	was	very	difficult	to	SWM	Managers	
of	 MCGM	 to	 address	 the	 difficulties	 faced	 during	
COVID-19	Pandemic.

Initiatives and HR Interventions applied 

i. Training

	 During	 Pandemic	 it	 was	 real	 emergency	
situation	 and	 there	 was	 no	 time	 to	 conduct	
regular	 classroom	 training	 to	 SWM	 workers.	
Further	 considering	 educational	 background	
of	these	workers	it	was	not	possible	to	conduct	
online	 trainings.	 To	 address	 this	 issue	On-site,	
short	 term	 trainings	were	 organized	 for	 SWM	
workers	 and	 supervisors	 for	 various	 do’s	 and	
don’ts	of	handling	Solid	Waste	during	Pandemic	
situation.	

ii. Employee wellness

	 Medical	 Checkups	 of	 SWM	 workers	 were	
organized.	 These	 Medical	 Checkups	 were	
organized	 at	 the	 respective	 Chowkies	
(Reporting	place)	of	the	workers.	All	supervisors	
were	 in	 constant	 touch	 with	 the	 workers	 for	
their	 Physical	 and	Mental	 health.	 The	medical	
problems	 of	 workers	 were	 solved	 on	 priority	
empathetically.	 In	 addition	 to	 this,	 supply	 of	
Homeopathy	Medicine	was	made	 available	 to	
all	 SWM	 workers	 as	 recommended	 by	 Ayush	
Ministry.	

iii. Safety initiatives

	 For	SWM	workers	Safety	is	basic	and	essential.	
Hence	 in	view	of	COVID-19,	basic	 safety	gears	
such	 as	 Face	 Masks,	 Hand	 Gloves,	 Sanitizers,	
Face	Shields	were	provided	to	all	SWM	workers	
alongwith	 their	 routine	 Safety	 apparels.	 The	
workers	 who	 were	 involved	 in	 collection	 of	
Corona	 Waste	 were	 provided	 with	 PPE	 kits	
which	 helped	 in	 boosting	 confidence	 level	 of	
workers	 and	 they	 could	 provide	 services	 with	
more	confidence.

iv. Preventive measures

	 Certain	 Proactive	 steps	 were	 taken	 as	 per	
guidelines	 issued	by	Government	time	to	time	
by	anticipating	possible	danger	of	spreading	of	
infection.	 Temperature	 Scanning	 and	 Oxygen	
level	measuring	were	done	for	all	workers	every	
day	 before	 reporting	 at	 workplace.	 Specific	
guidelines	 were	 issued	 for	 Safety	 Practices	 to	
be	 followed	 at	 Site	 Chowkies	 (Reporting	 Cum	
Labour	 Room).	 These	 guidelines	 were	 mainly	
consisting	 of	 Sanitation,	 Safe	 Drinking	 Water	
and	social	distancing.

v. Restructuring of work strategies

	 Considering	 priority	 to	 be	 given	 to	 fight	 with	
COVID-19	 work	 strategies	 were	 restructured	
suitably.	More	attention	was	given	to	COVID-19	
related	Solid	Waste	activities.	SOPs	as	per	MSW	
-2000	 i.e.	 segregation	 of	 dry	 and	 wet	 waste,	
functioning	 of	 dry	 waste,	 waste	 segregation	
centres	were	somewhat	overlooked.
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vi. Public awareness

	 In	 dealing	 with	 COVID-19	 pandemic	 support	
from	Public	was	of	great	importance	for	making	
SWM	activities	smooth	and	without	any	major	
hurdles.	 Therefore	 awareness	 in	 Public	 was	
made	 by	 using	 all	 Medias	 including	 social	
media.	Involvement	of	NGO	and	Social	workers	
from	 various	 groups	 were	 made	 to	 spread	
awareness	 in	 Slums.	 Their	 help	 was	 of	 great	
help	 for	maintaining	 Sanitation	and	Hygieneat	
Community	Toilets	and	Public	Toilets	 in	Slums.	
The	 success	 story	 of	Dharavi	 Slum	 in	Mumbai	
was	 covered	 by	 all	 media	 nationally	 and	
internationally.

vii. Transport facilities

	 Due	to	lockdown	and	closure	of	Mumbai	Local	
Train	 very	 limited	 transport	 facilities	 were	
available.	MCGM	had	made	special	arrangement	
of	Local	Transport	for	all	essential	duty	workers	
which	 includes	 SWM	 workers,	 by	 deploying	
BEST	Buses,	(Road	Transport	service	of	MCGM)

viii. Special allowances and insurance care

	 Specialdaily	 allowance	 for	 food	 and	 transport	
was	given	to	all	SWM	workers.	Special	insurance	
package	 were	 announced	 for	 the	 staff,	 those	
who	passed	away	due	to	COVID-19	infection.

ix. COVID-19 related activities done by SWM 
department

	 COVID-19	 disease	 is	 highly	 transmittable	 and	
therefore	 special	 drives	 were	 carried	 out	 in	
entire	Mumbai	which	are	as	follows.
•	 Separate	 Vehicles	 were	 provided	 for	

collection	of	Corona	Waste.
•	 Sanitization	of	Streets	and	Premises	were	

done	by	using	Mist	Blowing	Machines.
•	 Disinfection	 of	 Toilets	 which	 consist	 on	

mainly	 Community	 Toilets	 and	 Public	
Toilets.

•	 Sanitization	of	all	Infected	Homes.
•	 Cleaning	 around	 periphery	 of	 Medical	

Installations.

•	 Penalizing	for	no	Face	Mask	and	Spitting.

CONCLUSION

The	COVID-19	pandemic	is	a	“once	in	a	lifetime	Crisis”.	
The	impact	of	COVID-19	on	the	economy,	governments,	
businesses	 and	 people	 is	 unprecedented.	 These	
turbulent	times	call	for	charges	in	the	way	we	work	
and	 engage	 the	 workforce.	 March	 2020	 onwards	
COVID-19	 spread	 in	 India	 and	 Mumbai	 was	 worst	
affected	city.	To	control	and	fight	with	pandemic	was	
the	one	of	the	prime	duties	of	MCGM	alongwith	State	
and	Central	Government.	To	restrict	the	transmission	
of	 disease,	 sanitation	 and	 effective	 Solid	 Waste	
Management	is	one	of	the	key	aspects.	Solid	Waste	
Management	is	important	obligatory	duty	of	MCGM.	
However,	 due	 toworldwide	 lockdown,	 new	 disease	
with	no	medicine	or	vaccine	andfailure	of	advanced	
Western	countries	in	tackling	with	COVID-19,	the	total	
situation	was	panic.	Every	individual	which	including	
SWM	staff	was	under	tremendous	tension	as	it	was	
question	 of	 life.	 Almost	 all	 organization	 opted	 for	
temporary	shut	down	or	Work	from	Home.	However	
in	 case	 SWM	activities	 the	 services	 are	 required	 to	
be	givenby	visiting	all	streets	and	premises	in	entire	
Mumbai	which	 includes	mainly	collection	of	Waste.	
The	job	of	collection	of	Waste	itself	is	vulnerable	to	
all	sorts	of	infections.	However	in	spite	of	all	sort	of	
difficulties	 and	 challenges	 faced	 during	 COVID-19	
Pandemic,	 SWM	 department	 of	 MCGM	 has	 taken	
various	proactive	steps	and	implemented	various	HR	
intervention	and	provided	SWM	services	to	the	public	
off	Mumbai	 without	 taking	 rest	 even	 a	 single	 day.	
Further	 they	 have	 carried	 out	 extra	 and	 additional	
work	 which	 arose	 due	 to	 COVID-19	 Pandemic.	 All	
such	services	were	rendered	almost	24*7	as	a	result	
in	 January	 2021;	 COVID-19	 Pandemic	 in	 Mumbai	
is	 almost	 in	 control.	 The	 Corona	 transmission	 rate	
(0.21%),	 Recovery	 rate	 of	 COVID-19	 patients	 (93%)	
have	shown	considerable	improvement.	This	success	
is	 attributable	 to	 many	 factors.	 But	 efficient	 and	
effective	 implementation	 of	 various	 Initiatives	 and	
HR	 Interventions	 to	 tackle	 COVID-19	 challenges	 in	
SWM	activities	played	a	key	role.	
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We want deeper sincerity of motive, a greater courage 

in speech and earnestness in action. 
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Quality Circle Approach in Highway Projects

INTRODUCTION 

Construction	 industry	 accounts	 for	 approximately	
11percent	of	total	GDP	of	our	country.	Out	of	this	the	
component	of	highway	projects	accounts	 for	nearly	
30	percent.Hence	timely	completion	of	these	projects	
is	vital	for	the	improvement	of	overall	infrastructure	
scenario	 in	 the	 country.	 Highway	 companies	 very	
naturally	 look	 to	 maximise	 their	 output	 based	 on	
their	 input	 of	 resources.	 Hence	 cost	 and	 progress	
related	 to	payments	 is	 important	and	 they	monitor	
it.	The	all	important	component	of	quality	has	to	be	
pushed	by	the	user/client	more	effectively.	

Our	 Prime	 Minister	 has	 recently	 given	 a	 call	 for	
“AtmanirbharBharat”	 which	 is	 a	 very	 ambitious	
roadmap	to	make	the	country	self	reliant	in	practically	
all	walks	of	life	and	more	so	for	the	development.	This	
clearly	means	 that	 Indian	companies	not	only	have	

ABSTRACT

Highway construction projects comprise a very significant and important part of infrastructure and 
construction projects. Handling and controlling these projects with project management approach involves 
balancing and controlling costs and meeting the rate of progress deadlines along with achieving desired 
quality. For the construction agency cost and time(progress/output) mayseem more important whereas the 
end product user has a relatively more important perspective of quality. With this interrelation concepts 
like good quality or acceptable quality become more relevent. Quality is central if a facility like a new 
highway or bridge is constructed and it has to last its design life. This article details the delicate position 
of quality in the project management of highways along with the approach and the system generally 
adopted and discusses the relevence of quality circle approach. Quality circle approach is an important 
component of total quality management. It is suggested that this approach can be used to improve quality 
aspect in highway projects. Integrating this approach in the management system will involve attributes 
related to human behaviour, motivation, team spirit and training and will improve job satisfaction and 
communication along with quality.

KEYWORDS

Project Management, Quality Circle, Total Quality Management, Motivation, Team Spirit

to	compete	but	also	win	and	execute	 the	contracts	
which	were	hitherto	won	by	the	foreign	companies	in	
the	past.	This	puts	lot	of	onus	on	the	quality	aspect.	
Our	companies	should	be	able	to	come	up	with	the	
results	 which	 can	 offset	 competitors	 in	 terms	 of	
keeping	time	schedule	and	maintaining	good	quality.

Concept and definition of quality.

The	word	quality	has	 come	up	 from	 the	 latin	word	
“qualis”	 which	 means	 “what	 kind	 of”.	 Here	 the	
word	 “what	 kind	 of”	 has	 got	 inherent	 in	 it	 “how	
good”.	 Although	 quality	 has	 been	defined	by	many	
experts	but	 the	general	sense	 in	which	 it	 is	used	 in	
the	organizations	 is	 that	 good	quality	 is	 that	which	
is	 acceptable	 among	 the	 customers.	 So	 the	 quality	
is	relative.	 It	 is	also	good	as	well	as	bad	in	different	
cases.	
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Juran	 has	 defined	 the	 quality	 as	 “the	 fitness	 for	
use	 therefore	 quality	 products	 should	 meet	 or	
exceed	customer	requirements”.	Crosby	has	defined	
quality	 as	 quality	 is	 conformance	 to	 requirement”.	
Thus	 requirement	 must	 be	 clearly	 stated	 so	 that	
these	 cannot	 be	misunderstood.Whenever	 there	 is	
mention	of	quality	the	two	attributes	which	are	quite	
inseparable	from	it	are	consistency	and	reliability.	This	
implies	that	the	acceptable	work	or	product	should	
not	deviate	from	the	acceptable	 level	and	 it	should	
have	high	reliability	of	achieving	the	standards.	High	
reliability	factor	means	high	degree	of	confidence.

Concept of quality and the methodology to achieve 
it in highway projects.

In	roads	and	highway	construction	in	India	quality	of	
construction	is	controlled	and	dictated	by	the	detailed	
specifications	 laid	 down	 by	 the	 Ministry	 of	 Road	
Transport	and	Highways.	The	Indian	Roads	Congress,		
the	apex	body	formulates	and	continuously	updates	
them	from	time	to	time.The	idea	of	quality	dictated	
is	not	on	the	basis	of	good,	very	good	or	poor	but	it	is	
based	on	the	criteria	whether	it	is	acceptable	or	not.	
The	 acceptability	 criteria	 is	 based	 on	 the	 statistical	
parameters	and	analysis	which	suggests	the	reliability	
in	terms	of	the	probability.	If	the	reliability	is	upto	a	
certain	mark	then	the	work	is	acceptable	and	missing	
that	mark	means	the	work	is	not	acceptable.

The	 desired	 quality	 is	 controlled	 at	 the	 time	 of	
execution	 of	 work	 by	 formulating	 and	 following	
quality	 control	 and	 quality	 assurance	 plans.	 As	 the	
projects	 are	 executed	 in	 the	 field	 and	 not	 in	 the	
controlled	 factory	 like	 conditions	 the	 chances	 of	
variability	are	more.	The	quality	outcome	sometimes	
can	only	be	correctly	assessed	once	the	end	product	
has	 been	 produced	 like	 the	 strength	 of	 the	 given	
grade	 of	 concrete	 can	 be	 checked	 after	 28	 days	 of	
casting	which	gives	close	to	ultimate	strength.

This	 entails	 importance	of	monitoring	quality	 plans	
while	 the	work	 is	 being	 actually	 carried	 out.	 If	 the	
completed	product	or	part	of	work	does	not	conform	
to	the	acceptance	criteria	then	it	has	to	be	rectified,	
redone	or	conditionally	accepted	with	reduced	rates.	
If	 any	 of	 these	 conditions	 occur	 it	 results	 in	 delays	

in	completion	and	disputes.	In	highway	projects	too	
there	is	large	part	of	human	aspect	involved	which	can	
be	planned	and	used	to	monitor	and	enhance	quality.	
Forming	and	launching	quality	circles	is	an	important	
approach	 as	 a	 part	 of	 total	 quality	 management	
which	 can	 be	 used	 to	 increase	 awareness	 and	 zeal	
towards	quality.

Philosophy and Concept of Quality Circle.

Quality	 circles	 are	 formed	 in	 an	 organization	when	
the	 top	 management	 supports	 the	 concept.	 Once	
accepted	by	the	leadership	it	can	be	formed	typically	
involving	6	to	12	employees	who	are	doing	a	similar	
kind	of	work.	The	group	members	meet	together	on	
a	 regular	 basis	 and	discuss	 about	 the	 issues	 	 being	
witnessed	each	day	regarding		the	quality	and	identify	
causes	and	find	improvements	to	it.	

Quality	 circle	 approach	 is	 human	 oriented	 and	
works	on	the	principle	that	people	can	be	motivated	
if	 given	 recognition,	 responsibility	 and	 sense	 of	
belongingness.	 In	 this	 situation	 they	 willingly	 put	
efforts	to	improve	the	working	environment	and	look	
towards	 its	 continuous	 improvement.Quality	 circles	
bring	about	positive	change	in	attitudes,	team	spirit	
and	lift	the	motivation	level	of	the	working	group	by	
their	“infectious	zeal”.

Quality	 circle	 approach	 has	 been	 adopted	 typically	
in	 production	 and	 manufacturing	 industries.	 In	
India	it	was	first	initiated	in	Bharat	Heavy	Electricals	
Limited	an	engineering	company.	It	was	adopted	by	
Durgapur	Steel	Plant	and	Hindustan	Antibiotics	etc.	
This	approach	has	been	tried	by	TATA,	Telco,	Reliance	
Industries	Limited	and	Kirloskar	Brothers	also.	In	the	
construction	 sector	 it	 has	 been	 difficult	 to	 use	 this	
concept	due	to	different	and	varied	nature	of	work.	
In	companies	doing	highway	projects	it	has	not	been	
heard	of.

Organization Structure of Quality Circle.

General	Quality	Circle	 structure	 in	 any	organization	
involved	 in	 manufacturing	 or	 production	 can	 be	
similar	 to	 the	 one	 shown	 in	 figure	 1(Welekar&	
Kulkarni,	2013).
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Figure	1:	Organization	Structure	of	Quality	Circle

As	shown	in	the	figure	1,	it	is	very	important	to	have	
involvement	in	the	process	from	top	to	the	bottom.

Top	 management	 is	 mainly	 responsible	 for	 taking	
the	decision	to	have	the	concept	in	the	organization	
and	get	it	implemented.	It	also	gives	a	kind	of	formal	
authority	 to	 the	 circle	 formed.	 Top	management	 is	
the	 key	 to	 organize	 required	 trainings	 and	 involve	
lower	 level	workmen.	 Toemphasize	 the	 importance	
top	management	should	always	attend	meetings.

Steering	Committees	generally	have	members	 from	
all	 relevant	 departments.	 This	 committee	 is	 largely	
responsible	 for	 framing	 the	ultimate	goal	of	quality	
circle	program,	formulate	plans	and	select	facilitator.

Facilitator	 serves	 as	 a	 crucial	 link	 between	 the	 top	
management,	 steering	 committee	 and	 lower	 level	
members.	 Their	 role	 is	 very	 crucial	 for	 successful	
conduction	of	meetings.

Circle	 members	 must	 participate	 actively	 in	 the	
meetings	and	discussions.	They	are	mainly	responsible	
for	 bringing	 in	 change	 in	 the	 attitude	 and	 bringing	
quality	improvements.	It	is	important	that	they	have	
a	 sense	 of	 belongingness	 towards	 the	 organization	
and	co-workers.

Quality Circle Structure in Highway Companies.

There	is	large	variation	in	the	size,	staff,	capacities	and	
turnover	 of	 highway	 companies.	 Small	 companies	
may	have	only	about	10	permanent	employees	but	
the	 real	big	ones	will	 have	hundreds	of	permanent	
employees.	For	small	companies	the	idea	of	quality	
mainly	 depends	 on	 the	 inclination	 and	 mindset	 of	
the	owner	of	the	company	and	the	concept	of	quality	
circle	would	be	 irrelevant	 for	 them.	But	as	 the	 size	
of	the	company	increases	it	becomes	important	that	
the	quality	concept	is	imbibed	at	all	levels	to	make	it	
effective.	With	the	number	of	permanent	employees	
on	any	project	around	50,	it	should	be	possible	to	try	
and	experiment	with	the	concept	of	quality	circle.

A	medium	level	highway	company	may	have	different	
projects	 each	 headed	 by	 a	 project	 manager.	 The	
other	 important	 key	 staff	 is	 the	 quality	 assurance	
and	material	 engineer	with	 highway	 engineers	 and	
supervisors	to	take	care	of	the	field	activities	and	site	
progress.	For	such	a	company	the	structure	of	quality	
circle	may	look	as	shown	in	fig.	2

Figure	2:	Suggested	Quality	Circle	in	Highway	projects

In	highway	projects	top	management	of	the	company	
is	not	always	available	at	one	site.	So	in	the	planned	
meetings	 they	 should	 try	 and	 attend	 the	meetings	
to	make	 it	 a	 success	 story.	 The	 project	manager	 is	
mostly	available	at	the	construction	site.	The	quality	
assurance/control	 engineer	 cum	 material	 engineer	
can	 play	 the	 part	 of	 key	 facilitator	 by	 acting	 as	 a	
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bridge	 between	 the	 top	 management	 and	 project	
manager	and	the	field	officers	like	highway	engineers	
and	supervisors.

Launching	Quality	Circles	in	the	Highway	Project	site:

At	highway	project	 sites	 it	 is	 a	 common	practice	 to	
discuss	the	daily	output	of	activities	and	progress	in	
the	evening.	The	key	personnel	like	project	manager,	
quality	 assurance	 engineer	 and	 highway	 engineers	
meet	almost	on	every	working	evening	for	planning	
and	 setting	 the	goals	 for	 the	next	day.	Generally	 in	
these	meetings	issues	related	to	progress	and	meeting	
the	 time	 line	 of	 the	 work	 are	 discussed.	 Quality	
issues	are	only	discussed	when	a	particular	case	like	
repeated	rejection	by	the	client	department	is	raised.	
Hence	in	this	background	it	is	feasible	to	include	the	
quality	issue	for	discussion	and	deliberation.

The	 launching	of	 this	 concept	will	 involve	 following	
steps:

It	is	the	top	management	or	the	owners	having	larger	
stake	in	the	company	to	adopt	and	adapt	this	concept	
if	they	are	convinced	that	it	can	bring	a	positive	change	
in	 the	 attitude	of	 the	working	 group.	 They	 have	 to	
understand	 that	 good	 quality	 may	 cost	 a	 bit	 more	
than	the	ordinary	quality	but	bad	quality	also	has	its	
cost	since	the	burden	of	rejection,	dissatisfaction	of	
the	user	is	to	be	borne	by	the	company.

The	 quality	 assurance	 engineer	 can	 effectively	
sensitize	 the	 field	 highway	 engineers	 when	 the	
quality	checks	are	done	and	the	sampling	from	field	
is	brought	in	and	tested.	Training	sessions	if	required	
have	to	be	arranged	for	highway	engineers	as	well	as	
supervisors.	The	concept	and	 idea	of	 this	approach	
has	to	percolate	to	the	lowest	field	workers.	

Implementation of Quality Circle Methodology:

Typical	methodology	starts	from	identification	of	the	
problem	 and	 ends	 at	 the	 implementation	 method	
or	 the	 process	 suggested	 for	 implementation.	
Typical	flow	chart	of	methodology	is	shown	in	figure	
3(Sandeepsoni	etal.,	2015).

Figure	3:	Flow	Chart	of	Methodology

When	members	of	quality	circle	meet	what	 follows	
is	 the	 brainstorming	 sessions	 to	 understand	 and	
figure	 out	 the	 problem.	 Once	 the	 problem	 in	 an	
area	is	identified	then	the	data	compilation	and	data	
analysis	is	done	and	different	techniques	for	problem	
solving	are	used.	Some	of	them	are:

Fishbone Diagram (Ishikawa Diagram).

A	typical	fishbone	diagram	for	the	work	of	pavement	
quality	 concrete	 (PQC)	 done	 in	 the	 construction	 of	
highways	with	concrete	is	shown	in	fig	4	which	shows	
how	 the	 quality	 of	 PQC	 is	 dependent	 on	 different	
components.	 Good	 quality	 concrete	 can	 only	 be	
achieved	if	the	six	main	inputs	are	strictly	controlled	
in	terms	of	quality.
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Figure	4:	Fish	Bone	(Ishikawa)	Diagram	for	Quality	of	
PQC

Pareto Diagrams:

A	Pareto	Graph	or	chart	shows	errors	or	defects	due	to	
different	causes.	It	is	constructed	by	simply	counting	
data	 from	 observation	 of	 things	 gone	 wrong.	 The	
results	 are	put	 in	 the	order	 from	most	 common	 to	
the	 least	 common.	 In	 the	 hypothetical	 ParetoChart	
shown	in	fig	5	the	most	common	cause	affecting	the	
PQC	quality	 is	 the	quality	 of	materials	 like	 cement,	
aggregates	 and	 sand.	 Hence	 the	 job	 is	 to	 “slay	 the	
dragon	 first”.	 This	 means	 the	 first	 step	 towards	
improvement	 should	be	 addressed	by	handling	 the	
quality	of	materials,	 calling	 the	 suppliers	 and	fixing	
the	issue.	The	second	important	cause	is	controlling	
the	water	cement	ratio	to	its	designed	value.

Figure	5:	Pareto	Chart	for	Inputs

Cause and Effect Analysis.

This	 is	 based	 on	 the	 studies	 which	 suggest	 certain	
effects	 emerging	 from	 certain	 causes.	 Based	 on	
practical	 and	empirical	 studies	 certain	 relationships	
are	found	which	are	useful	in	solving	problems.

The	other	tools	used	in	the	data	analysis	are(Welekar&	
Kulkarni,	2013):

•	 Tables
•	 Bar	charts
•	 Histograms
•	 Circle	graphs
•	 Line	Graphs
•	 Scatter	diagrams
•	 Control	Charts

Benefits of Quality Circles:

•	 Quality	 circles	 sensitize	 the	 quality	 issue	
and	 work	 on	 the	 principle	 of	 continuous	
improvement.	This	reduces	errors	and	defects.	If	
there	is	an	issue	it	is	noticed	early	and	remedies	
planned.

•	 Quality	circles	improve	general	communication	
level	 in	 the	 organization	 and	 improve	
involvement	 of	 the	 employees	 into	 decision	
making.

•	 It	 improves	 job	 enrichment	 and	 consequent	
job	satisfaction	of	 the	employees	with	greater	
belongingness	towards	the	company.

•	 It	 improves	 employee	 participation	 and	 team	
work	of	the	employees.

•	 It	improves	the	motivation	level	and	morale	of	
the	employees.

Hence	 from	 the	 human	 resource	 management	
perspective	also	the	approach	is	very	beneficial.

Barriers and Limitations of Quality Circles:

•	 The	 biggest	 and	 the	 strongest	 barrier	 is	 the	
laid	back	attitude	of	the	construction	company.	
There	 is	 a	 general	 feeling	with	 the	 companies	
that	 quality	 is	 not	 exactly	 “measurable”	
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and	 more	 often	 than	 not	 everything	 will	 get	
accepted.

•	 The	nature	of	the	work	done	in	highway	projects	
is	quite	complex.	They	are	labour	intensive	and	
in	different	locations	and	site	conditions	hence	
each	project	has	different	challenges.

•	 If	 the	 management	 allows	 creation	 of	 quality	
circle	just	for	the	sake	of	it	but	doesnot	support	
it	then	the	approach	is	likely	to	invariably	fail.

•	 Lack	 of	 training	 may	 render	 this	 exercise	 a	
waste.

•	 Sometimes	it	is	difficult	to	measure	as	to	what	
level	 or	 kind	 of	 benefits	 are	 expected	 from	
quality	 circles.	 In	 such	 situations	 performance	
evaluation	cannot	be	done.

•	 There	 is	 normally	 no	 practice	 to	 give	 away	
incentives	for	the	work	related	to	quality	circles.

•	 In	 the	area	of	highway	construction	 it	may	be	
difficult	 to	 involve	 top	 management	 and	 to	
ensure	 their	 presence	 in	 meetings.	 This	 then	
restricts	the	authority	of	the	teams	suggesting	
improvement.

Discussion and Recommendations

As	discussed	there	are	certain	barriers	and	limitations	
in	implementing	the	approach	in	the	highway	sector.	
But	 there	 are	 greater	 benefits	 in	 comparison.	 The	
quality	 circles	 enhance	 the	 level	 of	 awareness	
and	 sensitivity	 towards	 quality.	 It	 increases	 the	
transparency	and	communication	in	the	project	unit.	
The	 focused	 problem	 solving	 approach	 for	 quality	
improvement	improves	the	reporting	process	also.

One	important	point	regarding	quality	relates	to	the	
level	of	training	and	work	culture	or	the	organization	
culture.	 In	 the	 field	 of	 construction	 it	 is	 commonly	
noticed	that	there	is	upward	movement	in	the	level	
of	workers	based	on	the	time	spent	by	them	in	the	
organization.	There	is	no	training	designed	for	them	
to	take	up	the	new	roles	and	greater	responsibilities.	
This	training	part	is	essential	to	not	only	upgrade	their	
skills	and	knowledge	but	also	to	gradually	change	any	
fixed	kind	of	behavioural	norms.	

Good	 contractors	 and	 highway	 construction	 firms	
acknowledge	 the	 importance	 of	 quality	 and	 it	 is	
suggested	that	these	companies	can	integrate	quality	
circle	approach	in	their	project	management	as	a	first	
step	towards	moving	in	the	direction	of	total	quality	
management	to	stay	ahead	in	competition.
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If you want to walk fast walk alone, but if 

you want to walk far walk together. 

– Ratan Tata
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Skilling of Car Mechanics and Car Sales Consultants:  
Need to Re-skill and Up-skill

INTRODUCTION 

Car	Industry	in	India	has	121	Cars	per	One	thousand	
persons	 as	 per	 2020	 Statistics,	 	 whereas	 in	 United	
States	 it	 is	 827	 and	 in	 United	 Kingdom	 it	 is	 921.	
Now	if	we	compare	the	Car	viz-a-viz	the	Population	
of	 the	 three	 countries	we	 can	definitely	 come	 to	 a	
conclusion	that	Cars	shared	per	Persons	in	Developed	
countries	 and	 in	 India	 there	 is	 a	 gigantic	 gap	 of	
Automobile	Cars.	Now	let	us	examine	the	Economic,	
Social	 andTechnological	 scenario	 with	 reference	 to	
Carownership	and	mode	of	commuting	and	Transport	
services.	 Last	 decade	 reflected	 rising	 income	 levels	
and	 workforce	 was	 spending	 lavishly	 to	 satisfy	 the	
needs	and	wants	of	day	to	day	Life.	People	switched	
to	 Comfort	 and	 Convenience	 while	 commuting	
to	 their	 Office,	 to	 do	 Business	 or	 to	 perform	 Jobs.	
Concepts	 like	 Car	 Pooling	 were	 introduced	 in	Mini	

Metro	also.	Lavish	Life	style	reflected	spending	more	
on	Entertainment	and	Care	free	life.	Now	more	you	
spend	money	on	living	a	care	free	life	more	you	will	
have	to	earn.	

Weekends	 have	 become	 pre-occupied	 with	 visits	
to	 National	 Parks,	 Wild	 life	 centuries	 etc,	 It	 calls	
for	advanced	version	of	 Sports	Utility	Vehicles	with	
features	 like	 Anti-Lock	 Braking	 System,	 Electronic	
Brake	Force	Distribution,	Fully	Automatic	Temperature	
Control	 Air	 Conditioner,	 Rain	 Sensing	 Wipers,	 Hill	
Descend	and	Hill	Control,	Micro	Hybrid	Technology,	
Static	 Bending	 Headlights,	 Service	 Reminders	 in	
Dash	 Boards,	 Voice	 Control	 Technology	 and	 many	
more.	More	commuters	are	opting	for	Personal	cars	
over	 Metro	 and	 Rapid	 Transport	 System	 because	
of	 comfort	and	convenience.	Which	 is	a	 litmus	 test	
indicator	that	the	sales	of	Cars	are	going	to	increase	
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The growth of Car Industry has taken India Car Industry to fourth Place globally and by 2025 India will 
come in top three. This has forced to quality manpower in the field of Car Sales as well as After Sales Service 
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day	by	day	and	so	will	be	the	Service	Workforce	for	
Car	namely	technicians	and	mechanics	will	 increase	
at	an	accelerated	pace.	

The	 Automobile	 Car	 Industry	 is	 based	 on	 three	
S	 –	 namely	 Sales,	 Service	 and	 Spare	Parts.	 Sales	 of	
Cars	 is	 the	major	 chunk	of	 profit	which	 constitutes	
Sale	 of	 Cars,	 Accessories,	 Car	 Insurance,	 Extended	
Warranty,	 and	 Road	 Side	 Assistance.	 It	 has	 35%	 of	
net	 worth	 of	 value	 of	 Business.	 Service	 and	 After	
Sales	 Service	 includes	 Free	 Service,	 Paid	 Services,	
Preventive	Maintenance,	 Brake	 DownMaintenance.	
It	 constitutes	30%	 in	 terms	of	monetary	value.	 The	
most	 lucrative	 business	 is	 of	 Spare	 Parts	 division	
which	 constitutes	 consumable	 including	 Lubes,	
Filters,	and	other	aggregates	which	are	to	be	replaced	
in	the	car.	It	has	35	%.The	growth	of	Car	Industry	has	
impact	 on	 the	 Skills	 of	 Technicians	 and	Mechanics.	
The	Car	Industry	is	alone	the	most	lucrative	Return	of	
Investment	in	the	Transport	Sector.

METHOD 

The	research	was	done	by	getting	the	questionnaires	
filled	 up	 by	 a	 sample	 of	 One	 Hundred	 Fifty	 Car	
customers	from	two	different	city.	One	from	Rajasthan	
and	 other	 from	 Gujarat.	 The	 questionnaires	 had	
mostly	 closed	 ended	 questions	 and	were	 filled	 on-
line	 too.	 The	 dimensions	 of	 Customer	 Satisfaction	
were	 mainly	 Repair	 cost,	 Time	 taken	 to	 repair	 the	
car,	Ease	of	mode	of	Payment,	Safe	and	clean	Space,	
Hygienic	space	at	Workshop,	Courtesy	and	Soft	Skills.
The	Car	owners	were	given	three	options	for	Repair	
of	 their	 Cars	 from	 Authorized	 Workshop,	 Privately	
owned	Garages	and	multi	brand	car	workshops.

Sale of Cars

According	 to	 needs	 of	 the	 Customer,	 Sales	
Consultantinitiates	 a	 buying	 decision	 to	 purchase	
a	 car	 according	 to	 his	 family	 needs.	 The	 questions	
which	 are	 asked	 by	 the	 Sales	 Consultant	 prior	 to	
selling	a	car	to	customer	are:

1.		 What	is	the	size	of	your	Family	(To	understand	
size	of	Car)

2.		 Who	will	 drive	 the	 Car	 (To	 understand	 Safety	

and	Comfort	convenience	Features)
3.		 What	is	your	Profession	(How	much	Money	or	

Finance	Loan	to	be	taken)
4.		 How	many	kilometers	do	you	drive	in	a	month	

(Less	 than	 20	 thousand	 kilometers	 per	month	
than	Petrol	Version)

5.		 What	are	new	Features	that	you	are	looking	in	
your	new	car	over	and	above	your	present	car	
(Base-Variant,	Middle-Variant	and	Top-Variant).

Customer	 Satisfaction	 amongst	 Car	 owners	 is	
measured	 Internally	 as	 well	 as	 Externally	 by	
Dealership	Manpower	and	by	Car	Manufacturers	by	
taking	assistance	of	External	Agencies	like	JD	Power	
Survey	 to	 name	 a	 few.	 Car	 customers	 are	 lured	 by	
Manpower	 of	 Dealership	 by	 organizing	 events	 for	
Customer	Families,	Driving	Contests,	Sport	events	like	
Golf	match	etc.	Besides	this	fewtips	to	keep	your	Car	
healthy	and	to	get	optimum	efficiency	of	Car	are	given	
by	Technical	Team	of	the	Plant	and	Workshop.	As	we	
are	 aware	 that	 every	 Product	 has	 got	 Product	 Life	
Cycle	which	constitutes	–	 Infancy,	Growth,	Maturity	
and	New	Product	Development.	The	Customer	Care	
Team	of	Car	Company	has	a	dedicated	Training	and	
Development	 team	 which	 works	 in	 Synergy	 with	
Product	Development	Team	to	retain	old	customers	
at	the	same	time	to	attract	and	make	new	customer	
base.

Besides	 this	an	 important	 segment	 for	Car	 Industry	
is	 Travel	 and	 Tour	 Industry	which	 caters	 to	 Tourists	
coming	 from	 other	 countries	 as	 well	 as	 from	 our	
Country.	 Indica	 from	 Tata	Motors	was	 selling	 like	 a	
Hot	cake	due	to	T	&	T	segment	of	Car	Industry.	Taxi	
Operators	play	a	pivotal	role	in	increasing	the	sales	of	
a	Car	and	impacting	the	manpower	of	Car	Industry	in	
a	catalytic	manner.	Driver	of	Taxi	cars	are	so	efficient	
that	that	repair	minor	issues	which	stop	the	vehicle	
on	 road.	Driving	Training	Schools	 are	also	operated	
by	companies	like	Maruti	Suzuki	India	Limited	in	New	
Delhi.

All	 Dealerships	 of	 Maruti	 Suzuki	 India	 Limited	 are	
having	their	own	Maruti	Driving	School	which	impart	
Professional	 Training	 of	 Driving	 Technology	 to	 all	
customers	which	further	facilitate	Sales	of	Cars	and	
have	 a	 direct	 effect	 on	 Skill	 levels	 of	Manpower	 of	
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Car	 Industry.	 There	 are	 also	 some	 independent	
Organizations	which	impart	Driving	skills	for	example	
Castrol	 Driving	 Training	 Institute	 at	 Navrangpura,	
Ahmedabad,			is	maintained	and	operated	by	Western	
India	Automobile	Association.	Besides	this	adventure	
sports	like	Dakshin	Dare,	Himalaya	de	tour	also	take	
place	 in	 the	 country	 to	 test	 the	 Men	 –	 Machine	
synchronization	 and	 to	 enhance	 confidence	 of	
Customers	in	the	particular	Car	company	to	increase	
Loyalty	and	Brand	Value	in	Customers	perception.

Service of Cars 

Automobile	Technical	Service	Schools	are	at	the	same	
time	trying	to	expand	the	On-	Line	skills	by	imparting	
Guided	 Fault	 Finding	 way	 of	 detecting	 faults	 with	
the	 help	 of	 Lap	 Tops	 ,	 Multi	 Meter	 and	 replacing	
Sensors	 and	 the	 Electric	 Connectivity	 in	 the	 Smart	
Engine	 Technology	 which	 are	 driven	 by	 Artificial	
Devices	like	Electronic	Control	Unit.	Volkswagen-	AG	
started	 a	 Program	called	 as	VG-TAP	 to	 catch	 young	
and	Promising	students	of	Aurangabad	Government	
Polytechnic	 College	 to	 catch	 them	 young	 so	 that	
they	could	be	molded	accordingly.	VG-TAP	(Technical	
Apprenticeship	 Program)	 technical	 program	 has	
three	levels	as	per	the	skill	set	of	learners.	They	are	
Beginners,	Semi-Skilled	and	Master	Trainers.	

On	similar	note	Mercedes	Benz	AG	has	also	started	
an	Academia	–	Industry	Partnership	in	Pune	to	offer	
a	 three	year	Diploma	 for	 students	of	12thstandard.	
The	innovative	methods	to	give	Skill	Training	besides	
conventional	Education	system	are	on	a	rise.	Mentor	
-Mentee	 Relationship	 between	 two	 colleagues	 are	
best	 suited	 for	 fast	 track	 learning	 and	 it	 inculcates	
Team	 Building	 and	 Team	 Spirit	 amongst	 future	
employees.One	more	exclusive	synergistic	approach	
is	working	of	Workshop	on	Wheels	and	Training	on	
Wheels	 both	 the	 vans	must	work	 synchronously	 to	
impart	 On	 Job	 Training	 as	well	 as	 Hand	Holding	 of	
Technicians	can	be	done	in	an	effective	and	efficient	
manner.	The	new	concept,	Workshop	on	Wheels,	has	
many	advantages,	namely:

1.	 Increases	revenue	of	the	Organization
2.	 Saves	time	of	Customers

3.	 Prevents	Customer	from	efforts	to	bring	car	the	
Workshop

4.	 More	Customers	can	be	catered	in	less	time.
5.	 Customer	is	satisfied	as	he	can	see	original	spare	

parts	 fitted	 by	 company	 trained	 and	 skilled	
technicians.

As	we	all	are	aware	that	 India	will	become	a	young	
population	with	pyramid	bottom	heavy	for	age	group	
of	 18-	 40	 years	 of	 people.	 We	 and	 Government	
agencies	are	keen	to	impart	skill	training	in	Automobile	
domain	which	is	number	two	after	Building	material	
Technology	 and	 Masonary.	 Automobile	 Industry	
CAGR	 has	 remained	 between	 8	 ~	 10	 in	 numerical	
value	 for	 almost	 two	 decades.	 One	 more	 lucrative	
field	for	Training	in	Automobile	Technology	which	is	
nascent	 is	 Training	 in	 various	 Automobile	 domains	
like	–	Service	of	Cars,	Repair	and	Maintenance	of	Cars,	
Body	 Shop	 Repairs,	 Pre-Delievery	 Inspection,	 Paint	
Booth	 for	 Cars,	 Alignment	 and	 Balancing	 of	 Tyres,	
Driving	School	for	Cars,	Sales	of	Cars,	Car	Insurance,	
Regional	Transport	Authority	Papers,	Pollution	Under	
Control	certificates,	Road	Side	Assistant	Agreements.	
We	need	Master	Trainers	to	achieve	a	herculian	task	
to	train	a	large	number	of	trainees	in	coming	decade	
for	Skill	Development	Mission,	Government	of	India.

Re-Skilling and Up-Skilling of Automobile Sector 
Manpower

Automobile	industry	all	over	the	world	is	expanding	
rapidly.	This	expansion	is	accompanied	with	innovation	
in	technology,speed,on	board	driving	support,	safety,	
fuel	economy,	environmental	concerns	etc.	All	these	
development	have	to	be	followed	by	corresponding	
skills	to	maintain	repair	and	service	these	connected,	
sensor	driven	and	computer	enabled	vehicles.Indian	
automobile	industry	is	also	advancing	both	in	terms	
of	 number	 and	 technology.	 With	 this	 composition	
of	 servicing	 skills	 and	 its	 size	 must	 keep	 pace	 so	
that	 vehicles	 can	 be	 kept	 on	 road	moving	 for	 long	
years.	 The	 auto	 –	 servicing	 was	 estimated	 around	
Rs	20	 thousand	crores	 in	2017	and	 to	 reach	Rs	33-
34	 thousand	 crores	 by	 2020	 (Katoch,	 2017).	 Auto	
servicing	in	India	is	shared	by	Authorized	Dealerships,	
Private	 Garage	 owners	 and	 Multi	 Brand	 Service	
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centers.	 More	 than	 half	 share	 of	 car	 servicing	 job	
is	 performed	 by	 unincorporated	 private	 car	 repair	
workshops	(Das,	2016).

Largenumber	of	mechanics	and	 technicians	are	self	
employed	or	employed	in	car	servicing	sector.	Some	
mechanics	 are	 former	 employees	 of	 authorized	
dealerships	who	benefitted	from	formal	trainings	and	
work	experience.	Later	on	they	 launched	their	own	
car	workshop.	Most	mechanics	have	spent	long	years	
as	helpers	not	qualified	in	automobile	technology	and	
lack	formal	education	beyond	tenth	standard.	Besides	
no	formal	structured	training	has	been	given	to	them.	
As	a	result	84.9	percent	mechanics	undertake	general	
repairing	servicing	where	as	remaining	15.1	percent	
perform	specialized	task	related	to	radiators,	Battery,	
Gear	Box,	Engine	and	other	parts.	(Philip	et	al.,	2014).

Lack	of	technical	education	coupled	with	exposure	to	
formal	 structured	 training	create	bottlenecks	 in	 the	
professional	careers	of	mechanics	earning	livelihood	
from	 car	 workshops.	 Most	 of	 the	 early	 working	
years	 are	 spent	 as	 helpers	 in	 on	 job	 training.	 Very	
few	years,	 less	productive	are	 left	 for	 them	to	 reap	
benefits	 of	 experience.In	 fact,	 continuous	 learning	
and	knowledge	acquisition	is	essential	for	mechanic	
and	technician	working	in	car	servicing	sector.	Fossil	
fuel	driven	Internal	Combustion	Engine	cars	are	easy	
to	 repair	 and	 service.	 One	 simply	 looks	 under	 the	
hood.	Check	a	few	points	and	locate	the	trouble	and	
do	 the	needful.	However,	automobile	 technology	 is	
fast	undergoing	changes.	Use	of	Sensors,	Electronic	
Control	Module,	Actuators,	Artificial	Intelligence	and	
connected	vehicles	requires	advanced	and	specialized	
skills	to	repair	and	maintain	high	tech	cars.	Increasing	
advancement	 in	technology	and	connected	vehicles	
put	pressure	on	scope	for	earnings	by	the	private	car	
workshops	 particularly	 those	 outlets	 self	 managed	
with	at	most	one	or	two	helpers.

Those	 engaged	 in	 private	 works	 will	 face	 major	
problem	 of	 business	 after	 2030	when	 only	 electric	
vehicles	 will	 be	 rolled	 out	 in	 India.	 In	 fact	 fossil	
fuel	 driven	 cars	 have	 more	 than	 3000	 moving	
parts	 which	 require	 regular	 maintenance,	 repairs	

and	 replacements.	 This	 creates	 business	 for	 car	
workshops.	In	E.V.	there	are	around	300	moving	parts	
70	percent	of	cost	is	accounted	for	by	battery	which	
is	relatively	maintenance	free.	As	a	result	thousands	
of	workers	employed	in	car	industry	servicing	will	be	
required	to	look	for	alternative	employment.

At	 this	 juncture,	 it	 is	 necessary	 to	 develop	 suitable	
training	programs	to	re-skill	and	up-skill	mechanics	in	
car	servicing	sector.	Skill	Development	drive	has	also	
been	 assigned	 due	 weightage	 by	 the	 Government	
in	 recent	years.	National	Skill	Development	Mission	
2014,	 Automotive	 Skill	 Development	 Council,	 State	
level	Skill	Development	Universities	and	other	related	
agencies	have	launched	programs	for	skill	creation	in	
the	automobile	sector.	For	the	car	mechanics	in	the	
un	incorporated	sector	Structured	training	is	urgently	
required.	 Such	 short	 term	 condensed	 targeted	 and	
specific	 training	 will	 be	 required	 to	 suit	 need	 and	
convenience	of	mechanics.

Absence	 from	 workshops	 means	 loss	 of	 earnings	
and	diversion	of	customers	and	delay	in	completion	
of	work	in	hand.	It	will	be	appreciated	if	training	are	
held	during	lean	period	and	also	in	proximity	of	car	
workshops.	 Several	 areas	 in	 close	 neighbourhood	
can	 be	 identified	 so	 that	 attendance	 in	 training	 is	
possible.	 The	 model	 of	 Workshop	 on	 wheels	 is	 a	
welcome	 strategy	 to	 hold	 training	 at	 convenient	
places	supported	by	screening	of	training	films,	audio	
visual	 contents	 and	 actual	 exhibits	 of	 functional	
models	/	aggregates.

Training	 through	 WOW	 can	 be	 sponsored	 by	 car	
companies,	 Spare	 part	 suppliers,	 OEM	 and	 other	
related	 agencies.	 It	 will	 also	 promote	 business	
of	 these	 sponsoring	 organizations.	 Contents	 of	
trainings	must	 be	 developed	 so	 that	 new	 features,	
innovations	 and	 technical	 additions	 are	made	 clear	
to	 the	participants.It	 is	necessary	 that	 relocation	of	
mechanics	in	other	areas	is	made	less	troublesome.	
We	know	that	after	2030	only	Electric	Vehicles	will	be	
manufactured.	These	require	minimum	maintenance	
and	repairs.	As	a	result,	car	mechanics	and	technicians	
will	not	be	absorbed	in	workshops.	As	welfare	state	it	



65

Se
ct

io
n 

- I

will	be	necessary	to	suitably	train	them	in	repair	and	
servicing	of	agriculture	equipments,	 tractors,	heavy	
earth	movers	and	mining	machinery.

Joint	efforts	by	national	agencies,	car	manufacturers,	
OEM	Companies	and	Mechanics	from	Car	Workshops	
to	 re	skill	and	up	skill	will	be	beneficial	 to	all	 those	
in	 the	 exercise.	 NSDC,	 ASDC,	 Technical	 Educational	
Institutes,	 Development	 Mission,	 Skill	 Universities,	
Industry	 Associations	 and	 other	 concerned	 will	
be	 able	 to	 club	 together	 and	 realize	 the	 common	
objectives	of	up	skilling	and	re	skilling	mechanics	and	
enable	 them	to	 relocate	when	required	particularly	
after	2030.

CONCLUSION

If	 we	 Indians	 want	 to	 grow	 Socially,	 Economically,	
Technologically,	 Educational	 levels	 then	 we	 must	
adopt	the	learning	skills	in	Automobile	Industry	as	well	
as	general	Man	Power	in	continuously	and	constantly	
mode	through	our	Life.	 Integrated	approach	to	Skill	
acquiring	 throughout	Life	cycle	acts	as	a	catalyst	 to	
achieve	 overall	 development.	 Re	 skilling	 and	 Up	
Skilling	 must	 go	 hand	 in	 hand.We	must	 follow	 the	
Knowledge	 economy	model	 in	 which	 Knowledge	 is	
the	most	prominent	tool	to	march	ahead.

The	role	model	for	learning	to	be	adopted	is:
I.Q.	---	E.Q.	---	S.Q.	---	H.Q.
IQ	Intelligence	Quotient
EQ	Emotional	Quotient
SQ	Spiritual	Quotient
HQ	Happiness	Quotient.

C.A.G.R.	 of	 Indian	 Automobile	 Industry	 has	 almost	
sustained	a	double	figure	due	to	Growth	and	Catalyst	
role	 of	 Skill	 of	 Indian	 Automobile	 Workforce.	 The	
diligence	of	 Indians	has	made	 it	shine	globally.	This	
coupled	 with	 Re-Skilling	 and	 Up-Skilling	 will	 do	
wonders	in	future	too.
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Training Effectiveness Evaluation Models - A Comparison

INTRODUCTION

Training	 is	 a	 systematically	 planned	 activity	 aimed	
towards	 acquiring	 knowledge,	 skills	 and	 attitudes.	
The	 importance	 of	 continuous	 training	 of	 the	
employees	for	a	progressive	organization	cannot	be	
overemphasized.	Training	and	development	 is	a	key	
domain	of	human	resource	development	function	and	
forms	the	pillar	 for	developing	a	strong,	motivated,	
learned,	 enthusiastic	 and	 competitive	 workforce	
and	 organization.	 However,	 the	 intuitive	 approach	
to	 training	may	not	 lead	an	organization	anywhere.	
Instead,	 a	 systematic	 and	 scientific	 approach	 is	
required	to	plan,	design,	deliver	and	implement	the	
training	programs	so	that	the	desired	outcomes	can	
be	obtained.	

It	 is	 a	 well-established	 fact	 that	 the	 activities	
before,	during	and	after	 training	play	a	vital	 role	 in	
determining	the	effectiveness	of	training.	Therefore,	
all	activities	related	to	planning	and	execution	of	the	
training	 programs	 have	 to	 be	 addressed	 iteratively	
by	 a	 feedback	 mechanism	 (which	 is	 governed	 by	
training	 effectiveness	 evaluation)	 to	 improve	 the	
training	effectiveness	and	address	the	training	needs	
of	 an	 organization	 successfully.	 Successful	 training	
process	comprises	of	multiple	iterations	considering	

significant	factors	before	and	after	training	(Salas	et	
al.,	 2012)	 thereby	 justifying	 the	 impact	of	 activities	
before,	 during	 and	 after	 training	 on	 the	 training	
effectiveness.	These	steps	can	be	broadly	summarized	
as	 identification	 of	 training	 needs,	 designing	 the	
training	 programme,	 delivering	 the	 training	 and	
evaluating	the	training	outcome.

Training	/Learning/	Development	-	the	basics:	Though	
the	 terms	 training,	 learning	 and	 development	 are	
used	 interchangeably	 in	 various	 organizations,	
they	 are	 conceptually	 and	 operationally	 different.	
Training	 is	 an	 HRD	 function	 which	 is	 more	 related	
to	 the	 current	 job	 role	 of	 an	 employee	 whereas	
development	 is	 focused	 on	 enriching	 the	 people’s	
capabilities	 to	prepare	 them	 for	 the	 future	 roles	 in	
the	organizations.	Training	is	a	specific	and	short-term	
process	whereas	learning	is	a	long-term,	continuous	
process;	 broad-based	 and	 continues	 throughout	
the	 life	 of	 an	 individual	 thereby	 influencing	 his	
knowledge,	skills,	and	attitudes	(Dipak	Bhattacharyya,	
2012)	This	leads	to	a	change	in	individual	behaviour	
towards	 the	workplace	 and	 in	 society.	 Training	 and	
development	are	planned	modes	of	learning	to	aim	
at	 acquiring	 desired	 employee	 skills,	 competencies	
and	behaviours.	The	overall	function	of	training	and	
development	 in	an	organization	 is	directed	towards	

ABSTRACT

Measurement of the outcomes of training is a big question for any trainer, training agency or for an 
organization which is investing its budget towards training. Various models (e.g., Kaufman CIPP, Kirkpatrick 
four-level approach, etc.) have been proposed in the literature to measure/evaluate the effectiveness of 
training. This study aims to provide a comparative review of the various theories proposed by researchers 
for evaluating the training effectiveness. Organizations’ have to make a choice for utilizing a suitable 
training effectiveness evaluation model based on their training goals and objectives. 
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achieving	its	present	and	long-term	goals.	

METHOD

Qualitative	 review	 methodology	 is	 followed	 to	
critique	 the	 proposed	 theories	 for	 analyzing	 /	
evaluating	the	training	effectiveness	for	the	training	
and	 development	 programs	 and	 the	 proposed	
metrics	for	the	same

Source	of	data:	Books	 (Training	 and	Development	 -	
theories	 and	 applications	 by	 Dipak	 Bhattacharyya,	
2012;	 Human	 Resource	 Management	 by	 Gary	
Dessler,	 Biju	 Varkkey),	 Research	 Papers	 &	 Reports	
from	leading	databases	like	Proquest,	EBSCO,	Google	
Scholar.

The	ADDIE	training	process	model:	The	ADDIE	model	
has	 been	widely	 used	 by	 training	 experts	 for	 years	
and	 demonstrates	 a	 rational	 approach	 to	 training	
(Dessler,	Varkkey,	2017).	According	to	this	model,	the	
training	process	can	be	explained	as	under:

i.	 Analyze	 the	 training	 need:	 Training	 needs	
analysis	is	the	first	step	in	identifying	the	gaps	in	
the	organizations	where	training	can	be	helpful	
and	where	the	desired	employees’	performance	
can	 be	 achieved	 with	 the	 help	 of	 training.	 It	
is	 pertinent	 to	 design	 a	 training	 program	 as	
per	 the	 employee	 and	 organization’s	 needs	
so	 that	 the	 effective	 utilization	 of	 resources	
can	 be	 done	 with	 maximization	 of	 benefits	
from	 training.	 The	 training	 needs	 analysis	
helps	 in	 providing	 a	 structured	 framework	 to	
the	 organizations	 training	 policy	 keeping	 into	
account,	 the	 organizations’	 needs	 for	 training	
and	the	resources	available	at	hand.

	 The	training	needs	should	 ideally	be	identified	
at	 three	 basic	 levels	 -	 organizational	 (SWOT	
analysis),	 individual	 (based	 on	 performance	
review,	surveys,	interviews,	etc.)	and	operational	
(more	 work	 specific,	 primarily	 based	 on	 job	
analysis	 -	 consolidation	 of	 employees’	 skills,	
competencies	 etc.	 By	 means	 of	 interviews,	
questionnaires	etc.)

ii.	 Design	 the	 training:	 This	 involves	 identifying	
the	 learning	 objectives,	 facilitating	 a	 suitable	

learning	 environment	 and	 effective	 learning,	
facilitate	 skill	 transfer,	 strengthen	 the	 learning	
and	ensure	transfer	of	training	to	the	job.

iii.	 Develop	the	course	 (assembling	/	creating	the	
training	 materials,	 training	 content,	 choosing	
specific	instructional	methods)

iv.	 Implement	 training:	 Implementing	 training	
implies	 executing	 the	 training	 using	 various	
modes	of	training	

v.	 Evaluate	the	training	effectiveness:	Identification	
of	 parameters	 to	 be	 measured	 for	 evaluating	
the	 training	 and	 designing	 an	 evaluation	
methodology	for	the	kinds	of	training	required	
in	the	organization.

Training evaluation and training effectiveness - 
different but interrelated

Training	 evaluation	 and	 training	 effectiveness	 are	
two	 different	 domains	 wherein	 training	 evaluation	
measures	the	achievement	of	learning	outcomes	and	
the	acquisition	of	required	knowledge	and	skills	(Kraiger	
et	al.,	1993).	Training	effectiveness	is	more	related	to	
the	transfer	of	training	wherein	the	outcome	of	the	
training	is	viewed	from	the	perspective	of	the	value	
transferred	to	the	job	by	the	employee	owing	to	the	
training	and	the	benefits	gained	by	the	organization	
by	training.	However,	when	we	intend	to	evaluate	the	
training,	 training	 effectiveness/	 transfer	 of	 training	
cannot	 be	 excluded	 from	 the	 domain.	 Therefore,	
for	 this	 study,	 a	 comparative	 review	 of	 various	
models	 is	discussed	with	 the	perspective	of	holistic	
measurement	 of	 training	 evaluation	 encompassing	
the	 training	effectiveness	along	with	 the	evaluation	
of	 learning	by	trainees,	the	effectiveness	of	training	
methodologies/materials,	etc.	The	focus	of	the	paper	
is	 on	 a	 comparative	 review	 of	 the	 various	 training	
effectiveness	 evaluation	 models	 suggested	 by	
researchers	and	the	ones	 followed	by	organizations	
worldwide	for	assessing	the	training	effectiveness.	

Training effectiveness evaluation models

Evaluation	 is	an	 important	part	of	 the	 training	as	 it	
is	 imperative	 to	 measure	 the	 extent	 to	 which	 the	
training	 objectives	 have	 been	 achieved.	 A	 holistic	
evaluation	 of	 the	 learning	 objectives	 achieved,	 the	
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effectiveness	 of	 the	 training	 methodologies,	 how	
effectively	 the	 employee	 has	 been	 able	 to	 transfer	
the	 training	 to	 his	 work,	 how	 the	 organization	 has	
benefitted	or	what	 is	 the	Return	on	 investment	 for	
a	 particular	 training	 are	 the	 questions	 which	 an	
evaluation	 model	 should	 be	 able	 to	 answer.	 With	
this	basic	 idea	of	training	evaluation,	a	comparative	
literature	 review	 is	 presented	 in	 table	 1,	 to	 explain	
the	current	methodologies	being	adopted	in	the	field	

of	training	evaluation.

Apart	 from	 the	 training	 effectiveness	 evaluation	
models	 discussed	 in	 table	 1,	 some	 of	 the	 other	
models	mentioned	in	literature	are	COMA	(Cognitive,	
Organizational	 environment,	 Motivation,	 attitudes)	
model	 (considered	 as	 an	 alternative	 to	 Kirkpatrick	
model);	 	 Decision	 based	 evaluation	model	 (Kraiger,	
2002),	 NPV	method;	 Pulley’s	 responsive	 evaluation	

Table:	1	-	Training	Evaluation	Models

Model Measurement levels Brief description
Kirkpatrick	
Four	Level	
model

•	 Reaction
•	 Learning	 (Knowledge,	 skills	

and	attitudes)
•	 Behaviour	 (urge	 to	 apply	

knowledge)
•	 Results	(positive	outcomes)

•	 First	introduced	by	Kirkpatrick	in	1959	(upgraded	in	
1975	and	1994)

•	 Evaluates	 the	 trainee’s	 reaction	 to	 the	 training;	
to	what	 extent	 the	 learning	 objectives	 have	been	
achieved;	changes	in	trainees’	behavior	post	training	
and	the	positive	outcomes	of	training	(results)	 for	
the	organization,	trainees	and	other	employees.

•	 Follows	Goal-based	approach
•	 Most	widely	used	training	evaluation	model
•	 Evaluates	primarily	from	trainee’s	perspective
•	 Ignores	 the	 multidimensional	 nature	 of	 learning	

outcomes	and	the	same	assessment	 tools	applied	
to	learn	skills	and	learning	facts	(Kraiger	et	al.,	1993)

•	 Gap	 between	 reaction	 criteria	 and	 other	 levels	
(Winfred	Arthur	Jr.,	2003)

Hassett’s	
training	
investment	
analysis	
approach

•	 Needs	analysis
•	 Information	gathering
•	 Analysis
•	 Dissemination	

•	 Introduced	by	Hassett	(1992)
•	 Measures	contribution	of	training	to	the	profitability	

of	the	organization	regarding	ROI

CIPP	
approach	to	
evaluation	

•	 Context
•	 Input
•	 Process
•	 Product	

•	 Introduced	by	Stufflebeam	(2003)
•	 Method	-questionnaire
•	 Used	for	formal	education	systems	
•	 More	 oriented	 towards	 improving	 the	 training	

program
•	 Use	increasing	in	organizational	training

Kaufman’s	
Five	model	
evaluation	
of	training	
impact

•	 Enabling;	reaction
•	 Acquisition	-micro	analysis
•	 Application	-	micro	analysis
•	 Organizational	 output	 -	

macro	analysis
•	 Societal	 outcomes	 -mega-

analysis

•	 Developed	by	Kaufman	et	al.	(1995)
•	 Extends	evaluation	of	training	impact	on	society	and	

the	surrounding	environment	in	the	organization.
•	 Considers	organizational	factors	also	as		
							influencers	to	the	learning	process
•	 Measures	societal	impact	also
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model	(1994)	and	Duignan’s	framework	for	outcomes	
systems	 (2003).	 However,	 there	 was	 not	 much	
evidence	 of	 utilization	of	 these	models	 available	 in	
the	literature.	Some	of	these	(COMA	model;	decision-
based	evaluation	model)	are	yet	to	be	tested	in	the	
organizational	context.

DISCUSSION

Out	 of	 all	 the	 training	 evaluation	 mentioned	
above,	 Kirkpatrick	 four-level	 model	 is	 the	 widely	
accepted	 and	 used	 training	 evaluation	 model	 by	
the	 organizations	 worldwide	 (Kraiger	 et	 al.,	 2009;	

Shahrooz	 Farjad,	 2012;	 Alliger	 et	 al.,	 1989;	 Punia	
et	 al.,	 2013).	 Philips	 five-level	 model	 which	 is	 an	
extension	 of	 the	 Kirkpatrick	 model	 and	 takes	 into	
account	 the	 ROI	 aspect	 of	 training	 has	 also	 found	
extensive	use	in	various	organizations	for	measuring	
the	 training	 effectiveness.	 Most	 of	 the	 models	
suggested	 above	 are	 extensions	 of	 the	 Kirkpatrick	
model	 wherein	 additional	 levels	 have	 been	 added	
by	researchers	(Philip,	Kaufman)	to	add	value	to	the	
training	evaluation	scheme.	

The	 popularity	 of	 the	 Kirkpatrick	 model	 can	 be	
attributed	to	the	systematic	and	simplistic	approach	

CIRO	model	
of	training	
evaluation

•	 Context	
•	 Input	
•	 Reaction	
•	 Output	

•	 Introduced	by	Warr	et	al.	(1970)
•	 Focus	 on	 the	 achievement	 of	 organizational	

objectives	through	training
•	 Extensively	used	in	the	USA
•	 Focuses	on	the	measurement	of	Training	needs	and	

objectives,	 training	 resources,	 	 trainees	 reaction	
and	measurement	of	immediate,	intermediate	and	
ultimate	training	outcomes

Philips’	five-
level	ROI	
model	

•	 Reaction	and	planned	action
•	 Learning
•	 Job	applications
•	 Business	results
•	 ROI

•	 Philips	(1997)
•	 Also	follows	a	goal	based	approach	
•	 Extension	of	the	Kirkpatrick	model	with	the	addition	

of	the	ROI	concept	in	training	evaluation
•	 ROI	measurement	 (monetary	 value	of	 results	 and	

costs	for	training)	from	training	recommended	
•	 Also	widely	used	in	the	organizations

IPO	Model •	 Input	
•	 Process	
•	 Output	
•	 Outcome	

•	 Introduced	by	Bushnell	(1990)
•	 Measures	 the	 experience	 of	 trainers,	 trainees’	

qualifications,	 training	 resources;	 design	 and	
delivery	 of	 training;	 reactions,	 learning,	 transfer	
of	 learning	 and	 profits,	 customer	 satisfaction	 and	
productivity.

Training	
valuation	
system	(TVS)	
Model

•	 Situation	 analysis	
Intervention	

•	 Impact	
•	 Value

•	 Introduced	by	Fitz-Enz	(1994)
•	 Systems	based	approach	to	training	evaluation
•	 Focuses	 on	 the	 measurement	 of	 work	 processes	

involved;	 problems	 occurring	 during	 training,	
performance	 and	 the	 monetary	 worth	 of	 the	
changes	in	employees’	performance.

Financial	
utility	model

•	 Focuses	 on	 financial	
benefits	to	the	organisation	
from	a	training	programme

•	 Introduced	by	Godkewitsch	(1987)
•	 F=N(E	 X	 M)	 -	 C,	 where	 F	 is	 financial	 utility;	 N	 is	

number	 of	 trainees;	 E	 is	 the	 effect	 of	 training;	M	
is	financial	value	of	the	effect	and	C	 is	the	cost	of	
training	per	person.
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of	 the	 model	 towards	 evaluating	 the	 complex	
process	 of	 training	 in	 organizations	 (Bates,	 2004).
However,	 the	 Kirkpatrick	model	 has	 been	 criticized	
for	 uni-dimensional	 measurement	 at	 various	
levels	 (Alliger	et	al.,	1989,	Kraiger	et	al.,	1993).	For,	
e.g.,,	 the	 multidimensional	 domains	 of	 learning	
and	 the	 behavior	 evaluation	 from	 the	 employee,	
employer,	 peer	point	 of	 view	are	 additional	 factors	
of	measurement	to	be	looked	into	for	evaluating	the	
training	effectiveness.	Kraiger	et	al.,1993	criticized	has	
emphasized	through	his	work	that	multiple	learning	
domains	(cognitive,	skill-based	and	affective)	should	
be	 addressed	 to	 illustrate	 the	 role	 of	 learning	 in	
training	evaluation	and	stated	that	Kirkpatrick	model	
lacked	in	the	evaluation	of	these	aspects.	

Holton	 (1996)	 has	 criticized	 the	 Kirkpatrick	
evaluation	model	and	its	extensions	and	mentioned	
them	 as	 a	 mere	 taxonomy	 of	 outcomes	 and	 a	
flawed	evaluation	model.	He	questioned	 the	causal	
relationship	 between	 various	 levels	 of	 evaluation,	
thereby	 highlighting	 the	 absence	 of	 correlations	 to	
derive	 conclusions	 for	 the	 effectiveness	 at	 levels.	
He	suggested	a	model	based	on	learning,	individual	
performance	 and	 organizational	 results	 and	 the	
reaction	 aspect	was	 implicit	 in	 the	 learning	 part	 of	
the	model.	 	Kirkpatrick	model,	 though	widely	used,	
has	been	 indicated	 to	have	 limitations	 regarding	 its	
completeness	and	the	assumption	(causality	amongst	
levels	and	the	increasing	importance	of	information	
as	level	increase)	by	Bates,	2004.	The	CIPP	and	CIRO	
model	 are	 contextual	 based	 models	 in	 which	 the	
context	 evaluation	 is	 conducted	 to	 evaluate	 the	
achievement	of	training	needs	and	objectives	about	
organizational	culture	and	climate.	(Kucherov	et	al.).

As	per	ASTD	Survey,	1997,	the	majority	(81%)	of	the	
HRD	 executives	 attached	 some	 level	 of	 importance	
to	 training	 evaluation,	 and	 over	 half	 (67	 %)	 used	
the	Kirkpatrick	model.	As	per	 the	American	Society	
of	 Training	 and	 Development	 2002	 State	 -of	
-the-Industry-Report,	 78	 %	 of	 the	 benchmarking	
organizations	 surveyed	 reported	 using	 reaction	
measures,	 compared	 with	 32%,	 9%	 and	 7%	 for	
learning,	 behavioural	 and	 results	 respectively	
(Winfred	Arthur	Jr	et	al.,	2003).		

According	 to	 Huang	 (2001),	 measurement	 of	
training	 effectiveness	 focuses	 on	 establishing	 the	
link	between	the	 training	system	and	all	associated	
factors	 pertaining	 to	 individuals	 and	 organisation,	
with	training	effectiveness.	The	design,	delivery	and	
implementation	of	training	has	a	huge	impact	on	its	
overall	effectiveness	(Salas	et	al.,	2012).	The	various	
phases	of	a	training	process	(before,	during	and	after)	
affect	the	effectiveness	of	the	training.	It	is	pertinent	
to	be	informed	about	the	facilitators	and	hindrances	
to	 training	 (Salas	 et	 al.,	 2012).	 The	 relevance	 /	
applicability	of	these	models	in	the	context	of	diverse	
organizations	and	training	needs	needs	to	be	explored	
before	finalizing	a	model	for	any	organization	as	the	
training	 needs,	 the	 outcomes	 and	 the	 evaluation	
methodologies	may	 differ	 entirely	with	 the	 diverse	
nature	of	job	requirements	(Kucherov	et	al.).

CONCLUSION 

An	effective	 training	 program	 comprises	 of	 training	
acquisition	and	transfer	of	training	(Shahrooz	Farzad,	
2012).	Deciding	the	evaluation	criteria	for	measuring	
training	effectiveness	should	be	the	primary	decision	
for	 an	 effective	 training	 (Winfred	 Arthur	 Jr	 et	 al.,	
2003).	 Organizations	 should	 design	 their	 training	
policies	 by	 their	 training	 goals	 and	 priorities	 and	
should	 deliberate	 the	 utilization	 of	 an	 appropriate	
model	for	their	own	evaluation.	The	training	models	
explained	 above	 may	 be	 used	 in	 isolation	 or	 in	
combination	 to	 identify	 the	best-suited	method	 for	
the	organizations’	needs.	 This	 can	be	decided	 from	
organization’s	 priorities	 and	 goals	 to	 be	 achieved	
using	training.	

Shahrooz	Farjad	(2012)	has	highlighted	the	importance	
of	aligning	the	training	system	in	an	organization	with	
the	overall	strategy	of	the	organization.	This	approach	
should	aim	to	develop	rigorous	methods	to	assess	and	
measure	effectiveness	of	training	thereby	leading	to	
an	overall	improvement	of	the	training	process	in	the	
organisation.	Meta-analyses	presented	by	Salas	et	al.	
(2012),	 also	 indicates	 that	 systematically	 designed	
training	 which	 is	 based	 on	 the	 science	 of	 learning	
and	training	yields	positive	results.	The	dependence	
of	an	effective	training	program	on	a	well	designed	
and	 implemented	 training	 module	 has	 been	 well	
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documented	 in	 the	 various	 literature.	 (Salas	 et	 al.,	
2012;	Shahrooz	Farzad,	2012).

Implications:	The	information	cited	in	the	review	will	
enable	the	HR	professionals,	trainers	in	organizations	
to	design	and	deliver	the	required	training	programs	
with	 a	 chalked	 out	 methodology	 for	 achieving	
the	 desired	 outcomes	 from	 the	 training,	 thereby	
maximizing	the	benefits	of	training	to	the	individuals/
teams/	organizations.
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You have to grow from the inside out. None can 

teach you; none can make you spiritual. There is no 

other teacher but your own. 

– Swami Vivekananda
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Prema Library: A Study for Aspirations

Business and customers

Prema’s	 customers	 are	 registered	 as	 members,	
usually	25-28	years	old,	who	are	preparing	for	career	
examinations	 such	 as	 of	 the	 Union	 Public	 Service	
Commission	 (UPSC).	 Their	 registration	 procedureis	
simple;	 all	 they	 need	 to	 do	 is	 to	 show	 their	
identification	and	photo.	Most	members	stay	within	
a	walk	able	distance	of	two	km,	and	spend	most	of	
their	waking	hours	here,	almost	every	day,	including	
Sundays.	 A	 very	 small	 proportion	 of	 applicants	 in	
these	examinations	clears	 the	hurdle,	 resulting	 in	a	
large	number	of	unsuccessful	hopefuls.	Their	studies	
are	 gruelling	 and	 tediousbut	 success	 is	 the	 means	
to	 convert	 some	 members’	 aspirations	 into	 secure	
careers.	Although	failures	may	be	frustrating	to	some,	
candidates	enter	the	fray	because	the	careersensure	
stable	 job	 conditions,	 assured	 compensation	 and	
social	standing.	

Prema	now	has	almost	75	members.	Almost	50	are	
preparing	for	their	UPSC	exams,	eight	members	are	
preparing	 for	 their	 medical	 entrance	 exams,	 and	
the	 remaining	members	 are	 preparing	 for	 banking,	
law,	 accountancy	 and	 other	 exams.	 A	 third	 of	 the	
members	 come	 from	 Bihar,	 another	 fourth	 comes	
from	Uttar	Pradesh,	and	the	rest	are	from	Rajasthan,	

Case Study - 01

Leh,	 Ladakh,	 and	 Jammu	&	Kashmir.	 Some	work	 at	
BPO	firms	during	the	night,	but	prefer	to	study	here	
because	 their	homes	are	 too	small	or	 too	noisy	 for	
studies.	Others	have	 taken	a	break	 from	their	 jobs.	
Almost	 everyone	 is	 a	 student	 at	 nearby	 coaching	
centres	with	high	aspirations	for	better	careers.	

Promoters

Prema	was	 founded	 in	September	2018by	Swaroop	
and	Pankaj.	The	entrepreneurs	are	barely	28	years	old	
and	are	preparing	for	career	examinations	like	most	
of	 their	 members.	 Swaroop	 holds	 an	 engineering	
diploma	 and	 is	 studying	 for	 the	 Staff	 Service	
Commission	 (SSC)	examinations	of	 the	Government	
of	 India.	 Pankaj	 is	 a	 graduate	 in	 aeronautical	
engineering	and	is	studying	for	his	Bihar	Public	Service	
Commission	 (BPSC)	 exams.	 Neither	 has	 chosen	 to	
seek	any	coaching	assistance	for	his	studiesbut	relies	
on	the	observations	and	suggestions	of	others	such	
as	 their	members.	 Swaroop	has	 two	other	 siblings,	
while	Pankaj	is	the	only	son	of	his	parents.	

Swaroop	 and	 Pankajhave	 been	 together	 since	
their	 early	 school	 days	 and	 are	 close	 friends	 who	
understand	 and	 trust	 each	 other.	 Although	 their	
family	roots	are	in	Bihar,	a	State	about	2,000	km	to	the	

Prema Library (Premahenceforth) is not a place for only reading books, newspapers and magazines. 
Instead, it is a crucible where young people come together to study for their career examinations enroute 
to government and banking careers. Premaoffersa peaceful environment with the right kind of resources 
for their studies.Managing it is so simple that its business risks may not be visible. Prema’s problems are 
so small that its promoters seem to be sanguine about them. What are these problems, and how can they 
be dealt with?How should it react to the lockdown which has affected social, business and economic life 
across the country?
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East,	they	schooled	together	in	Delhi	till	their	higher	
education.	Swaroop’s	father	has	retired	recently	from	
a	private	job,	while	Pankaj	is	a	member	of	a	large	joint	
family	of	28	members	most	of	whom	own	a	furniture	
shop	in	Kirtinagar,	a	busy	industrial	suburb	in	Delhi.	
Swaroop	is	a	bachelor,	while	Pankaj	married	recently	
and	has	a	young	child.

Business services and features

Prema	has	a	capacity	of	86	seats	 in	a	small	area	of	
400	square	feet.	It	offers	ideal	conditions	for	study:	a	
quiet	non-smoking	air-conditionedzone	with	free	Wi-
Fi,	 free	RO	water,	 free	newspapers,	and	an	 inhouse	
mini-kitchen.	Every	Premamember	gets	a	dedicated	
lockable	cubbyhole	having	a	desk	with	power	sockets	
for	their	laptops	and	electronic	devices,	a	chair,	and	
a	cupboard	to	keep	books	and	other	study	material.	
A	CCTV	system	in	the	study	area	ensures	additional	
safety	which	is	appreciated	by	the	female	members.
Prema	would	soon	have	one	more	air-conditioner	in	
April	to	combat	Delhi’s	fierce	summer.

Membership	rates	for	members	are	affordable	at	INR	
4,500	(US$	60)	for	three	months	and	INR	8,700	(US$	
116)	 for	 six	months.	 Theshort-term	 rates	 for	 seven	
hours	per	day	are	 INR	900	(US$	12)	per	month	and	
Rs	 1,600	 (US$	 21)	 per	 month.	 Prema’s	 promoters	
empathise	with	their	members’	financial	conditions	
and	 refund	 the	excess	 fees	at	daily	 rates	whenever	
members	 wish	 to	 discontinue	 their	 membership,	
unlike	 other	 libraries.Although	 all	 initial	 fees	 are	
collected	 in	 advance,	 some	 members	 are	 allowed	
to	 pay	 later.The	 promoters	 are	 consciously	 proud	
that	 they	 listen	 to	 their	 members,	 and	 have	 fixed	
affordable	rates	that	are	lower	than	those	offered	by	
other	libraries	in	the	area.

Prema	 offers	 a	 quieter	 alternative	 than	 the	 local	
government	library.	Its	ambience	of	serious	quietness	
encourages	 student	 efforts.	 The	 presence	 of	 other	
members	engaged	in	the	same	common	effort	for	a	
better	place	in	life	creates	a	comfortable	and	shared	
feeling	 and	 strengthens	 their	 resolve	 for	 the	 same	
common	objective.	Prema’s	small	kitchen	offers	free	
water	 and	 reasonably	 priced	 hot	 tea	 and	 coffee.	 A	
nearby	 restaurant	delivers	hot	 food	on	order;	 thus,	

no	 memberneeds	 to	 leave	 Prema	 to	 eat	 or	 drink,	
elsewhere.

Except	 for	 statutory	 national	 holidays	 like	 the	
Independence	 Day	 and	 the	 Republic	 Day,	 Prema	 is	
open	from	8	am	to	10	pm	throughout	the	year.	The	
peak	season	is	March-July,	and	Prema	is	usually	full	
between	11	am	and	7	pm.

Marketing

Prema	 does	 no	 advertising	 or	 any	 other	 form	 of	
marketing	 communication.	 Prema	 is	 housed	 in	 the	
basement	of	a	nondescript	three-storey	building	in	a	
congested	bye-lane	of	West	Patel	Nagar,	New	Delhi.	
No	board	or	signage	outside	the	building	announces	
its	 presence.It	 has	 no	 letterhead,	 business	 card	 or	
logo;	 it	 has	 no	 product	 brochure	 and	 has	 sent	 no	
marketing	communications	to	anyone.	Its	launch	was	
so	quiet	and	invisible	that	it	had	no	admissions	during	
its	 first	 fortnight.	 However,	 its	 relentless	 insistence	
on	 offering	 a	 clean,	 safe	 and	 efficient	 workspace	
worked.	 Yet,	 the	 promoters	 are	 comfortable	 with,	
and	 probably	 also	 proud	 of,	 the	 fact	 that	 all	 their	
members	 came	 to	 Premaonly	 on	 the	 strength	 of	
word-of-mouth.	

Members’ perceptions 

Two	members	were	interviewed	to	understand	their	
assessments	 about	 Prema’s	 offerings.	 Vimal	 (27),	
B	 Tech,	 from	 Banda	 UP	 is	 preparing	 for	 the	 UPSC	
examination	on	31	May.	‘I	like	it	here	because	it	has	
a	clean	and	calm	environment	that	is	so	convenient	
for	my	studies.	I	have	my	secure	cupboard,	a	facility	
which	 some	 other	 libraries	 do	 not	 offer.	 Prema	
respects	my	privacy	 and	has	 given	me	a	 safe	place	
to	keep	my	books	and	laptop.	My	seat	is	comfy	even	
for	long	hours	of	study.	I	have	been	here	for	almost	a	
year,	and	have	no	complaints.’His	only	plea	was	that	
Premashould	be	open	till	midnight,	every	day.

Minal	 (26),	 B	 Tech	 from	 Lucknow,	 UP	 is	 preparing	
for	 the	 same	 examination	 as	 Pandey’s.	 ‘I	 have	
been	here	 for	 less	 than	five	months	 and	 can	easily	
claim	that	Premais	 the	best	 library	 in	 the	area.	The	
reader-friendly	 environment	 of	 silenceand	 hygiene	
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is	awesome.	I	have	seen	how	the	promoters	prevent	
any	sound	in	the	study	area,	including	small	talk	and	
the	use	of	cellphones.	That	Prema	had	separate	girls’	
toilets	showed	theirconcern	for	our	safety.’

Does Prema face no challenge?

Although	 Prema’s	 business	 appears	 to	 be	 rare	 and	
unusual,	 its	 promoters	 estimate	 that	 there	may	 be	
as	many	as	5,000	similar	 libraries	 like	Prema	across	
Delhi.	 The	 fight	 for	 customers	 is	 invisible;	 nor	 can	
be	 seen	 any	 other	 rivalry	 between	 the	 libraries.	
Prema	is	such	a	tiny	unit	that	it	is	not	afflicted	by	the	
problems	 such	as	 logistics	and	 change	 that	may	be	
typical	 of	 larger	 organizations.	 It	 has	 no	marketing,	
human	resources,	regulatory,	resources,	receivables,	
payments,	 distribution	 or	 technology	 problem	 or	
other	businesses	that	affect	its	functions.	Is	Prema	in	
an	idyllic	world?

The	 relationship	 between	 the	promoters	 is	 smooth	
and	stable;	there	is	no	friction	visible.	They	see	few	
opportunities	and	threats	 to	 the	business	and	have	
no	plans	 for	expansion.However,	a	 couple	of	 issues	
cropped	up	in	conversation.

Prema	 is	 in	 rented	 accommodation.	 What	 if	 the	
owners	sell	the	place	or	ask	them	to	leave?	This	would	
force	them	to	move	out	or	even	worse,	shut	down.	To	
buy	and	own	a	business	space	in	the	national	capital	
would	be	exorbitant	and	uneconomical	for	the	scale	
of	 their	 current	 operations	 and	 the	 pricing	 of	 their	
services.	

Another	 looming	 threat	 is	 that	 anyone	 or	 both	
promoters	may	need	to	leave	Premaif	they	pass	their	
respective	examinations	and	 interviews.Fortunately,	
it	may	take	more	than	two	years	for	such	eventuality.	
Pankaj’s	 cousin	 is	 being	 groomed	 as	 a	 possible	
replacement.	Although	thisinformal	succession	plan	
is	ready,	how	could	he	manage	Premaalone	as	well	as	
two	promoters	now	do?

The pandemic effect on the economy

The	 COVID-19	 pandemic	 in	 India	 has	 had	 severe	

repercussions	on	the	social,	business	and	economic	
life	 in	 India	 and	 across	 the	 world.	 India	 has	 2.6	
millionconfirmed	 cases,	 the	 largest	 number	 in	 Asia	
and	the	third-highest	number	in	the	world	after	the	
USA	and	Brazil.	Despite	many	 initiatives	by	 the	GOI	
and	State	governments	 (including	a	 lockdown	since	
25	 March	 2020,	 quarantines	 and	 notification	 of	
hotspots),	India	has	lost	more	than	50,000	patients	to	
the	pandemic.	However,	India’s	recovery	rate	is	less	
than	 the	global	 average;	 so	 far,	1.9	million	patients	
have	 recovered,	 leaving	 less	 than	 700,000	 cases	
under	treatment.

The	 lockdown	 has	 stopped	 the	 activities	 of	 many	
businesses	 (including	 government	 services,	 banks,	
travel	and	transportation)	and	their	workers	on	daily	
wages	or	temporary	contracts	lost	jobs	and	earnings.	
One	effect	was	the	return	of	millions	of	migrants	to	
their	States	of	domicile	from	their	place	of	work;	urban	
areas	would	lose	its	critical	manpower	especially	for	
real	estate	and	other	sectors.	Another	was	the	fall	in	
the	value	of	economic	production,	with	a	sharp	fall	
of	GDP	growth	rate	from	7%	p.a.	 in	2019-20	to	less	
than	0.70%p.a.	for	the	first	quarter	of	2020-21	and	a	
projected	3.3%	p.a.	for	2020-21.	This	would	severely	
affect	 tax	 collections,	 government	 spending,	 public	
consumption,	and	private	sector	business	activity.	

After	 the	 lockdown	 was	 announced,	 Prema’s	
members,	 who	 were	 never	 permanently	 resident	
in	 Delhi,	 returned	 to	 their	 respective	 hometowns.	
With	 the	 train,	air,	 and	 road	as	 interstate	 transport	
unavailable	 or	 severely	 restricted,	 the	 members	
would	 be	 unable	 to	 return	 to	 Delhi	 and	 Prema	
for	 a	 long	 time.	 To	 comply	 with	 the	 government	
regulations,	Premahas	been	shut	since	the	last	week	
of	March	2020.	Howcan	it	be	revived?

Notes.This	 section	 describes	 four	 competitive	
examinations.	#1,	#2,	and	#3	below	are	conducted	by	
the	GOI	or	State	governments,	and	#4	is	conducted	
for	public	sector	banks.

1.	 The	 UPSC	 conducts	 the	 Civil	 Services	
Examination	(CSE),	every	year,to	recruit	officers	
for	over	110	specialized	fields	in	civil	services	of	
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the	Government	of	India	(GOI).	The	CSE	includes	
the	 All	 India	 Services	 (AIS)	 whose	 three	 arms	
comprise	ofIndian	Administrative	Service,Indian	
Police	Service	and	Indian	Forest	Service.	The	AIS	
officers	are	allotted	to	the	States	after	training	
by	 the	 GOI	 at	 Lal	 Bahadur	 Shastri	 National	
Academy	of	Administration	(LBSNAA),	a	research	
and	training	institute	on	public	policy	and	public	
administration,	Mussoorie.The	 functions	 of	 an	
IAS	officer	are	 to	collect	 revenue,	act	as	court	
officers	and	administrators	of	the	government,	
and	contribute	to	and	implement	State	policy.

	 The	 CSE	 is	 conducted	 in	 three	 stages:The	
Preliminary	 examination	 (January)	 of	
two	 objective-type	 papers,	 the	 Main	
examination(June-July)	of	nine	papers,	and	the	
Personality	Test	(interview).	Results	for	the	two	
examinations	are	declared	in	August	of	one	year	
and	in	May	of	the	next	year.An	aspirant	needs	
two	 years	 of	 preparation,	 and	 if	 successful,	
spends	32	hours	in	examinations.	Out	of	more	
than	 a	 million	 applicants	 annually,	 less	 than	
half	 that	 number	 appear	 for	 the	 Preliminary	
examination.	 In	 2019,	 758	 applicants	 (~180	
for	AIS)	were	selected	by	the	GOI	out	of	2,000	
interviewed	and	over	1.1	million	applicants.	 In	
August	 2019,	 829	 were	 selected	 against	 927	
vacancies.

2.	 The	 State	 Selection	 Commission	 (SSC)	 of	 the	
GOI	 conducts	 examinations	 for	 specified	 non-
gazetted	 and	 specified	 non-technical	 posts	
such	 as	 translator,	 stenographer,	 engineer,	 tax	
assistant,	inspectors	for	income	tax	and	excise,	
police	and	clerk	for	GOI.	According	to	its	annual	
report,	 over	 2	 million	 applicants	 (30%	 were	
women)	 registered	with	 SSC	 in	 2017-18.	Over	
45,000	 applicants	were	 declared	 successful	 in	
their	All	 India	Open	Competitive	examinations	
for	appointment	by	the	GOI.

3.	 Many	 States	 have	 the	 State	 Selection	 Board	
(SSB)	 which	 conducts	 examinations	 in	 their	
respective	states.	The	SSB	covers	postssuch	as	
constable,	 lecturer,	 technician,	 mechanic	 and	
lab	 assistant	 for	 only	 their	 State	 needs,	 and	
avoids	those	covered	by	UPSC	and	SSC.

4.	 According	 to	 a	 media	 report,	 over	 7.5	 lakhs	
applicants	appeared	 for	 the	main	examination	
for	the	post	of	probationary	officer	conducted	
by	 Institute	 of	 Banking	 Personnel	 Selection	 in	
November	 2019	 against	 4,336	 posts	 in	 public	
sector	banks	across	India.	The	examination	has	
155	 questions	 in	 reasoning	 ability,	 computer	
aptitude,	English	 language,	data	 interpretation	
&	 analysis,	 general/	 economy/	 banking	
awareness,	 descriptive	 test	 (English	 language)	
and	letter	and	essay	writing.	It	is	spread	across	
210	minutes	and	is	regarded	as	tough.

DISCLAIMER

The	names	of	the	business	owners,	the	interviewees,	
and	the	location	have	been	anonymised.	Due	to	the	
lockdown,	we	were	not	 able	 to	 visit	 them	 for	 their	
consent	 before	 the	 case	 was	 sent	 to	 publication.	
Therefore,	we	have	refrained	from	using	the	images	
of	 the	 library.Two	 face-2-face	 interviews	 with	 the	
owners	 elicited	 the	 information	 needed	 for	 this	
case.	Two	telephonic	interviews	during	the	lockdown	
sought	clarity	on	information	received	in	the	physical	
interviews.	Face-to-face	interviews	with	the	members	
helped	to	understand	their	perceptions.

TEACHING NOTE

Synopsis. This	case	describes	Prema	Library	(Prema),	
a	 business	 owned	 by	 two	 young	 entrepreneurs.	
Prema	 is	 a	 place	 where	 youngsters	 of	 25-30	 years	
of	age	come	to	study	in	preparation	for	their	career	
examinations.	 Prema	 offers	 many	 ideal	 conditions	
for	 study	 such	 as	 a	 personal	 desk,	 silence,	 air	
conditioning,	 newspapers,	 and	 free	 water	 and	Wi-
Fi.	Although	it	opened	in	September	2018,	it	had	75	
students	against	a	capacity	of	86	seats.	It	is	situated	
in	a	basement	in	one	of	Delhi’s	busy	suburbs.	Till	the	
lockdown	 began,	 Prema	was	 doing	well	 and	 had	 a	
reputation	for	being	accessible	and	friendly.	

Learner profile. This	 case	 will	 suit	 graduate	 and	
post-graduate	 students	 of	 entrepreneurship,	 family	
business,	 business	 development,	 information	
technology,	and	strategy.

Learning objective. Prema	 is	 an	 example	 of	 a	



77

Se
ct

io
n 

- I
I

business	 that	 was	 successful	 without	 conventional	
marketing,	 complex	 processes,	 or	 high	 technology.	
Students	 should	 know	 and	 understand	 Prema’s	
owners,	 processes	 and	 customers.	 They	 should	
identify	and	analyse	its	current	situation	and	future	
problems.	They	should	offer	a	variety	of	alternatives	
as	decisions	to	solve	them.	They	should	explore	and	
recommend	 the	 use	 of	 information	 technology	 for	
business	development	and	strategic	actions.

Bibliography. Textbooks,	 journals,	 newspapers,	
magazines	 and	 websites	 on	 small	 business,	 family	
business,	 new	 product	 development,	 e-commerce	
and	 e-marketing,	 and	 strategy	 would	 be	 useful	
reading	 for	 students	 and	 teachers	 using	 this	 case.	
Sources	such	as	Economic	Times,	Business	Standard,	
Business	 India	 and	 Business	 World	 would	 have	
contemporary	 reportsand	 interviews	 on	 Indian	
entrepreneurs.	 McKinsey,	 BCG	 and	 similar	 journals	
would	 have	 articles	 on	 concepts	 and	 practices	
on	 entrepreneurship,	 business	 development,	
information	technology	and	strategy.

Teaching plan. Students	need	about	a	week	to	read,	
research	 and	 prepare	 for	 their	 presentations.	 The	
teacher	should	make	 teams	of	 four	members	each,	
from	different	disciplines	such	that	each	team	is	well-
balanced	in	teams	of	reading	attitudes,	coordination,	
summarization	and	communication.	

Any	five	teams	should	summarise	the	case	 in	 three	
sentences	 each	 as	 the	 first	 act	 in	 the	 session.	 The	
first	 two	 teams	 will	 be	 the	 first	 to	 volunteer.	 The	
remaining	three	teams	will	be	chosen	by	the	teacher.	
For	the	sake	of	consensus	and	clarity,	the	teacher	will	
summarise	 their	 statements	 with	 corrections	 and	
additions,	if	any.	

From	the	question	pool	below,	the	teacher	will	raise	
one	question	at	a	time,	invite	participation,	and	seek	
every	 team’s	 responses	 depending	 on	 the	 duration	
session.	At	the	end	of	discussions	of	every	question,	
the	teacher	will	summarise	their	statements	adding	
his	observations	and	analyses.	He	will	 choose	team	
members	to	speak	at	random	but	ensure	that	every	
student	 had	 a	 fair	 chance	 to	 participate.	 After	 all	
the	 questions	 have	 been	 covered,	 the	 teacher	 will	
summarise	 the	 discussions	 in	 terms	 of	 experiences	
and	insights	within	4-5	sentences.	

Every	 student	must	 submit	handwritten	answers	of	
50	words	each	to	each	question	within	three	days	to	
the	teacher.	They	will	be	assessed	for	their	responses	
in	class	and	their	written	answers.	Students	indulging	
in	 academic	 dishonesty	 such	 as	 plagiarism	 should	
earn	no	marks.

Questions. The	 teacher	may	 choose	 some	of	 these	
questions	 as	 appropriate	 for	 the	 students.	 He	may	
develop	 other	 questions	 according	 to	 the	 learning	
objectives.	As	far	as	possible,	please	seek	answers	in	
3-4	sentences	each.

1.		 How	 would	 you	 summarise	 the	 case	 in	 three	
sentences?

2.		 Describe	thecurrent	problems	in	the	case?
3.		 What	problems	of	the	future	do	you	foresee?
4.		 How	 would	 you	 describe	 and	 assess	 the	

competencies	of	the	owners?
5.		 What	 external	 conditions,	 apart	 from	 the	

lockdown,	are	likely	to	affect	their	business?
6.	 What	 marketing	 approaches	 and	 technology	

would	resolve	their	problems?
7.		 What	business	 insights	did	you	conclude	 from	

the	discussions?
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This	case	was	developed	by	Mrinal	Phalle,	Bins	M.	Mathew,	Balvinder	Singh	Reel,	Faisal	Memon	(SGPC’s	
Guru	Nanak	Institute	of	Management	Studies,	Mumbai)	in	the	first	Case	Writing	Workshop	organized	by	
Guru	Nanak	Institute	of	Management	Studies	(GNIMS)	-	Matunga,	Mumbai		from	December	2-	4,	2019.

Apeejay Institute of Hospitality

INTRODUCTION

Apeejay	 Surrendra	 Group	 established	 Apeejay	
Institute	of	Hospitality	 (AIH)	at	Belapur,	 in	 the	year	
2007,	as	an	initiative	of	The	Park	Hotels	and	shares	its	
premises	with	The	Park	Hotel,	Belapur,Navi	Mumbai.		
A	hospitality	school	for	smart	young	individuals	who	
can	steer	their	future	towards	leadership,	anywhere	on	
the	world	map	to	bridge	the	gap	between	academics	
and	 industry,	by	providing	quality	human	resources	
and	 infrastructure	 to	 the	 hospitality	 business.	 It	
started	its	operations	as	training	center	and	evolved	
into	a	learning	center	with	the	experiences	imbibed	
by	 the	 faculty	 who	 have	 developed	 as	 training	
professionals	and	started	teaching	the		Park	Hotels’	
on-board	management	trainees.

AIH -genesis

The	 Park	 Hotels	 are	 managed	 by	 the	 Apeejay	
Surrendra	 Group.	 A	 century	 old	 company,	 with	 its	
foundation	in	steel,	the	group	was	founded	in	1910.	
Today,	 it	 has	 over	 42,000	 employees.	 It	 is	 rapidly	
expanding	 with	 operations	 having	 spread	 to	 Tea,	
Hospitality,	 Shipping,	 Real	 Estate	 and	 Retail	 as	well	

Case Study - 02

Apeejay Institute of Hospitality (AIH) turned around the cost center into profit center by providing quality 
human resources and infrastructure to the hospitality business through training programs primarily to 
the Park hotel and then identifying other verticals. The organization has its strengths, which are the key 
resources for the hospitality sector facilitation. These resources can bring growth for the business but 
must be feasible in the long term.

The management of AIH believes in the all-round development and training of the students,with an aim 
of providing the best to the industry through its faculty,cutting-edge resources, and drive to stay up-to-
date with the latest in the world of hospitality. AIH focuses on developing talent in a dynamic learning 
environment, based on its expertise in hospitality, to enable students to lead the industry into the future.

The managementwas in a dilemma of developing the strategy that can make AIH sustainable for future. 

as	 Financial	 Services.	 It	 has	 11	 hotels	 under	 the	
brand	 “The	 Park”	 located	 in	 some	 of	 the	 biggest	
cities	around	the	country.	The	model	for	these	hotels	
adopted	are	7	owned	as	well	as	operated	and	4	under	
management	contract	models.	The	Park	is	a	choice	of	
destination	for	corporate	and	 leisure	travelers	 from	
India	and	abroad.	In	each	city,	the	properties	are	at	
prime	 downtown	 locations	 giving	 the	 guests	 easy	
access	 to	 the	 commercial	 and	 entertainment	 hubs	
around	town.	

Zone	by	The	Park,	a	chain	of	upscale	hotels	designed	
to	 go	 beyond	 just	 a	 superior	 room	 and	 service	
experience	 to	 become	 a	 hub	 of	 social	 interactivity	
for	the	modern	business	and	leisure	traveler.	Which	
was	 set	 to	 lead	 a	 social	 shift	 in	 hospitality;	 taking	
hospitality	to	a	whole	new	level	making	the	hotel	a	
social	hotspot	with	locations	in	Tier	2	and	Tier	3	cities.	
With	relaxed,	un-boxy	spaces	where	connections	are	
made	 and	 ideas	 exchanged,	 a	 happening	 bar	 and	
restaurants	and	buzzing	nightlife,	Zone	by	The	Park	is	
much	more	than	a	hotel.	It	is	a	concept	whose	time	
has	come.

The	 Park	 Hotel	 management	 thought	 of	 the	
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importance	 of	 training	 the	 recruits	 to	 their	 various	
hotels	for	various	management	levels	and	the	vision	
materialized	 into	 AIH	which	was	 established	 in	 the	
year	 2007	 to	 provide	 training	 programmes.	 These	
management	 training	 programmes	 are	 specifically	
tailor	made	for	the	both	Brand	of	hotels	The	Park	and	
Zone	by	the	park.	The	Park	Hotels	have	been	running	
the	Management	Training	Program	with	AIH	for	over	
25	 years.	 A	 number	 of	 trainees	 have	 successfully	
completed	their	training	under	its	program	and	holds	
noteworthy	 managerial	 portfolios	 with	 the	 Park	
hotels	as	well	as	other	hotels	around	the	globe.like	
Park	Hotel’s	Management	Training	Programme,	Hotel	
Operations,	 Executive	 Training	 Programme	 and	 Bar	
Executive	Training	Programme.	(Exhibit-1)

During	 their	 training	 program	 they	 are	 offered	
attractive	 stipend	 based	 on	 the	 levels	 as	 per	 the	
industry	 standards	 whichis	 reviewed	 at	 the	 end	 of	
financial	 year	 based	 on	 performance	 and	 business	
linked.	The	selection	to	the	entry	level	positions	are	
based	on	campus	 interviews.	The	Park	Hotels	/	The	
zone	by	the	park	visits	Hotel	Management	Colleges	
across	 country	offering	3	 year	Diploma	or	 3/4	 year	
Degree	in	Hotel	Management	and	around	40	trainees	
are	selected	out	approximately	from	4000	applicants	
which	make	the	chance	to	get	the	offer	as	challenging.	
At	 the	 end	 of	 the	 program	 students	 are	 placed	 in	
The	Park	Hotel	business	as	well	as	best	hotels	across	
country	like	Taj	Hotels,	ITC	Hotels,	The	Leela	etc.

The	training	for	the	management	trainees	are	 itself	
a	cost	 impacted	training	for	AIH	and	the	dedication	
to	 vision	 of	 the	 founders	 and	 the	 team	of	 AIH	 has	
enabled	 them	 to	 strive	 to	offer	 the	best	 training	 in	
the	 industry	 which	 was	 recognized	 and	 the	 best	
practices	followed	was	awarded	by	winning	the	“Best	
Learning	 &	 Development	 Center”	 at	 4th	 Golden	
Star	 Awards	 2011.	 Other	 winners	 in	 the	 category	
are	 Oberoi	 Centre	 for	 Learning	 and	 Development,	
The	 Taj	 Aurangabad	 and	 The	 Leela	 Academy.	 The	
“Golden	 Star	 Awards”	 acknowledge	 organizations	
for	“Excellence	 in	Food,	Hospitality,	Services&	Food	
Retailing”.	Still	it	was	one	of	the	cost	center	which	is	
continuously	making	losses	from	inception.

At	the	eve	of	this	award	ceremony	the	management	

thought	of	turning	around	and	making	a	sustainable	
training	 institute.	 The	 thought	 process	 triggered	
certain	initiatives	with	their	expertise	in	the	industry	
set	up	and	wanted	 to	 look	out	 for	 some	additional	
revenue.

Expansion

Management	 was	 in	 the	 process	 of	 expanding	 the	
verticals	 since	 2007.	 AIH	 started	 to	 offer	 degree	 of	
B.Sc.	 in	 Hotel	Management	 and	 catering	 operation	
affiliated	 to	 Yashwantrao	 Chavan	 Maharashtra	
Open	University.	 In	 the	next	year	 it	 started	offering	
programs	in	Hotel	Management	–B.Sc.	in	Hospitality	
Studies	affiliated	to	University	of	Mumbai	with	intake	
capacity	of	60.

AIH	 faced	 challenges	 for	 getting	 admission	 for	 the	
first	batch	of	B.Sc.	hospitality	course	affiliated	to	the	
University	Mumbai.	AIH	invested	heavily	on	advertising	
to	make	awareness	regarding	the	course	which	was	
offered.	 To	 add	 value	 to	 the	 course	 management	
trainees	and	students	are	treated	as	employees,	also	
they	get	hands	on	experience	by	working	in	adjoining	
hotel.	 Everyday	 group	 of	 ten	 students	 work	 at	
reception,	front	office	and	restaurants	from	morning	
7	am	to	10	am	for	a	week,	as	most	of	customers	have	
their	breakfast	and	checkout	during	this	time,	thereby	
learning	skills	like	communication	skills	interpersonal	
skills,	 team	work,	financial	 skills.	Students	 from	the	
school	 become	 eligible	 to	 embark	 on	 a	 journey	 of	
self-discovery	and	aspire	to	hold	coveted	leadership	
positions	at	The	Park	Hotels	and	associates	anywhere	
in	India.	For	him	faculty	is	the	major	strength	who	are	
playing	the	dual	role	of	trainer	and	faculty.	He	is	quite	
confident	 about	 the	 competency	 of	 the	 faculty	 to	
leverage	on	his	plans.	The	Professional	Development	
Programmes	 are	 conducted	 by	 the	 institute	 in	
association	 with	 The	 Park	 Hotels	 over	many	 years.	
Besides	the	university	curriculum,	the	institute	offers	
Professional	 Development	 Programmes	 (PDP)	 to	
the	 BSc.	 Hospitality	 Studies	 students	 to	 keep	 them	
updated	on	the	latest	industry	trends	and	practices.		
Specially	designed	short	duration	intense	programs,	
ranging	 from	 personality	 enhancement	 and	
honing	 of	 professional	 skills	 to	 various	 behavioural	
and	 strategic	 hospitality	 management	 modules.	
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Communication	sensitized	training	like	–	Prevention	
of	 Sexual	 Harassment	 (POSH),	 gender	 diversity	
training,	inclusion	training	etc.,	and	short	certificate	
programs	in	Finance,	Social	Media	Marketing	and	HR	
compliances.

•	 Personality	 Enhancement	 and	 Honing	 of	
professional	skills

	 Development	 is	 an	 enduring	 process	 of	
fostering,	 shaping	 and	 enhancing	 individuals’	
skills,	 knowledge	 and	 interests	 to	 ascertain	
their	 maximum	 efficacy	 and	 compliance.	
Effective	 Communication	 skills	 play	 a	 crucial	
role	 in	 honing	 one’s	 personality.	 AIH	 focuses	
on	simulated	learning	environment,	field	trips,	
demonstrations,	 theme	 lunches	 etc.	 as	 these	
skills	are	key	to	success	 in	hospitality	 industry.	
AIH	 Students	 also	 get	 hands	 on	 experience	
through	on-the-job	training	at	The	Park	Hotel.

•	 POSH	Training
	 Sexual	 harassment	 has	 been	 a	 persistent	

problem	in	the	hospitality	industry,	long	before	
the	scandals	involving	celebrity	chefs	and	their	
restaurant	groups	hit	the	headlines.	To	prevent	
this,	AIH	students	are	trained	under	Prevention	
of	Sexual	Harassment	(POSH)	initiative	to	handle	
such	a	situation	at	work	to	prevent	and	correct	
sexual	harassment	and	retaliation	against	them.

•	 Gender	Diversity	Training
	 Gender	 diversity	 is	 vital	 to	 any	 workplace	

specially	in	hospitality	industry.	Making	gender	
diversity	a	business	priority	can	lead	to	financial	
benefits	 and	 help	 a	 company	 realize	 its	 full	
potential.	So	AIH	tries	to	reap	the	bottom-line	
benefits	that	diversity	can	bring	to	the	business.

•	 Inclusion	Training
	 Creating	 an	 inclusive	 workplace	 will	 improve	

your	 hospitality	 business	 in	 every	 way.	 The	
more	diversity	your	workers	bring	to	the	table,	
the	 wider	 your	 talent	 pool	 will	 be	 and	 that	
makes	 for	 better	 ideas.	 Companies	 reporting	
inclusive	 talent	practices	demonstrated	higher	
cash	flow	and	superior	business	outcomes	than	
their	peers.

According	 to	 Gallup’s	 workplace	 survey,	 these	 key	
components	include:

•	 Mutual	respect	among	all	players
•	 Individual	empowerment
•	 Active	value	and	appreciation	for	team	members
•	 Trust	and	vulnerability	
•	 Safety	for	everyone
•	 A	culture	of	innovation
Contemporary	 India	 is	 witnessing	 a	 never-before	
change	 in	 the	 dynamics	 of	 economic	 growth.	
AIH	 recognized	 the	 need	 for	 a	 breed	 of	 young,	
unconventional	 Corporate	 Turks	 who	 can	 take	 on	
these	 complex	 challenges	 and	 deliver	 world-class	
results.	 He	 believed	 that	 the	 ideology	 of	 the	 PDP	
program	 is	 to	 create	 agile	 leaders	 of	 tomorrow.	
Those	 capable	 of	 dealing	with	 ambiguity	 in	 a	 spirit	
of	innovation,	without	losing	touch	with	basic	human	
values.	AIH	has	a	strong	alumni	network	of	students	
working	with	The	Park	Hotels,	Taj	Hotels	Resorts	and	
Palaces,	 Oberoi	 Hotels	 &	 Resorts	 (OCLD),	 ITC-HMI,	
The	Leela	Palace	Chennai,	Grand	Hyatt	Mumbai	and	
Hyatt	Regency,	 Sofitel	 BKC,	 ITC	Maratha,	 ITC	Grand	
Chola	Hotel,	Mc	Donald’s,	Hotel	Royal	Tulip	and	more.

AIH	 also	 expanded	 its	 arms	 by	 starting	 a	 training	
center	 for	 International	 Air	 Transport	 Association	
(IATA)	and	offers	IATA	Foundation	in	Travel	&	Tourism	
program	 from	2014	as	well	 as	 consultancy	projects	
for	 the	 hospitality	 industry.	 As	 a	 result	 of	 all	 these	
initiative	 taken	 by	 AIH	 has	 transformed	 itself	 from	
a	cost	center	to	a	profit	center	from	2017	onwards.	
Now	top	management	wants	to	designfuture	plans	to	
generate	sustainable	revenue	model	as	AIH	has	been	
continuously	supported	for	last	several	years	while	it	
was	making	losses.

The	Management	is	in	a	dilemma	of	course	expansion	
because	 the	platter	 is	 full,	 the	 fees	charged	 for	 the	
flagship	 B.Sc.	 Hospitality	 studies	 cannot	 sustain	
the	 growth	 and	 the	 idea	 to	 increase	 the	 intake	
capacity	is	also	not	an	immediate	option	because	of	
infrastructure	constraint	and	the	Management	wants	
to	still	better	the	future	profitability	of	AIH.
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Human Resource Assets

As	 AIH’s	 vision	 is	 “Leadership	 Through	 Knowledge”	
which	 truly	 reflected	 in	 the	 team	 of	 highly	
accomplished	 and	 dedicated	 faculty	members	 who	
are	 working	 constantly	 towards	 turning	 the	 vision	
into	reality	for	each	and	every	student	of	the	institute.	
AIH	provides	a	combination	of	world-class	education	
and	theory,	as	well	as	the	practical	know-how	of	the	
hospitality	 industry.	 It	strives	to	keep	pace	with	the	
growing	demands	of	the	hospitality	&	services	sector,	
by	 continually	 widening	 the	 scope	 of	 its	 courses,	
methodology	 and	 activities.	 Being	 integrated	 with	
The	Park,	Navi	Mumbai,	the	gap	between	the	industry	
and	academia	is	narrowed	and	students	are	exposed	
to	 the	 real	 Hospitality	 world	 from	 the	 day	 one	 of	
the	course.	Each	faculty	get	opportunity	annually	to	
attend	 Faculty	 Development	 Programme	 at	 Cornell	
University,	New	York.		The	organization	has	created	a	
good	work	environment	where	good	work	life	balance	
is	maintained	and	effective	employee	engagements	
practices.	The	entire	week	is	dedicated	towards	the	
employee	engagement	activities	namely	“Get	Set	Go	
Week”	which	comprises	of	lot	of	fun	&	learn	activities	
like	 talent	 show	 events,	 sports,	 cultural,	 outbound	
experiential	 learning,	etc.	The	organization	provides	
commitment	 incentives	 also.	 The	 retention	 rate	 of	
faculty	is	90%.

Industry Human Capital Scenario

As	 hotel	 industry	 in	 India	 continuously	 faced	 the	
shortage	of	skilled	and	trained	employees,	especially	
at	 the	manager	 and	 supervisor	 levels	 laterally	with	
attrition	rate	as	high	as	45	–	50%.	This	figure	is	consider	
to	 be	 worrying	 factoras	 most	 HR	 experts	 agree	 a	
healthy	turnover	rate	should	actually	be	somewhere	
in	the	10-15%	range.	Shortage	of	organized	training	
and	educational	institutes	for	development	of	skilled	
employees	 was	 one	 of	 the	 major	 reason	 for	 the	
same.	Only	few	hotels	like	Taj,	Oberoi	and	ITC	had	set	
up	 their	 training	 institutes	with	 a	 few	 international	
brands	 like	 Carlson,	 InterContinental	 Hotels	 Group	
etc.	 Less	 than	 adequate	 AICTE	 approved	 hotel	 and	
catering	 management	 institutes	 as	 well	 as	 talent	
graduating	each	year	 lacked	 in	 required	skill	 set	 for	
direct	 employment	 in	 the	 industry.	 Following	 the	

footsteps	 of	 the	 industry	 giants,	 AIH	 was	 initially	
set	 up	 as	 training	 center	 for	 The	 Park	 recruits	 but	
after	 identifying	 this	 prevailing	 gap	 in	 the	 industry,	
strategically	 aligned	 them	 to	 grab	 this	 lucrative	
business	opportunity.

Future Ahead

AIH	 has	 converted	 themselves	 from	 cost	 center	 to	
profit	earning	from	last	two	years	2017-18	and	2018-
19.As	 hotel	 industry’s	 attrition	 rate	 is	 increased	 to	
50	%	 in	 2018	 from	25%	 in	2010	accompanied	with	
shortage	 of	 organized	 training	 and	 educational	
institutes	for	development	of	skilled	employees	can	
be	 taken	 as	 opportunity.	 They	 had	 started	 offering	
different	training	modules	and	different	courses.	The	
Management	 was	 rethinking	 about	 the	 expansion	
of	 courses	 and	 modules.	 As	 university	 affiliated	
institutes	cannot	charge	a	very	high	fee	as	it	is	decided	
concerned	 authority,	 which	 created	 constraints	 for	
infrastructure	development	of	AIH.

Also	present	students	are	from	millennial	generation	
are	 stereotypes,	 lazy,	 entitled,	 self-centered,	
oversensitive	 and	 unprepared.	 They	 are	 a	 rising	
generation	of	smart	and	highly	ambitious	individuals.	
They	are	overloaded	with	 information	and	have	an	
immense	pressure	to	succeed.	There	are	so	many	big	
life	decisions	to	make	—	who	to	marry,	what	career	
path	 to	 take,	 where	 to	 live,	 how	 to	 manage	 our	
money	—	and	so	many	options.	Millennials	dominate	
the	workforce,	 they	are	 indifferent	about	work	and	
simply	 show	 up	 just	 to	 put	 in	 the	 hours.	 They	 are	
unrealistically	high	in	expectation	of	what	their	day	to	
day	work	lives	would	be	and	impatient	and	frustrated	
because	 they	want	 career	 advancement	 in	months	
vs	years.	This	is	a	great	challenge	to	engage	them	in	
specific	area	of	career	and	professional	course

Questions for discussion

1.	 According	 to	 you	 what	 are	 the	 distinguishing	
features	of	AIH	training-learning	module?

2.	 Describe	and	discuss	the	challenges	in	the	AIH	
for	its	sustainability?

3.	 Suggest	strategies	 that	can	be	adopted	by	 the	
AIH	to	sustain	in	the	market?
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TEACHING NOTE 

Case Synopsis

Case	 is	 about	 how	 Apeejay	 Institute	 of	 Hospitality	
(AIH)	turned	around	the	cost	center	into	profit	center	
by	providing	training	programs	primarily	to	the	Park	
hotel	and	then	to	other	verticals.

Now	 Bhuvan,	 Principal	 of	 AIH,	 has	 a	 key	 issue	 of	
developing	the	strategy	that	can	make	AIHsustainable	
for	future.

The target learning group

Case	 can	 be	 used	 for	 post	 graduate	 management	
students	and	hotel	management	students.

Courses for which it can be used

Strategic	management,	service	management.

Learning and Teaching objectives

•	 To	expose	students	to	various	perspectives	and	
concepts	in	the	field	of	Strategic	Management	

•	 The	 course	 would	 enable	 the	 students	

A) Exihibit 1. The Salient focus of the various The Park specific training Prog

Features / 
Training  

Programs

General Man-
agement

Housekeeping 
Management

Kitchen  
Management

Bar Executive Hotel  
Operations 
Executive

Duration
Off	Job 02	months 02	months 02	months 01	month 01	month
On	the	job 04	months 04	months 04	months 23	months 23	months
Department-
wise	Specialized	
training

18	months 18	months 18	months - -

Final	On	Board	
Position

Assistant	Man-
agers	in	Front	
Office,	Food	
and	Beverage	
Service	or	Sales	
and	Marketing

Assistant	Man-
agers	in	House-
keeping	

Kitchen	Execu-
tives

Bar	Executives Executives

B)The Salient focus of the various The Zone by The Parkspecific training Program

Features /  
Training Programs

General Management Housekeeping  
Management

Kitchen  Management

Duration
Off	Job 01	months 01	months 01	months
On	the	job 05	months 05	months 05	months
Department-wise	
Specialized	training

18	months 18	months 18	months

Final	On	Board	Position Assistant	Managers	in	
Front	Office,	Food	and	
Beverage	Service	or	Sales	
and	Marketing	

Assistant	Managers	in	
Housekeeping

Kitchen	Executives
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to	 understand	 the	 principles	 of	 strategy	
formulation,	 implementation	 and	 control	 in	
organizations.

•	 To	help	students	develop	skills	for	applying	these	
concepts	as	solution	to	the	business	problems

•	 To	help	students	to	apply		 	the	analytical	tools	
of	strategic	management	like	Cost	center,	profit	
center,	 operation	 of	 service	 sector,	 SWOT,	
porter’s	five	force	model	and	PESTEL	analysis.

Teaching strategy

•	 The	groups	will	be	formed,	and	case	study	will	
be	distributed	to	students	well	in	advance	and	

they	 are	 expected	 to	 come	 prepared	 for	 the	
case	study	session.

•	 Faculty	 will	 act	 as	 a	 facilitator	 and	 give	 the	
pointers	for	case	analysis	while	making	effective	
use	of	board.	 The	pointers	 are	 key	 take	away,	
pasture,	key	questions	and	alternatives.

•	 Individual	 students	 should	 be	 given	 time	 for	
reading	&	understanding	the	case	-	20	minutes

•	 Group	Interaction	&	Discussion	–	10	minutes
•	 Presentations	 by	 Individual	 group	

representatives	–	50	minutes
•	 Concluding	remarks	by	facilitator	–	10	minutes

My grandfather once told me that there were two 

kinds of people; those who do the work and those 

who take the credit. He told me to try to be in the first 

group; there was much less competition. 

– Indira Gandhi
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*Vice	Chancellor

**Dean,	Faculty	of	Doctoral	Studies	and	Research,
Shri	Vaishnav	Vidyapeeth	Viswavidyalaya,	Indore
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Basic Psychological Processes

The	 Chapter	 1	 on	 Introduction	 to	 psychology	 has	
covered	nature	of	psychology,	concept	of	psychology,	
definition	of	psychology,	history	of	psychology,	scope	
of	 psychology,	 and	 importance	 of	 psychology.	 The	
Chapter	 2	 on	 Methods	 of	 Psychology	 has	 covered	
classification	 of	 methods,	 introspection	 method,	
observation	method,	 experimental	method,	 clinical	
method,	and	interview	and	questionnaires.		

The	Chapter	 3	on	Biological	 Basis	 of	 Behaviour	has	
covered	 basic	 units	 of	 the	 nervous	 system,	 nerves	
and	synapses,	functioning	of	neurons,	organization	of	
the	nervous	system,	structure	of	the	nervous	system,	
sympathetic	 division,	 parasympathetic	 division,	 the	
central	 nervous	 system,	 structure	of	 the	brain,	 and	
endocrine	system.	The	Chapter	4	on	Sensory	Processes	
has	 covered	 stimulus	 and	 sensation,	 definitions,	
characteristics	and	attribution	of	sensations,	sensory	
adaption,	 auditory	 sensation/	 hearing,	 anatomy	 of	
the	 human	 ear,	 pain	 sensation,	 and	 psychological	
aspects	of	sensation	and	perception.			

The	Chapter	5	on	Perceptual	Process	and	Illusion	has	
covered	 perception,	 difference	 between	 sensation	
and	 perception,	 factors	 affecting	 perception,	
organization	of	the	perceptual	field,	laws	of	perceptual	
organization,	 depth	 perception,	 space	 perception,	
illusion,	and	hallucination.	The	Chapter	6	on	Attention	
Process	has	covered	concept	of	attention,	definition	
and	characteristics	of	attention,	attention	mechanism,	
kinds	of	attentional	focus,	types	of	attention,	factors	
affecting	 attention,	 internal	 or	 subjective	 factors	 of	

Book Review - 01

attention,	and	different	aspects	of	attention.					

The	 Chapter	 7	 on	 Learning	 Process	 has	 covered	
nature	 of	 learning,	 factors	 of	 learning,	 theories	 of	
learning,	laws	of	learning,	principles	of	conditioning,	
important	phases	of	 classical	 conditioning,	 types	of	
instrumental	 conditioning,	 operations	 in	 operant	
conditioning,	 comparison	 between	 classical	 and	
operant	 conditioning,	 cognitive	 theory	 of	 learning,	
factors	 of	 gestalt	 learning,	 observational	 learning,	
and	 significance	 of	 social	 learning/	 observational	
theory.		The	Chapter	8	on	Memory	and	Forgetting	has	
covered	concept	of	memory,	definitions	of	memory,	
process	of	memorization,	 factors	affecting	memory,	
types	 of	 memory,	 methods	 of	 measurement	 of	
memory,	concept	and	definitions	of	forgetting,	kinds	
of	forgetting,	and	theories	of	forgetting.		

The	Chapter	9	on	Motivation	has	covered	meaning	of	
motivation,	motives,	types	of	motives,	physiological	
motives,	 and	 social	 motives,	 intrinsic	 and	 extrinsic	
motivation.	The	Chapter	10	on	Emotions	has	covered	
concept	 of	 emotions,	 meaning	 and	 characteristics	
of	 emotions,	 theories	 of	 emotions,	 physiological	
patterns	 of	 emotional	 responses,	 expression	 of	
emotion,	instincts,	and	sentiments.			

The	Chapter	11	on	Thinking	and	Reasoning	has	covered	
nature	of	thinking,	characteristics	of	thinking,	aspects	
of	 thinking,	 types	of	 thinking,	 lateral	 thinking,	 tools	
of	 thinking,	 favourable	 factors	 of	 thinking,	 forming	
of	 concepts,	 reasoning,	 factors	 affecting	 reasoning,	
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problem	 solving,	 stages	 in	 problem	 solving,	 factors	
influencing	 problem	 solving,	 rules	 for	 effective	
problem	 solving,	 and	 decision	 making	 ability.	 	 The	
Chapter	 12	 on	 Intelligence	 has	 covered	 nature	 of	
intelligence,	 definitions	 of	 intelligence,	 kinds	 of	
intelligence,	 theories	 of	 intelligence,	 concept	 of	
intelligence	 quotient,	measurement	 of	 intelligence,	
and	types	of	intelligence	tests.	

The	Chapter	13	on	Personality	has	covered	nature	of	
personality,	definitions	of	personality,	characteristics	
of	 personality,	 personality	 traits,	 development	
of	 personality,	 theories	 of	 personality,	 big	 five	
model	 of	 personality,	 measurement	 of	 personality,	

biographical	 data	 blank,	 projective	 tests,	 and	 some	
important	personality	inventories.		

The	book	has	been	well	written	in	a	very	simple	and	
lucid	 language.	 The	 students	of	 undergraduate	 and	
postgraduate	degree	programs	will	find	it	quite	useful	
in	understanding	the	basic	concepts	which	constitute	
the	 discipline	 of	 psychology.	 HR	 professionals	 who	
do	not	have	roots	in	psychology	and	intend	to	design	
and	conduct	training	programs,	particularly	on	some	
of	the	topics	covered	in	this	book	will	find	it	handy	for	
clarifying	their	basic	understanding	about	the	role	of	
psychology	in	human	behaviour	at	work.			

When climbing the ladder, it is very easy to kick 

those below, but one must not forget that you can-

not stay at the top forever. The higher you go, the 

longer is the fall.

– Sudha Murthy



86

Se
ct

io
n 

- I
II

(Author:	Kai-Fu	Lee,	Houghton	Mifflin	Harcourt	Publishing	Company,	New	York,	USA)

R.	Radhakrishnan
Retired	Executive	Director-Information	Systems	(Functional),	Hindustan	Petroleum	Corporation	Ltd.	

AI Superpowers 

The	 book	 AI	 Superpowers	 Kai-Fu	 Lee	 beautifully	
brings	out	the	emergence	of	the	Artificial	Intelligence	
as	an	exciting	breakthrough	technology	intervention	
in	 the	world.	The	book	gives	an	excellent	narration	
about	how	China	has	been	 turned	 into	a	bona	fide	
AI	(Artificial	Intelligence)	superpower.	The	book	also	
brings	out	how	China	is	shaping	up	as	the	only	true	
counterweight	to	the	United	States	in	the	Emerging	
technology.

The	book	very	interestingly	traces	the	genesis	of	AI,	
the	 history	 of	 deep	 learning,	 AI	 and	 International	
Research	and	the	availability	of	abundant	data	which	
are	key	to	the	success	of	AI	algorithm.

The	interesting	aspect	of	this	book	is	that	it	foresees	
that	 the	 complete	 AI	 revolution	 will	 take	 a	 little	
time	and	will	ultimately	wash	over	us	 in	a	series	of	
four	waves	Viz:	 Internet	AI,	business	AI,	perception	
AI	 and	 autonomous	 AI.	 The	 author	 states	 that	 the	
first	 two	 waves	 –	 internet	 AI	 and	 business	 AI-	 are	
already	around	us.	Internet	AI	is	largely	about	using	
AI	 algorithms	as	 recommendation	engines;	 systems	
that	 learn	our	personal	preferences	and	 then	serve	
up	content	hand-picked	 for	us.	The	power	of	 these	
AI	 engines	 depends	 on	 the	 digital	 data	 they	 have	
access	to.	Business	AI	takes	advantage	of	the	fact	that	
traditional	 companies	have	also	been	automatically	
labeling	 huge	 quantities	 of	 data	 for	 decades.	 	 For	
instance	 insurance	 companies	 have	 been	 covering	
accidents	 and	 catching	 fraud,	 banks	 have	 been	
issuing	loans	and	documenting	repayment	rates	and	
hospitals	have	been	keeping	records	of	diagnoses	and	
survival	 rates.	All	 of	 these	actions	generate	 labeled	
data	 points.	 Business	 AI	mines	 these	 databases	 for	
hidden	correlations	that	often	escape	the	naked	eye	
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and	human	brain.	Perception	AI	is	now	digitizing	our	
physical	world,	learning	to	recognize	our	requests	and	
“see”	the	world	around	us.	Autonomous	AI	will	come	
last	 but	will	 have	 the	 deepest	 impact	 on	 our	 lives.	
As	self-driving	cars	take	to	the	streets,	autonomous	
drones	take	to	the	skies,	and	intelligent	robots	take	
over	 factories,	 they	will	 transform	 everything	 from	
organic	farming	to	highway	driving	and	fast	food.

The	author	argues	that	the	success	of	AI	Algorithms	
depend	on	three	things:	big	data,	computing	power	
and	 the	work	 of	 strong-but	 not	 necessarily	 elite-AI	
algorithm	 engineers.	 He	 states	 that	 in	 this	 age	 of	
implementation,	data	is	the	core.

The	relative	strengths	of	China	and	the	United	States	
in	 the	 four	 analogous	 inputs	 viz	 abundant	 data,	
hungry	entrepreneurs,	AI	scientists	and	an	AI-friendly	
policy	environment	determines	the	emerging	balance	
of	power	in	AI	world	order,	according	to	the	author.	
The	book	also	articulates	how	China	will	shred	their	
image	as	copy	cats	in	the	Coliseum	of	the	innovations	
of	Silicon	Valley	through	their	advantageous	position	
in	the	field	of	Artificial	Intelligence	through	their	four	
analogous	inputs.

The	book	pronounces	 that	 initially,	 the	 relationship	
between	 China	 and	 Silicon	 Valley	 was	 one	 of	
imitation,	competition	and	catchup	but	around	2013	
Chinese	internet	changed	the	direction	and	no	longer	
lagged	behind	the	Western	 internet	 in	 functionality	
though	 it	also	hadn’t	surpassed	Silicon	Valley	on	 its	
own	terms.	Instead,	it	was	morphing	into	an	alternate	
internet	universe,	a	space	with	its	own	raw	materials,	
planetary	systems,	and	laws	of	physics.	It	was	a	place	
where	many	users	accessed	the	internet	only	through	
cheap	smartphones,	where	smartphones	played	the	
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role	 of	 credit	 cards,	 and	 where	 population-dense	
cities	created	a	rich	laboratory	for	blending	the	digital	
and	physical	worlds.

The	 book	 concludes	 that	 in	 the	 four	 waves	 of	 AI,	
China	 and	 USA	 are	 the	 two	 critical	 players	 and	 in	
five	years	while	USA	will	have	a	favorable	balance	in	
Business	AI,	China	will	be	a	clear	winner	in	perception	
AI	 domain	whereas	 in	 internet	AI	 China	will	 hold	 a	
marginal	upper	hand	and	 the	 two	countries	will	be	
evenly	poised	in	the	field	of	Autonomous	AI.

The	author	estimates	that	40	to	50	percent	of	jobs	in	
USA	will	be	technically	capable	of	being	automated	
potentially	 leading	 to	 layoffs	 in	 the	 long	 term.	 He	
also	 foresees	 a	 larger	 pool	 of	 unemployed	workers	
competing	for	an	even	smaller	pool	of	 jobs,	driving	
down	wages	and	forcing	many	into	part-time	or	“gig	
economy”	work	that	lacks	benefits.

The	 author	 believes	 that	 many	 of	 the	 proposed	
technical	solutions	for	AI-induced	job	losses	coming	
out	of	Silicon	Valley	fall	into	three	buckets;	restraining	
workers,	 reducing	 work	 hours,	 or	 redistributing	
income.	The	author	states	that	the	private	sector	 is	
leading	 the	AI	 revolution	 and	 it	must	 also	 take	 the	
lead	in	creating	the	new,	more	humanistic	jobs	that	
power	 it.	 Some	 of	 these	 will	 emerge	 through	 the	
natural	functioning	of	the	free	market,	while	others	

will	require	conscious	efforts	by	those	motivated	to	
make	a	difference.

Many	 of	 the	 jobs	 created	 by	 the	 free	 market	 will	
grow	out	of	a	natural	symbiosis	between	humans	and	
machines.	While	AI	handles	the	routine	optimization	
tasks,	human	beings	will	bring	the	personal,	creative,	
and	 compassionate	 touch.	 The	 author	 expects	 that	
the	AI	will	do	the	analytical	thinking,	while	humans	
will	wrap	that	analysis	in	warmth	and	compassion.

The	author	could	have	brought	the	significant	work	
in	the	field	of	AI	done	by	other	European	and	Asian	
countries	 as	 well	 for	 the	 benefit	 of	 the	 readers	 to	
show	how	only	China	and	USA	are	the	only	two	major	
countries	competing	for	supremacy	in	the	AI	space.

In	 this	 digital	 era,	 where	 it	 is	 imperative	 for	 every	
manager	to	transform	himself	into	a	digital	manager,	
this	book	provides	excellent	insights	into	the	AI	world	
and	 hence	 highly	 recommended	 with	 an	 excellent	
rating.

AI	 Superpowers	 published	 in	 2018	 is	 an	 interesting	
book	by	Kai-Fu	Lee,	Chairman	and	CEO	of	Sinovation	
Ventures.	 He	 is	 also	 the	 President	 of	 Sinovation	
Ventures’	 Artificial	 Intelligence	 Institute.	 Lee	 has	
been	in	artificial	 intelligence	research,	development	
and	 investment	 for	more	 than	 thirty	 years	 and	 the	
book	has	a	stamp	of	his	knowledge	and	experience.

No real change in history has ever 

been achieved by discussion. 

– Netaji Subhash Chandra Bose
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1. ANNUAL MEMBERSHIP 

(i) I enclose a cheque No._________________dated________ drawn on____________________ 
for Rs 1534/- (Entrance fee Rs300/-, Annual Subscription Rs 1000/- and  18% GST Rs. 234/-
for the period April 2021_to March 2022_)

(ii) I enclose a cheque No.________________ dated_________ drawn on ____________________ 
for Rs. 944/- (Entrance fee Rs. 300/- ,Half Year subscription for Rs. 500/- 18% GST Rs. 144/- 
for the period October 2021_to March 2022__)

2. LIFE MEMBERSHIP(50% Discount for Golden Jubilee year) 

(i) I enclose a cheque No._____________dated_________ drawn on ____________________ 
for Rs. 4779/- (Entrance fee Rs. 300/- And Rs. 3750/- as Life Membership Subscription and 
18% GST Rs. 729/-). 

FOR LIFE MEMEBERS ONLY: 

TWO COPIES OF YOUR RECENT COLOUR PP SIZE PHOTOGRAPHS ALONGWITH 
SPECIMEN SIGNATURE IN BLACK INK ON PLAIN PAPER ARE REQUIRED FOR ISSUE 
OF YOUR IDENTITY CARD. 

3. ASSOCIATE MEMBERSHIP (18 years above)

(For those who are preparing for a career in the field of Training & Development and in some manner 
fall short of the eligibility criteria for Membership)    

I enclose a cheque No____________dated__________________ Drawn on __________________ 
For Rs. 826/- (Entrance fee Rs. 300/- , Annual subscription for Rs. 400/- and 18% GST Rs. 126/- for 
the period April 2021_to March 2022)
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4. FOR SENIOR CITIZENS (60YRS AND ABOVE) 

(i) I enclose a cheque No._____________ dated________ drawn on_____________________ 
for Rs 944/- (Entrance fee Rs300/- , Annual Subscription Rs 500/-  and 18% GST Rs. 144/- for 
the period April 2021_to March 2022 ) 

(ii) I enclose a cheque No.____________dated_________ drawn on ____________________ 
for Rs. 4779/- (Entrance fee Rs. 300/- And Rs. 3750/- as Life Membership Subscription and 
18% GST Rs. 729/-). 

5. FOR SPOUSE LIFE MEMBERSHIP  

              (i)    I enclose a cheque No.____________ dated________   drawn on _______________________ 
For Rs 5900/- (Life Membership Subscription Rs 5000/- and 18% GST Rs. 900/-) 

6. FOR PHYSICALLY CHALLENGED PERSON (50% CONCESSION) 

(i) I enclose a cheque No._______________ dated________ drawn on _____________________ 
for Rs 944/- (Entrance fee Rs 300/- , Annual Subscription Rs 500/- and 18% GST Rs. 144/- for 
the period April 2021__to March 2022)

(ii) I enclose a cheque No______________dated_________ drawn on ____________________ 
for Rs. 4779/- (Entrance fee Rs. 300/- and Rs. 3750/- as Life Membership Subscription and 
18% GST Rs. 729/-). 

I certify that the above information is true to the best of my knowledge and belief. The Membership is 
liable is to be cancelled if the information furnished is found to be incorrect. 

Date______________                           Signature______________________ 

Note :  1.  Please send A/c Payee Cheque in favour of  “Indian Society for Training & Development, New 
Delhi”

 2. Photocopy of this form can be used 

The fee can also be paid through National Electronic Fund Transfer (NEFT) for which bank details are under: 

1. Name of the Account: Indian Society for Training & 
Development

2. Name of the Bank: Indian Bank 
3. SB Account Number: 405039697 
4. Branch Address: Mehrauli Institutional Area, Katwaria 

Sarai, New Delhi-16 
5. NEFT/IFSC/RTGS Code: IDIB000M089 
6. MICR Code :                 110019018 
7. ISTD PAN No :             AAATI0450L 

1. Name of the Account: Indian Society for Training 
and Development 
2.Name of the Bank:Axis Bank 
3.SB Account No: 920010070728956 
4.Branch: Vasant Vihar, New Delhi 
5.NEFT/IFSC/RTGS Code:   UTIB0000473

Quick link for Life membership fee:pages.razorpay.com/istdlifemember
Note: While remitting the payment, please do send the payment details advice to us (by mail : membership@istd.co.in) for 
confirmation of thepayment, which is mandatory. 
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(Please type or write in Capital Letters) 

Personal Particulars

1. Full Name: ______________________________________________________________________________ 

2. Address for Correspondence________________________________________________________________

    _____________________________________________Pin_______________________________________ 

Tel. _____________________ Mobile ______________________  Email: _____________________________

3. Date of Birth: ____________________________________________________________________________ 

4. Gender (Tick only): Male            Female 

5. Academic Qualifications___________________________________________________________________ 

6. Professional membership ___________________________________________________________________

7. Details of present appointment_______________________________________________________________

Position held_______________________________________________________________________________ 

Name of company/Organisation________________________________________________________________ 

    Nature of Business________________________________________________________________________ 

Office address_____________________________________________________________________________ 

___________________________________________Pin___________________________________________ 

Tel _______________________________________ Mobile: _______________________________________ 

Email: ___________________________________________________________________________________

FOR OFFICE USE ONLY 

Entrance Fee received Rs____________                         Date of Admittance by the  

Subscription received Rs____________                          National Council_________________ 

For the year 20____________________                         Membership No.__________________ 



Theme: Strategies for an Agile Work-Culture: Road to New-Age Markets

24-26 November, 2021

For more details kindly visit: www.iftdo2021.com
Conference Secretariat

Indian Society for Training & Development (ISTD)
“Training House,” B-23 Qutab Instuonal  Area New Delhi - 110 016

 +91 11 26867710, 26857157 |  +91 11 26451604 |  T: F: E: contact@iftdo2021.com

thLooking forward to welcoming you in India for the 49  edition of IFTDO World  Conference.

Internaonal Federaon of 
Training and Development Organizaons

Shri Ramesh Pokhriyal
Hon'ble Minister of Educaon, 
Govt. of India

Shri Dharmendra Pradhan
Hon'ble Minister of Petroleum & 
Natural Gas and Steel, Govt. of India
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Block your 
calendar 
today!

The conference will bring together thought leaders, practitioners, 

executives, academics and researchers from around the world. 
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A Decade of Training as a Foundation for 
Employee Performance Augmentation in 
COVID-19 Pandemic: A Review 
Anjali Dutta, Santosh Rangnekar

Articles

A Rendezvous with Civil Servants: Survey Findings
Pragya Mathur Kumar

Buying Behaviour of Consumers, Normal to 
New Normal: A Sneak Peek into Reality
Snigdharani Mishra, Sri ShourieYadati, 
Simran Tapariya

Challenges of Making Safety a 
'Way of Life' in Indian Society
Harbans Lal Kaila

Emergent Leadership as an Effective 
HR Tool during Pandemic
Vijit Chaturvedi, Sanjeev Bansal

Employee Relations: 
Emerging Issues and Challenges
B. R. Virmani

HR Interventions Applied to Solid Waste Management 
Workers of Municipal Corporation of Greater 
Mumbai during COVID-19
Ajit Salvi

Quality Circle Approach in Highway Projects
Kishor Kumar Pahuja

Skilling of Car Mechanics and Car Sales Consultants: 
Need to Re-skill and Up-skill
Darshana Dave, Ravi Menaria

Prema Library: A Study for Aspirations
Vinod Dumblekar, Taranjit Singh Vij

Case Studies

Basic Psychological Processes
Upinder Dhar, Santosh Dhar

Book Reviews

AI Superpowers
R. Radhakrishnan

Training Effectiveness Evaluation Models - A Comparison
Kiran Dhankhar

Apeejay Institute of Hospitality
Mrinal Phalle, Bins M. Mathew, 
Balvinder Singh Reel, Faisal Memon


