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From the Desk of National President

Dear Friends,

Greetings !!

Training is an educational process which helps in learning new information, relearn and reinforce existing 
knowledge and skills. Effective training conveys useful and relevant information to the participants which 
enables to bring about transformational changes in the organization. Training, therefore, acts as an important 
tool towards organizational growth and development. Training can be leveraged as a proactive means for 
developing skills and expertise to build competitive advantage.

In today’s competitive environment where all industries are experiencing staff and skills shortages, companies 
are faced with stiff internal and external competition for quality employees. Each employer who invests 
seriously in the area of training and development would derive benefits of an improved work performance 
with increased productivity and staff retention.

Due to the onset of Covid-19 pandemic there has been a significant shift in the training & learning 
methodology. All of a sudden, the entire training shifted to online platforms eliminating physical presence 
and interaction. Networking has taken a back seat denying the opportunity to the participants to interact 
with each other. Travelling to new places, meeting new people has paused all of a sudden. The impetus 
has now shifted to improving the efficacy of online training programs. Many platforms like Zoom meeting, 
Microsoft Teams, Google meet, Skype, etc. have become common as essential tools to the delivery of 
training.

As you all know ISTD is hosting the 49th IFTDO world conference with the theme: Strategies for an agile 
work-Culture : Road to New-Age Markets in the month of May, 2022.  The theme seeks to tackle the current 
scenario so that it brings greater dynamism to the market-place and is relevant to the context, especially 
in the corona and post corona era. We marked a milestone in the virtual Curtain raiser programme for the 
IFTDO World conference and received a huge support and response.

I would like to thank our Chief Editor, Dr Radha R. Sharma and the entire Editorial Board for their continuous 
support in publishing the journal. 

I respectfully greet all the ISTDians for their continuous support and making IJTD one of the best in its 
category.

I am grateful to ISTD’s Past Presidents, National Council Members and Senior members for their continuous 
guidance & support and trust from all the members across the country.

My best wishes to the journal and its editorial team.

 National President



4

From the Desk of Chief Editor

Leveraging Andragogy for Human Capital Development

Andragogy, as a method of adult education, was popularised by Malcolm Knowles, though its history could 
be traced to 1833. There is science behind adult education and Knowles’ theory of andragogy postulates 
that adults have mature and self-directed self-concept, intrinsic motivation, eagerness to learn, and use their 
experience as a tool, with orientation towards application and problem solving. They retain information 
best when it is relevant and application oriented (https://infed.org/mobi/malcolm-knowles-informal-
adult-education-self-direction-and-andragogy/). The scope of andragogy has broadened to include any 
education practice with a learner-driven approach. Hence in order to make andragogy effective it ought  
to be based on adult learners’ needs, participative, goal oriented, with scope for improvement involving 
co-creation strategies. A conducive environment for adult learning would be one that promotes creativity 
and experimentation while encouraging intellectual freedom.

Human capital is an intangible asset consisting of the knowledge, skills, and expertise possessed by  
people. The concept of human capital can be traced back to the 18th century when Adam Smith suggested 
that improving human capital through training and education leads to a more profitable enterprise,  
which adds to the collective wealth of a society. If there is gap between human capital requirements  
of an organization and its existing workforce, it may lead to inefficiency, financial loss and loss of reputation  
of the organization, Thus it is imperative that an organization trains, develops and fosters its workforce as  
there is a strong relationship between human capital and productivity, profitability and economic growth.  
Like other forms of capital, human capital can be measured and developed and it would deliver a  
return on investment (ROI).

Human capital also contributes to more innovations and ability to absorb new technologies. The formation 
of human capital raises production levels and contributes to economic growth by adding to the GDP. 

This special issue on Leveraging Andragogy for Human Capital Development epitomises 50 golden years  
of legacy of ISTD and presents quintessence of perspectives of scholars, academics and practitioners on 
human capital development in various sectors using a variety of andragogy. Hope the esteemed readers 
find the special issue engaging and intellectually stimulating.

Prof (Dr.) Radha R. Sharma
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INTRODUCTION

Institutions/organizations are also living and dynamic 
organisms, which comprise of people in relationship 
with common purpose and goal. Business leaders 
and decision makers develop the institutional & 
business processes, perform the work and take 
appropriate decisions to sustain themselves and the 
organization. In the past, the assumption was that 
most people are self-centred and need incentives 
to work in an organization. However, in present 
circumstances, leaders are developing business 
models and innovating new ways of business by 
building and nurturing employees engaged with the 
organization. Professional development, training and 
coaching & mentoring are investments, not perks. 
If an organization views workforce as expense, the 
workforce tends to respond accordingly. An average 
business leader asks, “What if we invest in our 

ABSTRACT

Human capital is the most critical asset in every organization and understanding true value of manpower 
and the contributions of individuals will allow management to better allocate financial capital to the 
human capital. The application of proposed tool, with change management interventions, will provide 
opportunity to reflect and develop strategy map comprised of data analytics and cross-functional 
collaboration to achieve the changes in human capital strategy to improvise business performance.

This can be applicable to dairy cooperative institutions & other developmental institutions to rejuvenate 
and serve the producer members efficiently and effectively.

KEYWORDS

Human Capital, ROI, Business Strategy, Values.

employees and they leave?” an outstanding leader 
will rather ponder on—“What if we don’t invest in 
our employee and they stay?”

Human capital as “Expense”: Some of the 
organizations view the expenses incurred on 
hiring, salaries and training and capacity building 
as an expense and focus on cost management. 
Treating people as expenses, however, can prove 
costly. It may create problem in performance and 
engagement. When financial and time resources are 
seen as expenditure on human capital, they foster 
philosophy of cost management and are allocated 
as expenses on income statement.

Human capital as “Investment”: If an organization 
views expenditure on human capital as an investment, 
which steers the output to maximize revenue 
and profits, the whole perspective gets changed. 
Assets are carefully chosen with the belief that it 
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Ashok Kumar Gupta*
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*EBITDA is earnings before interest, taxes, depreciation and 
amortization.

will pay dividends and grow in value over time. An 
organization that views people as assets recognizes 
that costs to acquire, nurture and retain talent are 
investments that pay off over time. Perspective of 
investor will pose the following questions:
 i. Does investment on human capital display 

positive results regarding effectiveness & 
efficiency and show positive trends on return 
on investment including productivity?

 ii. How to strategize and trigger off modifications 
in the human capital & business processes to 
acquire greater gains?

 iii. How to arrive at decision whether to redirect or 
invest more or less on existing human capital?

The human capital can be a determinant and 
dynamic factor for the success of business even 
though financial capital is a vital component in 
business. The money spent on human capital is an 
investment intended to derive both revenue and 
profit. Maslow’s hierarchy is also applicable to the 
institutions as to individuals. Institutions also cannot 
proceed to better and greater things until base/
fundamental needs are met. Progress will take place 
when individuals accurately distinguish reality which 
can only happen when their basic needs are fulfilled 
by the organization.

Can this approach work in Development Sector?

The development sector, especially dairy cooperative 
institutions, is a unique proposition where people-
centric approaches or people-empowerment 
interventions are the key business processes to 
sustain member-based grassroot institutions. The 
members and customers are both interdependent 
and are treated as human capital for practising 
ethical business practices. Consumers’ expectations 
and preferences are now changing. Today, they 
don’t only want goods and services, but also expect 
environmentally conscious goods and community 
oriented services. Dairy cooperatives are institutions 
with social obligation and are distributing 70 to 85 
per cent of the profit earned to producer members. 
Strengthening human capital and institution building 
approaches will help them in adhering to ethical 
business practices & consumer-centric approaches 
resulting in better performance and sustainability 
in the long run.

Implementation of Human Capital (HCROI) 
concept for Better Performance:

The Human Capital Management Institute (HCMI), 
Los Angeles, USA, had developed a formula to 
measure quantitatively human capital and provided 
the framework to quantitatively measure and 
report an organization’s financial performance. 
Jeff Higgins, founder and CEO of HCMI, stated the 
concept: “Human capital of the organization can be 
made productive and acquire maximum value by 
considering the softer issues like engagement, team 
building and organizational culture into the mix. 
Shifting the perspective to consider employees as 
investment and not an expense will shift behaviours 
toward fostering an environment that improves 
their engagement.”
If you manage people like inanimate objects, that 
is exactly how they will respond. For example, 
the performance goal of a tea-cup is to hold the 
tea. However, individuals have the capability to do 
remarkable things and to exceed the expectations.
Human Capital ROI or HCROI is an assessment tool 
that evaluates the financial value contribution by the 
engaged workforce against the money spent on them in 
terms of cost to company including training & capacity 
building expenditure. Frank Di Bernardino’s work via 
Vienna Index was revolutionary in thinking about 
the return on human capital investment because it 
redefined the denominator in the following equation:

Human capital ROI = (EBITDA* – Financial Capital 
Costs)/Investments on Human Capital  

Portion of further illustration of the above equation 
is sourced from https://www.viennaindex.com and 
is further explained below:
The above equation is comprised of 3 formulas:
• HCROI (Human Capital Return On Investments)
• Productivity
• Profit Sensitivity
Human Capital ROI, a value-based formula, is 
EBITDA minus Financial Capital Costs (FCC) divided 
by Human Capital Investment/Costs (HCC). EBITDA is 
the amount of operating profit generated from the 
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human capital investment. The basic assumption of 
the formula is that the human capital investment 
does not add value to the business unless and until 
all financial capital costs have been recovered. 
Therefore, firstly all financial capital costs should 
be subtracted from EBITDA. After the recovery of 
financial capital costs, all remaining profits are the 
value added to the business enterprise from the 
human capital investment.
Productivity formula is Revenue minus Raw Material 
Costs divided by the sum of HCC & FCC. In this 
formula also, the assumption is that human and 
financial capital are the attributes which drive off 
incremental revenue, not raw material costs. Thus, 
the incremental revenue attributed by the human 
and financial capital investments is the balance of 
revenue minus raw material costs, if any.
Profit Sensitivity focuses on correlation of profit-
driven incentive compensation (PdIC) to EBITDA. 
The assumption is that PdIC is the most agile tool 
available to protect the profitability of the business 
enterprise. Therefore, Profit Sensitivity measure can 
be a key performance indicator (KPI).
Organization’s cost of capital reflects the cost of 
funding. There must first be sufficient profit (EBITDA) 
to cover organization’s cost of capital. Profit of 
above cost of capital is therefore attributed to the 
human capital costs or investments. The human 
capital costs/investments are comprised of three 
key components:
 i. Employee costs
 ii. Cost in support of employees
 iii. Cost instead of employees
Since cost to recreate considers only direct costs, 
adding the cost to support employees and the 
cost instead of employees provides comprehensive 
picture. Taking this cost-to-recreate a step further, 
the implementation of frequent employee-
engagement strategies will help to identify the high 
performers in the organizations.

The most critical intersection: 

The value of the business enterprise is function of 
how appropriately intellectual & financial capitals 
are aligned and utilized by the human capital. 
Therefore, it is always good to get the human capital 

part right by understanding the intersection of the 
components illustrated in the following figure:

Financial 
Capital Intellectual 

Capital

Human 
Capital

Drawing inferences from computing financial 
value in HCROI equation will provide financial 
status of business units or the organization. 
However, improvement will come by adopting and 
implementing HR/OD based change management 
interventions in the organization. Some of the 
proven strategies to obtain the intersection of all 
the three capitals to strengthen human capital and 
institution building processes are illustrated below:
 1. Create Performance Environment for Resilience: 

TV Rao describes a healthy environment as one 
where “the free demonstration or expression of 
innovations in the field of ideas, opinions and 
suggestions (openness) is encouraged: 

 • There is advancement of collaboration 
among individuals, teams and departments; 

 • People demonstrate behaviour on what they 
mean, do what as per commitment, and 
where trust prevails among engaged people;

 • Initiative, proactivity and creativity is 
encouraged;  

 • Shortcomings or problems are diagnosed, 
confronted and solved in participatory ways;

 • Every superior proactively contributes 
in development of subordinates as their 
responsibility and constructively sorts out 
problems, mistakes and difficult situations. 

 • Every incident is treated as a learning 
opportunity, people own up responsibility 
and have a sense of satisfaction from their 
work. People feel that they are cared for.

International Development Research Centre has 
developed a diagram to summarize the factors 
responsible for building performance culture for 
resilience in any organization.
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Organizational
Performance
 - Effectiveness
 - Efficiency
 - Relevance
 - Financial viability

Organizational
Motivation
 - History
 - Mission
 - Culture
 - Incentives  
    or rewards

Organizational
Capacity
 - Strategic leadership
 - Human resources
 - Financial management
 - Program management 
 - Infrastructure
 - Inter-institutional

External
Environment
 - Socio-cultural
 - Stakeholder
 - Economic
 - Political

ORGANIZATIONAL
PERFORMANCE

 2. Building learning Ecosystem in the organization: 
Training is a process to facilitate learning and 
establish optimum man-task relationship. The 
word “Training” should be used in its broadest 
context to covers both technical and academic 
courses, short or long-term, correspondence or 
residential and exposure visits.

  Learning organizations emphasize on 
development of skills, attitude and knowledge of 
its employees through training. In fact, training 
shouldn’t only be a subsystem of the HRD 
department but also considered at macro level, 
along with policy advocacy of the organization. 
It is through this two-pronged approach, i.e., 
macro approach (training) and micro approach 
(like programs addressed to local conditions) 
that business performance can be excelled.

  In addition to this, an organization should also 
invest in human capital building and develop the 
competence of its employees through task-related 
trainings. Training makes individuals efficient 
who, in turn, contribute to the effectiveness and 
sustainability of the organization as reflected in 
the following diagram:

Training 
Program  

Employee Organization 

  Training is comprised of four types of inputs:
 (a) Skills: It is the learning ability to perform 

an action with desired results, precise 

execution by acquisition of a simple motor 
skill and investing time or energy or both.

 (b) Attitudes: Moulding individual’s behaviour 
to obtain better cooperation, loyalty and 
achieving organizational goals.

 (c) Knowledge: Imparting knowledge gained 
through experience or learning regarding 
work environment, job content, quality 
of work and a general understanding of 
the emerging problems and working out 
constructive solutions.

 (d) Values: Values are beliefs that have an 
inherent worth in usefulness or importance 
to the holder,” or “principles, standards, 
or qualities reflected worthwhile or 
desirable.” Values institute an important 
characteristic of self-concept and serve as 
supervisory principles for a person.

 3. Creating effective Alignment of Human Capital 
Metrics with Business Strategies: In the era of 
knowledge economy, metrics of human capital are 
a combination of HR processes & practices and 
people engagement & management processes. 
The distinction is that the metrics of human 
capital can be operationalized and extended to 
an organization’s total strategy which is beyond 
the HR function. It has been found that better 
performing organizations treat human capital as 
an asset to lead and drive the value proposition 
and optimize the organization’s performance. 
Strategies that align human capital investment 
processes that lead to improve business 
performance are illustrated in figure below:

  Multi-dimensional Approach to achieve best 
result-oriented performance

Altruistic 
oriented 
analytical 
thinking & 

Focused 
Specialization

Values & Leadership  
Ethic: Updated  

knowledge & Intellect-
driven, Result-based, 

Robust project 
management system.

Sensitize power 

structure to 

Erudite 

Networking

People-centric 
Institutionalistic Rationalism

Achievement 

orie
ntatio

n 

& Passio
nate 

knowledgeable 

Entre
preneursh

ip
Innovation- 

based change 

orientation & 
Technological 
Virtuosity
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  The given figure demonstrates the distinctive way 
an organization should be operated by its top 
management. Several organizations have achieved 
the desired results by nurturing human capital 
thereby demonstrating an altruistic leadership 
and transformational institutional strengthening 
approaches which converted profit projects into 
people-centric benefits, based on principles of 
equity, inclusiveness and participation. 

  The adoption of above tool will make decision 
makers capable to identify and nurture the 
institutional and social leadership to produce 
positive results and manage the expected 
metamorphosis in the areas explained below:

 i. Altruistic orientation: Sense of mission, 
sense of shared prosperity and social 
responsibility, enable people at responsible 
positions to ask what they want.

 ii. Innovation/change agent capability: 
Explore opportunities to leverage 
innovative activities and preference for 
effective, innovative, non-traditional 
solutions to problems.

 iii. Ability to appreciate and use the power 
structure: Get to know the preferences 
of influential people, ability to rope in 
sympathetic influential people in project, 
ability to sense the do’s and don’ts, limits of 
the system, ability to develop a large number 
of informative and influential contacts and 
to do the right thing at the right time.

 iv. Capacity to face stress: Being able to face 
up to influential people, remaining cool 
even during a difficult situation and ability 
to make hard choices.

 v. Analytical and creative thinking: Willingness 
to generate multiple and offbeat options 
and consider many options before making 
a choice, capacity for systematic, analytical 
thinking and think through all the steps 
needed for effective execution.

 vi. Effective project execution: Ability to take 
up quickly projects that can be beneficial 
for the target system, build an effective 
implementation team, willingness to 

share credit, ability to make effective 
presentations to persuade those with 
authority to disburse resources.

 vii. Achievement orientation: Reliability in 
getting a job done, setting oneself stretch 
targets and strict yet flexible deadlines, 
sense of accountability, capacity and 
follow up to get the job done. 

 viii. Lead others: Preference for working 
out collaborative relationships, mutual 
confidence and trust, preference for 
participative decision making, capacity 
to inspire others through one’s own 
enthusiasm for a difficult challenge, get 
people excited by setting big goals.

  The nurturance of above traits in human 
capital will strengthen the business model 
of trusteeship, allied with professionalism, 
participative decision making, orderliness and 
enlightened self-interest.

 4. Redefining the parameters of performance 
excellence: Individuals and teams can acquire 
performance excellence by continuously 
updating the functional domain and exhibit 
knowledge, skills and attitude which are 
aligned to job, willing to go extra mile to 
complete the tasks and help others. The 4 W’s 
mentioned below can help them in using good  
judgement while carrying out tasks of self and 
organization:

 i. What you do?
 ii. When you do it?
 iii. Where you do it?
 iv. With whom you do it?
  The employee who rearranges the above and 

realigns the performance goals with business 
goals will be able to acquire 90% of results 
by utilizing only 10% of available time. The 
parameters are described below:

 i. Energy Leadership: It is a process that 
develops own effective style of leadership 
that positively influences others, 
communicating respectfully, staying calm 
and focused even in difficult situations and 
engaged in positive communication with 
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whom they interact. Energy leadership 
traits include emotional intelligence and 
leadership effectiveness. Once people 
become aware of their attitudes and 
motivations, they can shift their energy 
and focus in a transformational way. This 
attitudinal awareness can move someone 
from a perspective of scarcity (i.e., what’s 
in it for me?) to a perspective of abundance 
(i.e., how do we all benefit?).

 ii. Challenging the status quo: If every 
employee of the organization is approaching 
the issues/problems or solves it in similar 
fashion, the results will dive down to even 
below normal. Therefore, leaders should 
ask, what if it is done in the opposite way? 
The individual employees and team should 
be engaged to deliberate application of 
knowledge, information, imagination and 
initiatives to derive greater value from 
resources/processes and generate new 
ideas that can be converted to useful 
products and services that are replicable 
and create value.

 iii. Less is not laziness: Doing minimal or 
meaningless work will have no worth, 
therefore, one should focus on things which 
can create greater impact. Its leadership 
role to identify and nurture people who 
are able to measure the results of their 
actions and can measure the impact or 
contribution in relation to time spent on 
the activity.

 iv. Emphasizing on strength has multiplier 
impact: The choice between multiplication 
of successful positive results or gradual 
improvement by addressing the 
shortcomings or addressing weaknesses 
will always produce only mediocre results. 
Therefore, one should always focus on 
identifying the strength and create multiplier 
impact rather than fixing weaknesses.

 v. Relative is better than absolute: 
Whether you should consult dietician and 
nutritionist, for the value of calorie? Is fat 
loss better or spending more calories than 

you consume or is the source of those 
calories important? If you are concerned 
about enhancement of work productivity, 
then the latter will be better answer.

 vi. Distress is bad, eustress is good: Distress 
refers to harmful stimuli that make 
individual weaker, less confident and less 
abled. Eustress, on the other hand, pushes 
us to exceed our limits and create risks 
that expand sphere of comfortable action.

 vii. Being effective vs being efficient: 
Effectiveness is about doing things that 
get you closer to pre-determined goals. 
Efficiency is performing an assigned task 
in the most possible economic way. Being 
efficient without regard to effectiveness is 
the default mode of universe.

 viii. What gets measured gets managed: 
Peter Drucker emphasized in one of his 
books that “What gets measured will get 
managed.” This applies in all the operations 
taken at workplace by measuring 
customers’/ clients’ experience and its 
impact on the organization’s performance. 
Within the organization also every group 
is customer of another group and aligning 
performance of each group to overall 
organizational performance increases the 
effectiveness and efficiency. Two universal 
laws for improving the work effectiveness 
are described below:

 a) Application of Pareto’s law: Vilfredo 
Pareto, an economist-cum-sociologist and 
engineer by training, introduced a law of 
income distribution which was named as 
Pareto’s law. During his study he found that 
distribution of wealth in society is grossly 
uneven—80% of the wealth and income 
was produced and owned by merely 20% of 
the population. This is true everywhere and 
also applicable to workplace. The findings 
of Pareto’s law are mentioned below:

 • 80% of output was achieved by 20% of 
the inputs and leader/manager needs 
to identify and set them as benchmark 
to be followed by the team.
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 • The impact of above can also be visible 
in results as 80% of the results are 
arrived from 20% of efforts and time 
invested in achieving it.

  Therefore, managers are required to 
identify, analyze & dissect the Human 
capital building/business processes and 
decision-making through lenses of two 
questions:

 • Which 20% of sources are causing 80% 
of problems and unhappiness?

 • Which 20% of sources are resulting in 
80% desired outcomes.

 b) Application of Parkinson’s Law: 
Parkinson’s Law emphasizes that a task 
will expand in perceived importance and 
complexity relation to the time allocated 
for completion. The end product of the 
shorter deadline is mostly unavoidably 
equal or of higher quality as focus on 
that will be given more. This presents 
an interesting and curious phenomenon. 
There are two major synergetic approaches 
for productivity enhancement, which are 
reverse to each other:

 • Limit task to the important to shorten 
work time (80/20),

 • Shorten work time to limit task to 
importance.

  The best possible solution therefore is 
to use both simultaneously: Identify the 
critical tasks that lead to achievement of 
maximum results and precisely execute 
them with crisp and clear deadlines. This 
analytics and task allocation & distribution 
among team members will help to evolve 
the role of managers from transactional 
duty to virtuous masters and key business 
partners.

 5. Identifying & Grooming Difference Makers 
as Virtuous Masters: Positive attitude is 
major attribute for determining success, ways 
to approach & tackling the issues and deal 
with relationships and challenges. The result 
of a study comprising roughly 1.7 million 

people across all industries says that the high 
performers do things differently. The five 
approaches acquired by a high performer to 
achieve better results are attributed below:

 i. Ask the right questions to themselves: 
Always enquire about, “Is it possible 
to reduce time taken to complete the 
task? Is this the only way to successfully  
complete the task? What are the options 
available? Can something be dropped? 
What is its implication, etc. They are 
not satisfied with answer and attitude— 
“that’s the only way to do it”. They look 
for multiple options and choose the 
untrodden path and dedicate themselves 
wholeheartedly to make it successful.

 ii. How things work: Their observation and 
approach to work is always different than 
others. They recognize the importance 
of understanding the work from the 
recipient’s point of view. This approach 
allows them for better planning and craft 
deliverables as per recipient’s expectations 
and needs.

 iii. Reaching out to multiple conversation: 
Difference makers understand that 
their immediate networks have a high 
correlation with similar contacts who 
might look at issues through similar 
experiences. Therefore, they also establish 
active connect with outside people to get 
diverse options. By reaching out outside, 
difference makers create multiple ideas 
that result in diverse perspectives. Going 
out of network helps them to see things 
differently.

 iv. Continuous Improvement: Continuous 
experimentation/exploration for bringing 
incremental change in technology, 
processes and systems. Working tirelessly 
for implementing or replicating the idea, 
closely monitoring its progress, obtaining 
regular constructive feedback from users/
experts and incorporating suggestions for 
enhanced effectiveness on output or final 
product.
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 v. Take Ownership: Difference makers will 
own and be accountable to organization’s 
mandate/goal and will constantly challenge 
themselves to perform better and align 
individual goals to organizational goals. 
They demonstrate strong result orientation 
towards achievement that inspires them 
to take even more difference-making 
endeavours resulting in continuous upward 
spiral.

Higher purpose and self-satisfaction through 
achievements:

An individual, in his/her professional life also, 
goes through the Maslow’s Hierarchy of Needs.  
During the first formative years, the professional is 
concerned about securing the job per se, then they 
have a need for recognition, higher responsibilities 
and the appreciations and accolades strengthen  
his/her self-esteem.
It is after this stage that an individual attains a true 
love for the duty s/he is doing and draws immense 
satisfaction from it, rather than from other reasons 
like praise, promotion, etc.  However, it is important 
that an investment in an individual in an organization 
helps in bringing the feeling of higher purpose in the 
duty; it may not just float in with the years.
As Peter Drucker, in his book, The Essential Drucker, 
mentions about a society which is a knowledge 
society as also a society of organizations, each 
dependent on the other and yet each very different 
in its concepts, views and values. Thus, a member 
with self-satisfaction will function at two levels, 
one at the intellectual levels and the other at the  
day-to-day managerial levels. Thus s/he will be able 
to contribute in building the society of organizations 
while contributing wholeheartedly to the purpose of 
the organization.
Valued people’s contribution can be recognized with 
the right talent management tools which, in turn, 
would result in constructive employee engagement 
and increased productivity. This could generate 
understanding and realization that employees can 
make real difference in a measurable way. The 
context of valuing people is also the recognition of 
contribution of people to value the organization.

CONCLUSION

A couple of years back, Mother Dairy, Delhi, raised 
the consumer price of milk by educating the 
consumers through a wonderful advertisement: 
“What consumers call the price of milk, the  
producer calls her income”. Dairy cooperatives 
had created and sustained the balance between 
producers and consumers. It has rarely witnessed 
volatility in milk prices. Dairy cooperative 
institutions are able to provide services to their 
producer members which result in increasing 
rural sector income through a prudent transfer of 
urban consumers’ money. This was made possible 
through nurturing the human capital engaged by 
dairy cooperative institutions. However, it is very 
important that these dairy cooperative institutions 
may be further strengthened by grooming young 
talented workforce who can dedicate their services 
for empowering the producer members and 
sustaining the rural incomes by collective bargaining 
on the principles of cooperation. This focus on 
ROI and change management interventions will 
help dairy cooperative institutions to rejuvenate 
themselves and will make them capable of  
serving the producer members efficiently and 
effectively.
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Manufacturing Technology Trends in Auto Sector Guiding Skill 
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INTRODUCTION

The Indian automobile industry has seen extraordinary 
growth with the availability of advanced technologies. 
Developing and retaining skilled employees have 
become the focus for organizations and holding 
on to the highly skilled workforce. Attracting and 
maintaining employees in the automotive sector is a 
challenge, especially when competitors appear to be 
doing everything, they can to entice the best talent 
available. Technology has increased worldwide job 

ABSTRACT

Technology upgradation has significantly contributed to the research and development of passenger 
and commercial vehicles. The rapid trends in technology are causing various disruptions in the value 
chain. This paper presents the insights on skill development in the context of the disruption caused 
by technology and its impact on employee retention in the automobile sector in the city of Chennai, 
Tamil Nadu, India. The target companies involved in the study are the leading automobile brands such 
as Ashok Leyland, Daimler Chrysler, Ford, Royal Enfield, TVS, Yamaha, involving a total population of 
3 lakhs (approx.) employees both direct and indirect put together. The impact was probed whether 
technological advancements such as autonomous technology, intelligent transportation systems, 
robotics, and mechatronics have led to high-end training solutions being rolled out from time to time 
to upskill and develop employees, having a bearing on employee retention. This paper is in line with 
scholarly conversations on upskilling talent to cater to the auto sector’s cutting-edge and path-breaking 
technological advancements. We find that enhanced job satisfaction and employee engagement through 
training and development results in higher employee retention. The series of interviews with Training 
managers and Production managers highlights the importance of constant upskilling of employees for 
enhancing productivity, performance, engagement, and ensuring organizational sustainability.
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opportunities by providing lucrative wage packages, 
flexible working hours, career opportunities, and so 
on. As a result, organizations need to take steps to 
monitor their employees’ contentment, dedication, 
engagement, work-life balance, training and adjust 
policies as required.
The consumer is at the center stage with multiple 
choices of state-of-the-art and user-friendly features 
without compromising safety, utility, and cost. Firms 
have begun to export vehicles to nations other than 
the MNC parent’s native country, car manufacturers 
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in India are participating in global innovation 
networks and obtaining appropriate technologies 
around the world to supplement their own R&D 
efforts. Manufacturing technologies will need to be 
modified regularly to satisfy the sector’s future needs 
and compete in the international market. The lack of 
indigenous technologies can be a significant barrier 
to progressing up the value chain. This involves the 
requirement for substantial expenditures in developing 
new green technologies that meet established high 
efficiency criteria (Saon Ray et al., 2016).
According to (Nitin 2021a), with the technological 
adoption in various sectors, the car business is gradually 
progressing in a direction where manufacturers will 
make more and end-users will discover new ways 
to drive. Automobile manufacturing and process 
industries are more successful than ever before 
because they produce high-quality, cost-effective 
products. As a consequence, training initiatives are 
impacting productivity and performance positively.
Employees who are assisted by robots can do their 
activities with greater precision and flexibility, 
resulting in higher production. These technologies 
have ushered in a period of rapid progress, and these 
advancements have paved the way for innovation. 
(Andrew McLean 2021) stated, RPA (Robotics process 
automation) guarantees that their employees are 
always happy; it will also reduce overall operating 
costs by lowering turnover and the expense of 
recruiting and training new employees.
According to (Automotive skill development council, 
2021), advanced technology will aid the sector in 
cutting costs and boosting productivity, resulting in 
rapid advancements in the products and services 
provided by enterprises and manufacturers. The link 
between robotics and automation also increases the 
demand for machine-based, machine-to-machine, 
and machine-to-network technologies.
India is becoming the world’s largest EV market 
for electric two-wheelers, three-wheelers, and 
automobiles. As of August 2021, 3.87 lakh electric 
vehicles and 6,740 electric buses had been sold in 
India under the FAME India Scheme. Huge need for 
electric vehicles that are low-cost and safe for short-
distance urban travel, this clearly shows there will 
be high demand for EV and hence upskilling on new 
advancements. (www.makeinindia.com, 2021).

Artificial intelligence (AI) and machine learning (ML) 
play a significant part in the automobile industry, as 
predictive capabilities become increasingly prevalent 
in cars, customizing the driving experience. Artificial 
intelligence helps in retaining employees, providing 
them better work-life balance through customized 
scheduling. This scheduling helps increase the 
organization’s productivity and motivates the 
employees to work in a challenging environment. We 
perceive the future of mobility in terms of the CASE 
model when it comes to the future of the automobile 
industry in terms of technical improvements. (CASE) 
is an acronym for Connected, Autonomous, Shared, 
and Electric Mobility. This effectively sums up the 
industry’s mobility as it evolves throughout time. 
A variety of assisted driving technologies, including 
assisted parking, helped lane driving, assisted 
braking, speed control, and others, have previously 
been tested worldwide. The majority of the 
technology is already in place, and it will continue 
to improve as time goes on (Sahitya 2020).
The automobile assembly line is constantly dealing 
with technical advancements and modifications. It 
necessitates that they learn quickly to avoid a drop 
in performance. As a result, on-the-job learning is 
critical to the learning process as it provides first-
hand information and experience in real-world 
settings, which boosts productivity and employee 
morale. The auto industry owing to ever-changing 
government policy norms on emissions thus has 
a growing need for continuous skill enhancement. 
Training workers can be managed more efficiently 
by modern learning technologies such as learning 
management systems (LMS). People are a valuable 
asset, the longer we work for a company, the more 
productive we become since we learn the methods, 
products, and operations together (Josh, 2013). The 
efficiency and stability of an organization’s workers 
are crucial to its success. The automobile business 
has a significant challenge keeping top talent during 
the last decade. It elucidates the importance of 
customized learning programs in terms of talent 
development and retention. The goal is to provide 
insight into how organizations may harness, engage, 
and encourage the workforce to maximize their 
potential and contribute to business outcomes. 
As a result, positive knowledge, skill, and attitude 
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changes will foster employee growth, resulting in 
employee retention. 
Automated technology plays a vital role in testing 
vehicles in different stages of production, with the 
help of highly equipped lab and skilled people. To 
ensure safe driving experience, vehicles undergo 
various testing processes in laboratory such as:
• Vehicle testing labs 
• Certification labs
• Fatigue testing labs
• Labs for advanced passive safety
• Powertrain research lab
• Infotronics & CAD
• Electric vehicle lab
To operate highly advanced lab and equipment 
requires intense training of employees on the job. 
(GARC, 2021). 
The organization’s future growth may be jeopardized 
if talented employees leave. Employee retention 
is a contentious issue among scholars and human 
resource experts since it has a 360-degree impact 
on achieving its objectives. Various sources were 
tapped for generating secondary data for a deep 
understanding of the subject. It is an essential 
function of HR managers to build a cohesive team 
where people trust each other, which will help in the 
higher retention of employees. To be competitive, 
businesses will foster talent and the people who 
provide it. Managing people, encouraging them, and 
recognizing their success will help the organization 
to reach long-term goals, increase loyalty, and 
contribute more effectively.
Ford closed its manufacturing unit despite large 
investments in India. It has lost more than $ 2 
billion in operational losses over the last ten years 
and market for new vehicles has been considerably 
lower than expected (Pranav Mukul, 2021). A large 
pool of skilled and semi-skilled workers is likely to 
lose their jobs resulting in social issues.

THE OBJECTIVE OF THE STUDY 

• The primary aim of this paper is to analyze the 
adoption of technologies leading to upskilling 
employees, creating stickiness among them to 
stay in the organization.

• Adoption of innovative and creative training 
practices increases the productivity and 
performance of employees.

LITERATURE REVIEW 

The automobile industry is undergoing technological 
and mechanical advancements, and the major 
companies in the automobile industry are 
expanding their facilities by focusing on large-
scale production assisted by the latest technology. 
The manufacturing industry is developing as one 
of the leading industries in the Indian economy’s 
transitional dynamics. India’s manufacturing industry 
possesses all of the characteristics that contribute 
to its successful economic development, increased 
industrial production, and competition from global 
markets. Employee engagement is a critical business 
driver for any company’s success; hence investment 
in training is most important.
The changes in the workplace have a profound 
impact on training needs. Automobile makers are 
continuously attempting to remain abreast of new 
developments. To avoid being left behind, businesses 
work hard to keep up with the rapid growth of 
innovative technology. Inter-car communication, self-
driving cars, augmented reality dashboards, full phone 
and wristwatch connectivity, automated parking 
systems, and 3D gesture technologies are all on the 
horizon (www.cambridgeindependent.co.uk, 2020).
Electric vehicles are rapidly becoming mainstream 
items, notably in India. According to (SIAM, 2017), 
one of the most critical aspects of such a shift is the 
rapid advancement of electric mobility, which has 
the potential to disrupt the automobile industry like 
never before. To be among the top three automakers 
by 2026 (according to the Automotive Mission Plan 
2016-2026), the Indian car industry will need to 
take a creative and pragmatic approach to ride this 
change wave and hence talent development will be 
a key agenda.
According to IBEF (2021), by 2025, the market  
for electric vehicles in India is anticipated to be 
valued at ` 50,000 crore (US$ 7.09 billion). Several 
technological and automotive companies have 
expressed interest in and/or made investments in 
the Indian EV industry. Electric vehicles have been 
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introduced to the market by Hyundai, MG Motors, 
Mercedes-Benz, and Tata Motors, all of which are 
helping to create jobs.
Sensors and embedded technologies in the 
automobile sector now allow for the transmission 
of real-time data across wireless networks, allowing 
customers and vendors to collaborate on the  
creation of new real-time knowledge. Companies 
that use IoT technology can collect data on how 
their products behave and interact, and then use 
that information to better understand and anticipate 
future behavior (Lorna, Wu, 2017).

MANUFACTURING TECHNOLOGY AND ITS 
IMPACT ON TECHNOLOGY TRAINING

Modern manufacturing technologies aid in 
the evaluation of industrial production and 
manufacturing processes in the car sector. To 
produce creative solutions, the automobile sector 
has a lot of synergy with industrial disruptions. As 
the digitization movement sweeps the globe, the 
automobile sector is preparing for a huge transition 
in 2021 and beyond. In the last decade, the industry 
has witnessed a lot of ups and downs. On the other 
hand, the automobile sector is on the verge of 
innovation as a result of widespread technological 
adoption in a variety of domains. End-users will have 
more unique driving experiences, and industrialists 
will make more money. Even though digitization is 
a new sector for the auto industry, prominent auto 
institutions have already begun to use it to deliver 
the most significant car buying and selling experience 
to their clients. VR (Virtual Reality), IoT (Internet of 
Things), and AR (Augmented Reality) will be used 
to further create and operate multi-hybrid cloud 
network architectures in the future (Nitin, 2021b). 
Industrial automation solutions are a crucial part 
of every company seeking for maximum efficiency, 
safety, and competitive advantage. Producing 
robots eliminate repetitive processes, lowering 
error margins to relatively close levels and freeing 
up humans to focus on more productive aspects of 
the process and upskilling.
(Iyanatul, 2018) states, in recent years, there has been 
a large corpus of research on the impact of automation 
on jobs and livelihoods. This transition is being 
ushered in by new technologies in numerous forms. 

Some of the most prominent examples include 
robotics, artificial intelligence, and the emergence 
of digital platforms that enable autonomous work 
beyond national borders, manufacturing costs, prices 
fall, real income rises, demand for other goods and 
services, rise in new jobs and industries emerge.
The debate over how to choose the best technology 
has dominated recent discussions about improving 
an organization’s performance. Organizations have 
experienced growth, remained competitive, filled 
surplus demand, and reduced operational costs 
with technology at their disposal. Technology 
usage varies considerably between employees, so 
HR professionals should understand how these 
differences affect their work. By analyzing each 
group’s particular talents, organizations can adjust 
and improve employee communication strategies to 
address critical concerns, such as low engagement, 
poor productivity, and high employee turnover. 
Beyond securing a technology infrastructure that 
motivates and has a timely reward scheme, providing 
employees with a coaching and mentoring creates 
positive intentions to stay with the organization.
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Figure 1: The process of skill gap analysis and 
employee intention to stay

RPA (Robotics process automation) in manufacturing 
allows organizations to remain competitive in the 
global market by offering a cost-effective, credible 
solution to outsourcing and filling skills shortages 
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in areas where skilled personnel are hard to come 
by. Manufacturing robots will free up people’s time 
to focus on things like creativity, efficiency, and 
other more sophisticated procedures that lay the 
groundwork for long-term success and growth. With 
a specific industrial automation system in place, 
you may expect increased production, improved 
worker safety and happiness, and a stronger bottom 
line (www.acieta.com, 2021a). This will create job 
satisfaction and employee intention to stay. 
According to (Martin Weis, 2020), EY’s EMEIA Robotics 
Leader, repetitive jobs are a significant reason 
individuals quit their employment, necessitating up 
to 30% yearly hiring to keep the workforce fresh. 
As a result, employees in the organization are free 
to work on more valued duties that need human-
specific qualities like creativity, complicated decision-
making, or communication skills; as a result, job 
satisfaction increases the employee intention to stay.
Technology tools such as AI, Blockchain, Cognitive 
computing, Data analysis, Deep learning, Machine 
learning, predictive technologies enhance 
organizational productivity. (Vincent Tang, 2021), 
states in automobile industry, Machine learning helps 
to improve manufacturing quality control. If artificial 
intelligence (AI) systems are not programmed 
correctly, they can be vulnerable. By gathering 
data and altering the system, machine learning, on 
the other hand, can assist in the development of 
employee skill and knowledge.
(Pwc, 2018), after examining 150 new technologies 
currently being developed, has identified the eight 
most impactful technologies. These technologies 
are majorly redefining customers, competition and 
operations across the industries
• Artificial intelligence
• Blockchain
• Internet of Things 
• Augmented reality 
• Virtual reality 
• Drones 
• 3D Printer
• Robots
Almost all of these technologies are currently being 
implemented in the automotive sector. 

When it comes to auto firms, the implementation of 
lean manufacturing aims to improve manufacturing 
processes from raw material suppliers through 
final product production (Srinivasan, Malay 2016). 
Lean manufacturing aims to adopt a comfortable 
technique to perform the work safely, which will 
enhance job satisfaction and work efficiency. (Logu 
at el.; 2021) states by identifying and systematically 
eliminating waste from a company’s value 
stream, lean is one of the promising alternative 
strategies for improving business performance. By 
implementing lean management principles in the 
automotive industry, efficiency can be increased, 
project costs can be reduced, and revenues can be 
decreased which will aid employee retention. In the 
light of the current pressure on product margins, 
lean manufacturing principles provide a valuable 
framework for lowering manufacturing costs.
Combined with other digitization technologies, 
artificial intelligence and human-machine interaction 
profoundly change how production and logistics 
are conducted, how markets are investigated, 
observed customer behavior, and sales are tracked. 
Automobile manufacturers recognize that AI has 
immense potential when implemented in the 
industry’s products, production processes, and value 
chains (ACEA, 2020).

• Drive assist
• Autonomous Driving
• Cloud Computing
• Driver Risk Assessment
• Driver monitoring

• Design
• Supply chain
• Production
• Post-production

Manufacturing

Transportation

Service • Predictive maintenance 
• Insurance

Source: Future Bridge Analysis and Insights

Figure 2: Technological insights of AI

(James 2018) states AI isn’t just for automobiles, 
automakers use it to make assembly-line robots 
smarter, sales projections more accurate, and the 
purchase process more joyful. AI poses distinct 
ethical challenges for the industry, addressing 
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while also adhering to various societal norms. 
Mechatronics is concerned with the interplay of 
mechanical and electrical systems, whereas robotics 
is concerned with automation, design, manufacture, 
and operation. Mechatronics encompasses items 
that aren’t robotic; hence robotics is a subset of 
mechatronics. Universal Robots, collaborative robots 
and Otto Motors self-driving vehicles are examples 
of automated technologies. (International Labour 
Organization, 2020) states this industry accounts for 
nearly 28% of all industrial robot installations. After 
two years of solid growth and a new high of 125,581 
units in 2018, the automobile industry’s demand fell 
by 16% to 105,379 units in 2019. Global automotive 
and commercial vehicle manufacturing declined 5.2 
per cent in 2019 and 1.1 per cent in 2018, for the 
second year. While the automotive sector must 
spend in the shift from combustion engines to 
electric drives, the demand for capacity growth is 
reducing, thus learning and development must be 
collaborated with technologies to identify skill gap.
To fulfil the specified purpose, robotic systems 
include mechanical, electrical, and software 
components. As a result, the design and analysis 
of automated systems necessitate multidisciplinary 
knowledge. Finally, the combination of mechatronics 
and robotics has transformed the worldwide 
industry as a whole. From assuring higher efficiency 
to bringing about changes in working ways, there is 
a lot to consider. 
(www.acieta.com, 2021b) Working in the automotive 
business has several risks, some of which are 
evident, such as pouring molten metal in a foundry. 
Musculoskeletal problems produced by lifting, 
bending, and repeated motions, for example, can 
be more subtle. The use of robots can help humans 
avoid these dangers. Employees are protected 
from welding and painting fumes, weld flash, and 
the noise of stamping presses by robots during car 
assembly. Training in robotics and manufacturing 
has reduced accident rate and improved quality, 
which has a rub-off on employee retention.

SKILL DEVELOPMENT & TRAINING      

In a fast-paced, ever-changing business environment, 
organizations are continuously innovating, making 

it necessary for them to focus on training and 
learning. (Amy Edmondson, 2020) states, learning 
is neither a one-time event nor a luxury to be 
indulged in regularly. Great leaders in great firms 
understand that the ability to learn, develop, and 
improve continuously is critical to their success. 
Furthermore, trained personnel accomplish their job 
responsibilities with deep involvement and complete 
concentration, which is a prerequisite for achieving 
work proficiency. Individual task proficiency 
may result in exceptional benefits for the firm’s 
performance, and organizational effectiveness can 
be attained through a collective effort of motivated 
and devoted personnel (Aakanksha et al., 2013). 
Companies face challenges in attracting and retaining 
employees in VUCA world (volatility, uncertainty, 
complexity, and ambiguity), so they must have a 
well-thought-out rewards and recognition [R&R] 
strategy. This program is one-of-a-kind and linked 
with the company’s principles, business goals, 
talent management, and retention goals, and the 
pace of change will only pick up in the future. 
Reward programs will need to be reviewed 
regularly to ensure that they are still acceptable for 
the organization. Companies in India also employ 
incentives management methods to attract new 
employees and retain existing staff (Sandeep 2016). 
Over the last decade, considerable funds have been 
directed into bridging skill gaps in the automotive 
industry. Learning centers, supplier parks, and 
specialist skills development institutions have been 
formed to drive skill development that will efficiently 
satisfy present and future growth aspirations. 
As a result, mechanisms were established to 
facilitate institutional-industry collaboration and 
synergies, which were encouraged, implemented, 
and maintained for long-term sustainability states 
(Opeyeolu, Grace, 2017). Also, over 80 automobile 
skill improvement centers (ASICs) have been 
established at government-run ITIs. These workshops 
provide staff with hands-on instructions in auto 
body repair and painting from Maruti’s full-time 
trainers. The compact vehicle assembly line, safety 
lab, virtual welding simulators, and spot-welding 
guns are unique elements that allow employees to 
learn by doing (www.autocarpro.in).
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In today’s world, technological advancement is 
happening at a breakneck pace all around the world. 
Best workplace learning policies, procedures attract, 
retain employees, using proper learning tools, 
strategies to address the learning preferences of 
the working classes could be an effective means of 
engaging and encouraging people at work. They seek 
stability, loyalty, and learning chances and continue 
to develop; they are eager to perform the job, but 
they expect their employers to share the burden 
by giving necessary training and investing in their 
continued education. Employees want workplaces 
that are collaborative in character, with a strong 
focus on cooperation (Thejovathi, Krishnan 2020).
The whole automotive manufacturing process, 
OEMs, suppliers, and dealers will all be expected 
to improve their skill set in order to keep up with 
emerging disruptive forces in today’s intelligent 
industrial environment, artificial intelligence, linked 
technologies, and even customized operations. New 
business models, sophisticated technology, and a 
future of joint work and education are all emerging in 
the industry today. Job polarization is also occurring, 
with a decrease in demand for mid-level, rule-based, 
and repetitive occupations, as well as an increase 
in demand for creative, design-oriented, high-order 
skills. The Automotive Skills Development Council 
(ASDC) commissioned an E&Y draught report on 
the skill gap, which paints a bleak picture for the 
Indian industry. New jobs such as vehicle analytics 
engineer, 3D printing professional, and sustainability 
integration expert will be in great demand in the 
age of Industry 4.0 said (Mayank 2020). Therefore, 
it is needless to say that training & upskilling the 
workforce is critical to the sustainability of the 
business.

EMPLOYEE RETENTION 

Maintaining a solid employer-employee relationship 
in today’s competitive environment, where there is a 
tremendous change in technology, trade agreements, 
and employee retention is a challenging for every 
organization. This study investigates the primary 
elements that influence the retention of existing 
personnel in the automotive industry such as:

• Employee recognition
• Technology innovation
• Career motivation
• Effective onboarding process
• Internal mobility
• Competitive compensation
• Flexible timing
• Working condition 
To summarize, allowing employees to do more and 
learn more of what they excel at will encourage them 
to stay. A self-assured and demanding workforce 
makes it vital for businesses to be innovative, be 
more competitive, and work harder to achieve 
deadlines. Organizations can’t afford to lose their 
key performers; hence, they attempt to keep 
their employees by establishing robust retention 
strategies (Anitha et al., 2016).
Adopting advanced technology will require intense 
training; analyzing the training requirement is the 
first step in the training program.

CONCEPTUAL FRAMEWORK

Absorption of 
technology

Job 
satisfaction

Intention to 
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Increase productivity
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Collaborative working

Interpersonal relationships 
Team work

Figure 3: Absorption of technology in an 
organization resulting in employee retention 

INTERVIEWS WITH TRAINING & PRODUCTION 
MANAGERS FROM INDUSTRY

The interviews with training managers and 
production managers emphasize the significance 
of continuous upskilling in the automobile industry 
to improve efficiency and performance, employee 
engagement, and organizational sustainability. It is 
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claimed that the adoption of new technology leads 
to staff upskilling, which motivates them to enhance 
their performance, increased job satisfaction, 
and employee intention to stay. According to the 
Managers, the fundamental goal will be to raise 
knowledge the bar in the manufacturing processes 
and engineering.

CONCLUSION 

Adoption of advanced technology helps in the 
reduction of cost, and that’s where training & 
upskilling goes a long way in developing talent and 
upskilling them for business needs. The organization 
will be better equipped to run more efficiently, 
improve operational efficiency, capital productivity 
and customer service, by automating unnecessary 
operations and reducing the chances of human error 
and it plays a key role in organizational stability.
Embracing technology aids in producing high-quality 
products; implementing Six Sigma will increase 
efficiency, enhance the quality of product. As 
manufacturing goes digital, automotive companies 
are seeking to be robust, transformative and a 
sustainable industry. The pathbreaking and cutting-
edge technologies in auto production are enhancing 
skill, knowledge, attitude and employee morale. Cost 
optimization by sensitivity training will boost labor 
productivity, improve employee performance by 
creating new opportunities and greater operational 
efficiency. Motivated and highly skilled employees 
will have more significant opportunities for learning 
and growth in an organization which could assist 
employee retention.
Employers are taking the initiative to reskill and  
upskill employees as the skills gap continue to expand 
due to disruptive technology. Training practices and 
HR professionals must work in tandem to cooperate 
with all stakeholders to identify existing and 
prospective skill gap (www.getsmarter.com, 2021). 
(Krishnan, 2020) states Industrial training ensures 
the readiness of the organizational workforce to 
quickly adapt to technological advancements and 
maintain high-quality standards as per the business 
requirements.
According to (Evgenia, 2021), from 2010 to 2021, 
Germany boosted its spending on innovation and 

technology adoption. It intends to spend 50.9 billion 
euros on research and development, which simulates 
advancement in training systems and practices. 
Innovation will aid in the establishment of a culture 
of lifelong learning, growth and development of 
stakeholders.
Toyota was Japan’s top automaker in 2020,  
selling roughly 1.45 million automobiles  
domestically. They have implemented a number of 
comprehensive skill development efforts to assure 
a stable and secure supply of human resources 
that are qualified, not just for the corporation, but 
also for the entire industry. Toyota’s objective is  
to “Create a Learning Organization” for all 
stakeholders, establishing competitive human 
resources, ensuring company’s long-term existence 
(www.toyotabharat.com, 2016), which will 
automatically aid in organization development and 
employee job satisfaction. 
Hyundai has established a steady supply of 
trained labor for the automobile sector. It 
offers technical and body shop training that  
incorporates latest technologies. Hyundai Motor 
India Limited has formed an aftersales partnership 
with the Automotive Skills Development Council 
(ASDC), which is a first for an Indian automaker.  
This effort reaffirms our commitment to  
educating as well as employing India’s youth  
(www.hyundai.com, 2021).
Daimler provides traineeships in more than 20 
distinct technical trades, providing valuable hands-
on experience, solid technical skills and access to 
cutting-edge technologies. This probably applies for 
the departments of development, manufacturing 
and customer support. It provides a variety 
of specialized careers for anyone interested in 
technology and automated processes, whether 
in development, manufacture or service (www.
daimler.com, 2021). Renault is speeding up 
infrastructure modifications and attempting to 
include more technological solutions on the plant 
floor, leading to enhanced training solutions  
(Alex, 2020).
The study’s conclusions are aligned with several 
scholarly conversations on upskilling and employee 
retention. (Shashi, Sinha, 2020) states that to 
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thrive in today’s competitive environment, digital 
transformation is critical, many firms however 
are still hesitant to take the jump and begin 
their journey. Even though digitalization provides 
excellent opportunities, companies must generate 
suitable plans to realize their full potential and 
reap the benefits. During the transition process, 
organizations will confront numerous problems; 
however, they should overcome these challenges 
and remain committed to becoming a modern 
organization that employs digital technologies to 
improve multiple aspects of the business. 
Chennai is considered Detroit of India, having all 
the leading automobile players. There is a huge 
challenge on sourcing skilled manpower to cater 
to its manufacturing operation, since bulk of the 
talent available in the marketplace is unskilled or 
semi-skilled. In view of this, automobile companies 
are investing heavily on upskilling and employee 
development to cater to the ever-changing needs 
in the sector. Training is significantly contributing 
to employee engagement, job satisfaction and 
personal growth, all resulting in employee retention 
and organizational sustainability.

REFERENCES

Akanksha Kataria et al., (2013), Organizational Effectiveness as 
a Function of Employee Engagement, South Asian Journal 
of Management. Vol. 20, pp.56-73

Acieta (2021), Robotic manufacturing for Automobile, https://
www.acieta.com/why-robotic-automation/robotic-
solutions-industry/automotive-applications, downloaded 
on 1-8-2021

Alex Alley (2020), Renault moves its data to google cloud, 
https://www.datacenterdynamics.com, downloaded on 
22-8-2021

Amy Edmondson (2020) Learning organization, https://www.
linkedin.com/pulse/learning-organizations-gurumukh-
maheshwari, downloaded on 28-7-2021

Anitha. J et al., (2016) Role of Organizational Culture and 
Employee Commitment in Employee Retention, 
International Journal of Asian School of Business 
Management, Vol. IX, Issue I, January - June, 2016, 
https://eds.b.ebscohost.com/

Andrew McLean (2021), Can robotics process Automation 
boost employee engagement? Compare the cloud.net, 
https://www.comparethecloud.net/articles/can-robotic- 
process-Automation-boost-employee-engagement, 
downloaded on 25-5-2021

Automotive skill development council (2021), Training and 
development, downloaded on 1-8-2021

Autocar pro (2020). Connected Vehicle 2020 explores upcoming 
trends and disruptions in automotive tech. Autocar 
professional, https://www.autocarpro.in/, downloaded 
on 8-8-2021

Cambridge independent (2020). 6 technological innovations 
that will change the automotive industry. http://www.
cambridgeindependent.co.uk/business/6 technological 
innovations that will change the automotive 
industry-9099453, downloaded on 9-8-2021

Chinmay Shahi and Manish Sinha (2020), Digital transformation: 
challenges faced by organizations and their potential 
solutions, International Journal of Innovation Science  
Vol. 13 No. 1, 2021 pp. 17-33 © Emerald Publishing 
Limited 1757-2223 DOI 10.1108/IJIS-09-2020-0157

Daimler (2021), Technical Vocational Trainings Developing 
technology that moves the world. https://www.
daimler.com/career/pupils/vocational-training/technical 
traineeship, downloaded on 26-8-2021

European Automobile Manufacturers Association (2020) 
Artificial Intelligence in the automobile industry, ACEA 
Position Paper, downloaded on 27-7-2021.

Evgenia Koptyug, (2021), Expenditure on innovation in the 
car industry in Germany from 2010 to 2021, Statista, 
https://www.statista.com/statistics/589497/car-
industry-Germany-innovation-spending, downloaded on  
27-7-2021

Future bridge (2020). Artificial intelligence reshaping the 
automobile industry. https://www.futurebridge.com/
industry/perspectives-mobility/artificial-intelligence-
reshaping-the-automotive-industry/, downloaded on  
25-7-2021 

GARC (2021). Global automotive research center, https://www.
garc.co.in, downloaded on 1-9-2021

Get smarter (2021). Employee Training and Development: 
The Benefits of Upskilling or Reskilling Your Team, www.
getsmarter.com, downloaded on 20-6-2021

Hyundai (2021). Skill development. https://www.hyundai.
com/in/en/connect-to-service/Hyundai-service/service-
program/Hyundai skill development

International Labour Organization (2021), The future of work in 
the automotive industry: The need to invest in people’s 
capabilities and decent and sustainable work, Issues 
paper for the Technical Meeting on the Future of Work in 
the Automotive Industry, Geneva, 15-19 February 2021

Ibef (2021) IndianAutomobileIndustryAnalysis. https://www.
ibef.org/industry/automobiles presentation, downloaded 
on 25-8-2021

Iyanatul Islam, Automation and the Future of Employment: 
Implications for India, South Asian Journal of Human 
Resources Management, No. 5, Issue 2, 2018. https://
doi.org/10.1177/2322093718802972



23

James M. Amend (2018), Auto industry faces steep AI Learning 
curve, AI learning curve, wards auto, downloaded on  
27-7-2021

Josh Bersin (2013). Employee Retention Now a Big Issue: Why 
the Tide has Turned, Deloitte, https://www.multibriefs.
com/briefs/apta-pps/EmployeeRetention.pdf 

Krishnan (2020). Review of Certification as a Tool for 
Development, International journal of research in 
computer application & management, Volume No. 10 
(2020), Issue No. 6 (June) ISSN 2231-1009, http://ijrcm.
org.in

Logu.P et al., (2021) Implementation of Lean Manufacturing 
In Automotive Industries, International Journal of 
Engineering Research & Technology (IJERT) ISSN: 
2278 0181 Published by www.ijert.org ETEDM - 2021 
Conference Proceedings. https://www.ijert.org/

Lorna Uden and Wu He, (2016), How the Internet of Things 
can help knowledge management: a case study from the 
automotive domain, Journal of knowledge management, 
Vol.2 No.1 2017, pp.57-70 © Emerald Publishing Limited, 
ISSN 1367-3270, DOI 10.1108/JKM- 07-2015-0291

Made in India, (2021). Recent automobile announcements, 
https://www.makeinindia.com/sector/automobiles, 
downloaded on 1-9-2021

Martin Weis (2020), How to Use RPA to Increase Employee 
Retention, CIGEN, https://www.cigen.com.au/cigenblog, 
downloaded on 15-6-2021

Mayank Dhingra (2020). India Auto Inc scrambles to skill 
its workforce. Autocar professional. https://www.
autocarpro.in/feature/india-auto-inc-scrambles-to-skill-
its-workforce-45216, downloaded on 1-7-2021

Nitin Lall. (2021a, b) Technological trends transforming 
automotive manufacturing: What to expect in 2021. 
Express drivers. https://www.financialexpress.com, 
downloaded on 25-7-2021

Opeyeolu Timothy Laseinde and Grace Mukondeleli Kanakana 
(2017), Interventions to Skills Development in the 
Automotive Manufacturing Sector of South Africa, Skills  
Development for Sustainable Manufacturing, 10.5772/
intechopen.70305

Pranav Mukul, (2021). After GM, Harley, Ford Motor drives out, 
shuts plants, https://indianexpress.com/article/business/
companies/ford-motor-to-cease-local-production-
in-india-shut-down-both-plants-report-7498626, 
downloaded on 10-9-2021

PwC (2018), Manufacturing technology in the automotive 
sector: Prospects of eastern India, Confederation of 
Indian industry, downloaded on 15-8-2021

Sandeep Kaur (2016), “Emerging Trends in Reward  
Management”, Journal for Studies In Management and 
Planning, Volume 2, Issue 11, http://edupediapublications.
org/journals/index.php/JSMa

Sahitya Karra, (2020). Technology, changing the landscape of 
skill requirement in the automotive Industry. National 
skill network, https://www.nationalskillsnetwork.in/
technology-changing-the-Landscape-of-skill-requirement 
-in-the-automotive-industry, downloaded on 25-6-2021

Saon Ray et al., (2016). Innovation (and upgrading) in the 
automobile industry: the case of India. Indian council 
for research on international economic relations,  
https://think-asia.org/handle/11540/6526

Siam (2016), Adopting pure electric vehicles: Key policy enablers. 
White paper on electric vehicles, https://www.siam.
in/uploads/filemanager/114SIAMWhitePaperonElectric 
Vehicles.pdf

Srinivasa Rao P and Malay Niraj (2016). A case study on 
implementing lean ergonomic manufacturing systems 
(LEMS) in an automobile industry. IOP Conf. Series: 
Materials Science and Engineering 149 (2016) 012081 
doi:10.1088/1757- 899X/149/1/012081

Thejovathi. KS, L.R.K. Krishnan (2020). Learning preferences 
of millennials in R&D Work environment in the  
IT Industry, International journal of research in  
commerce & management Volume No. 4, Issue No. 01 
(January), Volume No. 10 (2020), Issue No. 06 (June),  
ISSN 2231-5756 

Toyota Kirloskar Motor (2016), Nurturing inclusive growth. 
sustainability report 2016, www.toyotabharat.com

Vincent Tang, Epicor (2021), The impact of AI in the automobile 
industry, Cdo trends digital insight for business leaders, 
downloaded on 12-8-2021 



24

IJTD - Volume 51, No. 2   April-June, 2021

Developing a Framework for Informal Training/Learning  
for Retail Store Employees in India
Sunanda Kaila*

INTRODUCTION

COVID-19 has reshaped consumer behavior and 
their needs, and digitalization has accelerated the 
change. 2020 has been an unprecedented year 
for the retail industry, with some of the leading 
e-commerce brands recording an 800% increase 
in their revenues and, on the other hand, physical 
stores saw foot traffic drop 98%. We’ve all witnessed 
the positive influence of the huge digital demand 
in grocery, home improvement, and specialties and 
the negative impact in apparel, department stores, 
and luxury retail. The only common factor is that 

ABSTRACT

Providing stellar customer service has become more important than ever before. COVID-19 has reshaped 
consumer behavior and their needs, and digitalization has accelerated the change. When shopping 
and browsing are just at the tip of your fingers, where does it leave the brick and mortar stores? The 
pandemic has struck the retail industry the hardest. To cut costs, many brands have restricted their 
marketing and training budgets, whereas many had to let go of their employees. With resources at 
a shrink, it is tricky to provide the stellar customer service that consumers expect. This paper aims to 
develop a framework on informal training for the retail frontline employees, from the existing resources 
that a retail brand has, that is the customer service experience of the frontline employees. To develop 
the framework, this paper aims to review the present literature on informal training/learning. Also, a 
survey is done on 90 front-end retail employees to understand their learning and development process 
(formal and informal training). The survey further evaluates how their experience in customer service 
can be leveraged in a structured learning process for their colleagues. In this paper, ‘Retail’ is referred 
to as a physical format store.
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consumers’ digital adoption has leaped several 
years ahead of its prediction (Puri, Dec 2021). The 
economic and social impact that COVID-19’s virus 
has caused will be felt in consumer behavior even 
after the pandemic subsides. The lockdown and 
post-lockdown phase had an adverse effect on 
apparel and department stores, they have struggled 
to break-even and are approaching the upcoming 
years with cost-cutting as peremptory (Sides, Skelly, 
Dec 2020). To cut costs, many brands have restricted 
their marketing and training budgets, whereas many 
had to let go of their employees. Retail was already 
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in an exhausted state, in terms of heavy debt load, 
lowered asset turnover, compressed margins and 
ever-growing competition (Deloitte, December 
2020). COVID-19 has worsened the situation, with 
margins shrinking even more as consumers move 
online (Sides, Skelly, Dec 2020). When shopping and 
browsing are just at the tip of your fingers, where 
does it leave the brick and mortar stores? To flourish 
in a future of digitalization, the retail industry has to 
reinterpret the very existence of the physical store. 
Rather than switching to automating the current 
operational model, retailers must revaluate their 
value propositions for customers and employees 
(Balchandani, Phillips, Hancock, Wachinger, June 
2020). Businesses are now looking ahead for 
opportunities in the aftermath of uncertainty. The 
consumer viewpoint of products, services, and 
experiences has been reinvented, redefining the 
global consumption and priorities pattern (WGSN, 
April 2021). The shift in customer behavior bought 
about by COVID-19 is real and here to stay. With so 
many competing factors which will impact consumer 
behavior, spending and psyche, how can retailers, 
brands prepare and anticipate change with so much 
uncertainty? Retailers need to move with hyper 
speed to get ahead and stay in front of consumers. 
The strategy to de-risk will be key (Petro, Jan 2021).
Digital and technological adoption can improve the 
quality of customer experience and reduce store 
costs, but this will also require a change in the way a 
store operates. As retail is a labor-intensive industry, 
technology will make the current labor intensively 
irrelevant. But, on the other hand, the demand for 
emotional intelligence skills will rise. Retail employees 
will need more socio-emotional and problem-solving 
skills to match up to technological advancement 
and to provide an enhanced consumer experience 
(Balchandani, Phillips, Hancock, Wachinger, June 
2020). Retail frontline employees are the most 
affected by the changing scenario and will require 
training across different areas of the store, upskilling 
in customer relations. Finding, training and retaining 
top talent is the number one challenge faced by 
recruiters, according to a new survey by AXELOS 
(Oetting, Feb 2021). According to a study by 
Glassdoor, the average cost per hire is increasing 
year on year. You need to get the right talent with 
the right message before your competitor does, 

and you need to do it on a budget (Nigen, 2021).  
If the upper management and human resource of a 
brand wish to lower their overhead costs, they will 
have to nurture the existing employees to increase 
their retention, so the brand does not have to  
invest in hiring and training a new person. One of 
the key ways to retain employees is by uplifting 
them with appropriate training and offering them 
opportunities to grow. Still, investment in the 
retail industry for frontline employees is fairly low 
(Oetting, Feb 2021).
The experiences a frontline employee gains while 
attending to customers are an asset to the brand. A 
brand invests a lot of money in recruiting and training 
frontline staff. The whole process of interacting with 
customers is itself a form of opportunity for the 
staff to learn and develop new customer service 
skills. The staff gains experiential knowledge while 
interacting and facing various customers, who 
portray different psychological traits. Leveraging on 
these experiences in the form of informal training can 
mean appreciating your employees. This is coherent 
with the suggestion of Schepers et al. (2016) that 
employee input is crucial for a firm’s innovation 
process. Participation encourages employees to 
fulfil their responsibilities which, in turn, increases 
their satisfaction and commitment (Boichuk and 
Menguc, 2013). Applauding their experience in a 
way that adds value to your organization and other 
employees can be very empowering and motivating 
to these employees. Ensuring that employee 
informal training experiences in the organization 
are positive can increase the possibility of happy 
consumer experiences (HubSpot, May 2021).

LITERATURE REVIEW

A frontline employee is in an environment of constant 
learning while interacting with numerous customers 
and answering, helping them with their queries. And 
many a time these front-liners need to come up with 
innovative solutions to address customer problems 
or to serve them. Conflicting job demands are an 
unavoidable reality for frontline employees. The role 
conflict, i.e., the combination of a result-oriented 
retail employer versus consumer needs and requests, 
often leads frontline employees to innovate and 
enhance their service regimes (Schepers, Nijssen, 
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Gielis & Heijden, 2016). Such improvisations in 
service delivery are generated from thoughts that 
imbibe new or improved cognitive patterns which, 
when compared to the existing regime, provide 
individuals with more appropriate solutions for 
dealing with problems they face (George & Zhou, 
2007; Jonson, 2005). This constant learning is a form 
of informal learning.
For this article, informal learning refers to a learning 
activity that is not organizationally funded, rather 
initiated by the workers themselves to upgrade their 
professional knowledge and expertise (Lohman, 
2005; Marsick and Watkins, 2001). Informal learning 
transpires in a working environment, that includes 
sharing and exchanging work-related information, 
tutoring and trial-and-error, whereas formal learning 
or training refers to learning in which learners are 
removed from the day-to-day work environment to 
participate in a formal classroom setting, planned 
intentionally to educate learners through lectures 
and discussions (Eraut, 2004; Straka, 2004). Informal 
learning or training is cost-effective or does not 
cost anything at all, as it can be carried out in a 
working environment. Formal training is organized 
and planned in the form of workshops or skill 
development programs, which have been criticized 
for being too costly, time-consuming, and detached 
from the work environment (Hall, 1996; Wilson and 
Berne, 1999). Critics have stated that formal training 
does not prepare employees to handle the changes 
that occur in today’s work environment (Hartley, 
2000) and does not give employees sufficient real-
world knowledge to develop expertise (Sheckley & 
Keeton, 1999). Green (1999) has stated that the skills 
and knowledge required to effectively perform a job 
at the workplace cannot be taught in a classroom 
setting or a workshop, as such work knowledge 
cannot be fitted into a syllabus or curriculum.
Frontline employees’ learning can act as a 
competitive advantage for the company, as it has 
the potential to contribute to the knowledge pool 
of the organization. The relationship between 
frontline employees and organizational learning 
is complicated as most of the time it is taken 
for granted. The knowledge and learning of the 
frontline employee shared at the organizational 
level cannot always be attained (Bell, Menguc & 

Widing, 2005) as the effective sharing of valuable 
knowledge and learning from a frontline employee 
to the organization is not as straightforward as it 
may seem (Bell, Menguc & Widing, 2005). Matuski 
and Hill (1996) explain that informal learning is 
gained through experiences, which can be tacit, 
hard to explain and codify while formal learning 
tends to be direct and can be straightforward to 
organize into text or diagrams (Nonaka, 1991). In 
addition, Bontis (1998) states that tacit knowledge 
is captured by individual employees based on their 
experiences and such knowledge is more valuable 
to the organization, but less attainable. Crossan 
et al. (1999) identify ‘tensions’ in the transfer of 
learning between individuals and organizations. 
Some individual employees and teams do not 
share knowledge as they want to keep their skills 
and resources exclusive, for their career agenda 
(Frankwick et al., 1994) and organizational politics 
and strategic priorities (Ruekert and Walker 1987)—
all these act as barriers to sharing and transfer of 
organizational knowledge. Bontis’s (1998) research 
suggests that organizations need some type of 
mechanism or framework to organize and capture 
this knowledge gained from informal learning 
and share such knowledge to the organizational 
knowledge pool so that it becomes accessible to 
others.
The following four themes listed below can be found 
in the literature on the informal learning/training.
 1) Informal learning is a form of learning that is 

subconsciously gained through experiences and 
situations faced by individuals. It occurs when 
individuals want to improve their performance 
at the workplace (Thomas, 2004; Jacobs and 
Park, 2009; Marsick et al., 2017). 

 2) Informal learning is tacit knowledge; it does 
not follow any structure or a planned format 
of training. Such learning is difficult to organize 
and, therefore, becomes inaccessible to others 
(Jacobs and Park, 2009; Marsick et al., 2017).

 3) Informal learning is experience-based learning 
(Wolfson et al., 2018). It is learning through 
knowledge-sharing, peer-to-peer learning, trial 
and error, mentoring, and discussions (Manuti 
et al., 2015; Louws et al., 2017). 



27

 4) Individual motives and inter-team dynamics 
act as a barrier to information and knowledge-
sharing.

In all, informal learning is classified as a self-
controlled, unplanned, issue-resolving and socially 
encouraging form of learning. It can also be 
characterized by monitoring or observing, and 
following a fellow employee, collaborating and 
discussing individual reflections makes it a highly 
spontaneous and personalized form of learning.  
(Yu H, Zhang J, and Zou R, 2021).
Even though much has been written about informal 
learning in frontline employees, and its importance 
to organizations, most of this writing is quite generic. 
The literature’s generic nature does not give an 
understanding of the concept of informal learning 
in front-end employees and their workplaces and its 
influence on their work performance.

Research Objective

This paper aims to develop a framework on informal 
training/learning for the retail frontline employees, 
from the existing resources that a retail brand has, 
that is, customer service experience of the frontline 
employees.

METHODOLOGY

An online survey questionnaire method was used 
to evaluate the training process at retail stores. A 
Google survey was created based on a structured 
questionnaire (short answer questions and multiple-
choice questions) which was validated through 
experienced professionals in the respective field of 
study. Data visualization was used to represent the 
data. The survey questionnaire was circulated to 120 
retail front-end employees of Indian multinational, 
national and regional brands during January to 
April 2021. Data collection sources were mainly 
the retail industry workforce, and a randomized 
survey sampling technique was opted for this 
study, with over 90 responses as the sample size.  
74 were male participants and 16 female  
participants. The designation of these employees 
was store manager, assistant store manager, and 
customer service associates/sales representatives. 

The study area/location of the respondents was  
all-India retail industry.
The survey was open to all the job positions because 
all the employees interact with customers at different 
levels and serve customers at various instances. 
For example, a customer service associate/sales 
representative interacts with a customer while selling 
a product/service and helps them make purchase 
decisions. An assistant store manager is next to the 
store manager, and he/she has to supervise the 
store operations and monitor associates. They also 
interact with customers on a daily basis, in the sales 
or billing process. A store manager oversees the 
entire store and the functioning of the team as well 
as takes care of customer relationship management. 
He or she is responsible for resolving customer 
conflicts and addressing grievances. Therefore, it is 
important to consider all levels of employees at the 
front-end. The work experience of this group varies 
from 3 to 20 years in customer service. 
Given below are the 11 questions that formed the 
questionnaire for the study:
 1. Years of Retail Experience
 2. Name of your Brand (based on the last brand 

you worked or are working with)
 3. Gender
 4. Designation
 5. How often does your brand conduct training? 

(Sales, customer service, product training) 
(based on the last brand you worked or are 
working with)

 6. Who conducts the training?
 7. Where have you learned about customer 

service, sales, and product, better?
 8. Do you think your customer service skills have 

improved with your experience or with training?
 9. Do you share your customer service experiences 

with your fellow staff?
10. Do you think “teamwork” results in providing 

better customer service or achieving sales 
targets?

11. Do you want to share an experience where 
you and your team provided great customer 
service?
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Results

The objective of this paper is to evaluate the effects 
of informal training on retail employees. Informal 
in this context is on-the-job training from peers 
and an individual’s experience facing customers. 
For the research, 90 retail front-end employees 
were surveyed based on a questionnaire with  
11 questions based on their experience. The data 
collected is represented in the charts and the study 
results are summarized below:

3 4 5 6 7 8 9 10 11 12 13 14 15 16 17 18 19 20
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No. of Frontliners

10

19

12

1 1 1 1 1 12
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Figure 1: Years of retail experience of study 
participants

  Figure 1 shows the years of retail experience 
of these 90 frontline employees. The x-axis is 
the years of customer service experience in 
the retail industry and the y-axis denotes the 
number of frontline employees. The average 
years of experience of this group are 11 years; 
it ranges from 3 years to 20 years.

Gender breakup of frontline employees

Female Male

Male
82%

Female
18%

Figure 2: Gender breakup of the study data of  
90 frontline employees

  Figure 2 shows gender breakup of the data of 90 
frontline employees. 18%, i.e., 16 participants 
were female whereas 82%, i.e., 74 participants 
were male.

Designation breakup of frontline employees

Assistant store manager Customer service associate Store manager

Customer 
service 

associate
38%

Assistant 
store 

manager
17%

Store manager
45%

Figure 3: Designation breakup of the study data

  Figure 3 shows the designation breakup of the 
data of 90 frontline employees. 45%, i.e., 41 
are store managers, 38%, i.e., 34 are customer 
service associates and 17%, i.e., 15 are assistant 
store managers.

How often does your brand conduct trainings 
(sales, customer service, product training)

In 3 Months In 6 Months Monthly Once a year

In 3 Months
29%

In 6 Months
42%

Monthly
15%

Once a 
year
14%

Figure 4: How often training programs are 
conducted for the frontline employees

  Figure 4 shows the bifurcation of how often 
training programs are conducted for the 
frontline employees? These are formal training 
programs conducted on product training, 
developing sales skills, and customers service 
training. The majority of the frontliners, i.e., 
42%, say formal training is conducted once 
in 6 months by their brands. 29% say once in  
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3 months, formal training is conducted. 14% 
say once a year training is conducted, and 15% 
say their brand conducts training programs on 
monthly basis.

Who conducts the trainings?

Store manager Trainer

Trainer
82%

Store 
manager

18%

Figure 5: Who conducts the training of frontline 
employees

  Figure 5 shows the percentage bifurcation of 
who conducts the training. The majority of 
frontline employees, i.e., 82%, say training is 
conducted by a professional trainer, Whereas 
18% of the frontline employees say training is 
conducted by the store manager.

Where did you learn about customer service, 
sales techniques and product knowledge, better?

Store, from my colleagues. Training, from the trainer.

Store, from my 
colleagues.

51%

Training, from 
the trainer.

49%

Figure 6: Source of learning of the frontline 
employees

  Figure 6 shows the percentage bifurcation 
of the source of learning of the frontline 
employees (learning on customer service, 
sales techniques, and product knowledge). 
51% of the employees say they better 
learned from their store and colleagues. 

Whereas the rest 49% said from formal  
training.

Do you think your customer service skills have improved 
with your experience or with training?

Both Experience Training

Both
60%

Experience
39%

Training
1%

Figure 7: What has improved the customer service 
skills of frontline employees

  Figure 7 shows the percentage bifurcation 
of what the frontline employees believe has 
improved their customer service skills—their 
experience in customer service, the formal 
training they attend, or both. 60% say both,  
39% say their customer service skill has 
improved based on their work experience.

Do you share your customer service experiences 
with your fellow staff?

No Yes

Yes
93%

No
7%

Figure 8: Do frontline employees share their 
customer service experiences with colleagues?

  Figure 8 shows the bifurcation of whether 
frontline employees share their customer 
service experiences with their colleagues  
or not. The majority, 93%, say yes, they share 
their experiences with their colleagues, and  
the rest 7% say they don’t share their 
experiences.
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  The frontliners were also asked if they think 
“teamwork” results in providing better customer 
service and achieving sales targets. All the 90 
frontline employees believe that teamwork is 
essential to achieving sales numbers as well as 
providing the best customer service.

  The frontline employees were also asked if 
they wish to share an experience where they 
or their team provided great customer service. 
The following experiences were captured:

 • There have been multiple occasions but 
there was a particular incident when a 
customer had his wedding and his order 
for customized suit got delayed for delivery. 
The complete store team worked on that 
and made sure that from picking up the 
consignment from the airport to delivery 
of the same and alterations, if any, were 
all done immediately. This was the best 
example of exemplary customer service 
and wonderful team effort.

 • We are into custom-made garments 
and our lead-time for order delivery 
is 12 working days. One of our regular 
customers purchased 12 shirts for an 
upcoming trip to multiple locations and he 
wanted to have all the 12 shirts delivered 
in 3 days which was not possible, so we 
noted all the destinations and the dates 
of his arrival and asked the customer to 
mark the shirt as per the location. We 
then accordingly processed his order and 
dispatch his shirts as per his requirements. 
So, before he reached his destination, 
our shirts would reach there before him, 
ready to be worn. The customer was super 
delighted with the service. All this could 
be possible only because of teamwork as 
a lot of coordination and follow-up was 
required to achieve this.

 • Just a simple gesture of willingness to 
serve can make a difference. We had a 
client who was physically challenged and 
couldn’t climb the stairs at our store. 
We had brought down all the products 

of his choice from the first floor (it was 
around 40-45 fabric rolls) just to make him 
comfortable in selecting, which made him 
so happy. He praised our efforts and made 
purchases of ` 25,000.

 • It is January 2021 experience. Two 
brothers were going to get married my  
co-staff was handling the customers but 
they didn’t have enough time for shopping. 
So my co-staff and I helped them try various 
groom looks. They both liked the look that 
we had suggested and we successfully 
converted the customers. Also, we both 
helped each other to chase the store 
target. We provided the customers with a 
better shopping experience at our store. I 
think teamwork rocks in retail sales.

 • During the lockdown, we initiated home 
shopping, video shopping through 
WhatsApp which was successfully 
conducted and brought great results 
during the opening phase post-lockdown, 
as we stayed in touch with our customers.

Findings

From the data, it is observed that brands conduct 
formal training quarterly or once in six months 
and the training is conducted by a trainer. 51% 
of the employees believe they have learned 
about customer service skills, sales techniques, 
and product knowledge from the store and their 
colleagues better. At the same time, 49% believe 
formal training has helped them. About 39% 
believe their customer service has improved based 
on their experience of interacting with customers 
over the years. The rest 61% also believe a mix of 
formal training, as well as their experience, has 
helped them improve in providing a better service 
experience. From the data, we can infer that formal 
training in a classroom setting quarterly or bi-
annually by an expert professional, is essential for 
front-end employees as it will keep them aligned 
with the companies’ values and brand propositions. 
But the data also suggests that front-end employees 
feel they can provide better customer service with 
their experience gained over the years and also the 
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knowledge that they receive from their colleagues’ 
shared experiences. Therefore, we need to leverage 
this shared knowledge of customer service, sales 
techniques, and product knowledge amongst the 
front-end employees and develop a framework 
that can give a structure to this experience-based 
knowledge and convert it into a training program 
for the peers by the peers in a shop floor setting.

Implications and Recommendations

Based on the literature review and the findings  
from the survey, we offer some recommendations, 
as to how the knowledge gained by frontline 
employees can be transferred to others in the 
organization.
Recommendations to facilitate informal learning or 
training in retail stores:
 1. Mentoring and Shadowing: Pairing newly hired 

staff with seasoned or experienced staff can 
be beneficial. It can help the new staff adapt 
easily to the new environment. Plus help him/
her to learn about the store SOPs, the kind 
of customer service the store is expected to 
deliver, about the clientele of the store, and the 
kind of sales techniques that work best for the 
store’s demographic segment. Mentoring and 
shadowing will enable the newly hired staff to 
settle in the team seamlessly and will ensure a 
smooth induction process. It is indicated that 
socialization facilitates proactive engagement 
in employees leading to organizational 
commitment (Tang et al., 2014). Tang et al. 
(2014) highlight the importance of socialization 
in new hires to become active members of an 
organization. Since turnover is highest among 
new staff (Hurst and Good, 2009), building a 
culture that promotes engagement by socializing 
new hires and supporting workers’ abilities to 
execute their roles and responsibilities would 
increase their self-actualization and, hence, 
commitment (Arnold et al., 2009). 

 2. Knowledge-sharing Culture: Frontline 
employees build their knowledge based on 
various customer encounters, facing an agitated 
or delighted customer and providing them with 

solutions and, at the same time, ensuring smooth 
operating and profitability of their store. On a 
daily basis, these frontline employees tackle 
and resolve the issue that becomes a routine 
for them or just another episode of customer 
encounters. But all these encounters and tough 
situations must be discussed and analyzed at a 
store team and the organization so that others 
can learn from them. How these situations can 
be handled, ignored or avoided in future for  
the betterment of customers as well as the 
frontline staff. The learning that happens at 
the store or the staff level is important but 
encouraging the learning and the knowledge  
to be shared with others in the organization is 
more important. Managers and organizations 
should encourage frontline employees to share 
their experiences with others. Schepers, Nijssen, 
Gielis & Heijden (2016) indicate that learning 
is more important than encouragement, but 
service only enhances when the two junctures 
that are learning and encouragement to 
knowledge-sharing are closely aligned. 
Organizations can imbibe various ways of 
knowledge-sharing through digital media on 
webinars, social media groups, WhatsApp 
groups, and circulating email newsletters in  
the organizations. 

 3. Empower, Motivate, Recognize, and 
Inclusiveness: The relationship between 
frontline employees and organizational learning 
is complicated and most of the time it is taken for 
granted (Bell, Menguc & Widing, 2005). Managers 
are more likely to receive practical business 
insights from employees if employees feel that 
their shared insights are worked upon and 
implemented in the organization. If employees 
feel that the opinions and feedbacks matter, 
they invest themselves more in the process of 
sharing knowledge (Forbes Communications 
Council, May 2021).  A retail frontliner’s job is 
mostly regarded as a salesperson’s job and all 
the strategic decisions and planning are done 
by the senior management. Organizations 
should listen to frontline employees. Bell, 
Menguc & Widing (2010) suggest that work 
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culture and environment have a positive  
impact on learning and also benefit the 
relationship between employee learning and 
organizational learning. Organisation values 
support the employees’ learning, which is 
an integral part of healthy work culture, 
and also improves the probability of what 
an employee may learn at an individual  
level and shall be shared with others in the 
organisation. If frontline employees feel that 
their feedback will be valued, they are more  
likely to share it. Knowing that their shared 
insights are not just for formality but will 
be discussed and looked upon, will make 
them feel more included in the process. Bell, 
Menguc & Widing, (2010) further suggests, 
it is the organizational climate for learning  
that makes an employee feel secure to ask 
questions, be analytical, and introspect 
processes.

  Providing a delightful customer experience 
along with completing a sale transaction can be 
tricky. Delivering a world-class service along with 
delivering the desired sale budget is difficult to 
achieve. But frontline store managers, assistant 
store managers and customer service associates 
strive hard to achieve all of it. Acknowledging 
their hardship by asking them to share 
their knowledge and experience with the  
organization can be very empowering and 
motivating to these employees. This can be a  
win-win situation for both where the 
frontliners feel motivated and recognized 
for his/her efforts and the organization 
is benefited from their learning, which 
can be shared with others. Organizations 
need to invest some time and effort to  
identify such high-performing staff and  
encourage them to train other staff members. 
Supporting them encourages employees to 
engage more in such workplace practices. 
When employees see that this will have a 
positive impact, they will be willing to explore 
and indulge in any kind of new exercise  (Bell, 
Menguc & Widing, 2010).

Conclusion

It is evident from the literature and the data 
captured that the frontline employees in retail 
attach significant importance and credit to their 
experience in customer service and the learning 
at the store level and through their colleagues. 
Therefore, building a learning culture is extremely 
important in a store environment so that all the 
frontline staff in the store provide a similar kind 
of service experience to the customers and all the 
store staff members speak the same language. This 
can be achieved through informal learning at the 
store. The best way to engage employees in learning  
activity can be through indirect channels such as 
organizing of work profiles, responsibilities, and 
behaviors, e.g., job shuffling amongst employees 
or between teams, coaching and shadowing, 
motivating, knowledge-sharing, and practicing 
inclusiveness. Establishing a sense of community 
and culture (Brown and Duguid 1991) within retail 
store teams and amongst frontline employees is 
vital which can help in accommodating a more 
context-driven approach to build their competence 
(Bell, Menguc & Widing, 2010).
The new normal is here to stay for us all. While  
the COVID-19 pandemic has changed both our  
world and our behavior, there is a need for reflection 
and optimism. Learning and unlearning, with an  
open mindset and a flexible approach, will be 
important for future success of all brands and 
businesses (WGSN, April 2021). Despite these 
unprecedented times, retail leaders are up for 
challenge and do not want to let go of this crisis 
to waste, as it may have got a once-in-a-lifetime 
opportunity for organizations to reshape their 
businesses and reform the rules of the retail industry 
(Sides, Skelly, Dec 2020).

Limitations

The study has some limitations. First, for further 
research, a much larger sample and primary data is 
required to analyze the implementation of informal 
training and learning in retail industry for a more 
accurate conclusion. Second, the sample size of the 
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study consisted of retail stores within India. There 
are cultural biases between every state; extending 
studies in other cultural contexts could prove 
favourable (Arndt et al., 2006).
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Organizational Climate of Teacher Education Institutes in Relation to 
Role Efficacy and Institutional Commitment of Teacher Educators
Dr. Neela Kamat*
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INTRODUCTION

Educational institutions are organizations to attain 
certain goals and are unique in nature, rules,  
decision-making. They impart knowledge, develop 
skills and abilities, and inculcate values in students. 
Teacher educators (TEs) and teacher education 
institutes (TEIs) play a decisive role in shaping  
students into competent and committed teachers.

CONCEPT OF ORGANIZATIONAL CLIMATE (OC):

Litwin and Stringer (1968) have defined 
Organizational climate as a set of measurable 
properties of work environment that is either directly 
or indirectly perceived by employees who work 
within organizational environment that influences 
and motivates their behavior. Organizational 
climate is formal and informal shared perceptions 
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students, curriculum and processes. Teacher educators and teacher education institutes play decisive 
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of organizational policies, practices and procedures 
(Schneider, 1975).
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CONCEPT OF ROLE EFFICACY (RE)

In an organization, effectiveness of a person depends 
on one’s own potential effectiveness, potential 
effectiveness of the role in context of climate of the 
organization. The potential effectiveness is called 
efficacy. ‘Role Efficacy’ is the psychological factor 
underlying ‘Role Effectiveness’. Role Efficacy has 
three dimensions: Role Making versus Role Taking, 
Role Centering versus Role Entering and Role Linking 
versus Role Isolation (Pareek, 1987).

Role Efficacy

Role Making

1. Self-Role
 Integration
2. Proactivity
3. Creativity
4. Confrontation

1. Centrality
2. Influence
3. Personal
 Growth

1. Inter-Role
 Linkage
2. Helping  
 Relationship
3. Superordination

Role Centering Role Linking

Figure 2: Diagrammatic representation of three 
dimensions of Role Efficacy

CONCEPT OF INSTITUTIONAL COMMITMENT (IC)

Institutional commitment (better known as 
organizational commitment) is defined by Meyer 
and Allen (1991) as a psychological state that binds 
the individual to the organization. Organizational 
commitment is a psychological state that characterizes 
an employee’s relationship with the organization and 
has implications for decision to continue membership 
in the organization. They have identified three types of 
commitment: affective, continuance and normative.

AFFECTIVE 
COMMITMENT

INSTITUTIONAL 
COMMITMENT

CONTINUANCE 
COMMITMENT

NORMATIVE 
COMMITMENT

Figure 3: Diagrammatic representation of three 
dimensions of Institutional Commitment

OPERATIONAL DEFINITIONS

 1. OC has been operationalized as perception of 
teacher educators towards their institute with 
reference to nine dimensions given by Litwin 
and Stringer.

 2. RE has been operationalized as the extent to 
which teacher educator believes he/she has the 
capacity to be effective in the role (based on 
ten dimensions given by Pareek).

 3. Institutional commitment is feeling of 
commitment (or bonding) of Teacher Educators 
towards institution they are working for (based 
on Allen and Meyer’s definition).

REVIEW OF RELATED LITERATURE

Organizational Climate

Combrink (2004) concluded that gender does not 
influence perception of OC, contrary to conclusions 
of Fouts (2004). Leslie (2004) opined that OC depends 
on situation and context. Gunbayi (2007), Singh and 
Mishra (2011) found OC influences organizational 
outcome.

Role Efficacy

Pestonjee and Desai (1993), Sayeed and Jain (2001), 
Sayeed and Kumar (2010), Kaur and Kazi (2012) 
have found significant relationships between RE and 
components of OC. Sayeed (1992) concluded that RE 
being a structural concept, moderates relationship 
between individual and organizational processes. 

Institutional Commitment

Bhagat and Chassie (1981) studied IC and Role-
related factors. Dalgıç (2014), Singh and Mehta (2014) 
studied IC and Gender.  Keef and Hacourt (2001), 
Samad (2006) studied relation between IC and OC.  
Sood and Anand (2010), Nawab and Bhatti (2011), 
Adekola (2012) studied IC in Higher Education.

VARIABLES:

 1. Organizational Climate (OC)
 2. Institutional Commitment (IC)
 3. Role Efficacy (RE)
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 4. Demographic Variables:
 i) Gender (Gender), (Male – M & Female – F)
 ii) Nature of Appointment (NOA), 

(Permanent – P and Temporary – T)

AIM OF THE STUDY

 1. To study perception of OC in relation to RE of TEs.
 2. To study perception of OC in relation to IC of TEs.

OBJECTIVES

 1. To study perception of OC in the context of:
 i) Gender
 ii) Nature of appointment
 2. To study RE in the context of:
 i) Gender
 ii) Nature of appointment
 3. To study IC in the context of:
 i) Gender
 ii) Nature of appointment
 4. To ascertain the relationship of OC and RE on the 

basis of:
 i) Gender
 ii) Nature of appointment
 5.  To ascertain the relationship of OC and IC on the 

basis of:
 i) Gender
 ii) Nature of appointment
 6. To ascertain the relationship of RE and IC on the 

basis of:
 i) Gender
 ii) Nature of appointment
 7. To ascertain the combined relationship of 

teacher educator’s perception of OC with RE 
and IC

HYPOTHESES

 1. There is no significant difference between mean 
scores of OC of Teacher Education Institutes as 
perceived by Teacher Educators in the terms of:

 a. Gender
 b. Nature of appointment

 2. There is no significant difference between mean 
scores of RE of Teacher Educators in the context 
of:

 a. Gender
 b. Nature of appointment 
 3. There is no significant difference between mean 

scores of IC of teacher educators in the context 
of:

 a. Gender
 b. Nature of appointment
 4. There is no significant relationship between the 

perception of OC and RE of teacher educators 
in the context of:

 a. Gender
 b. Nature of appointment 
 5. There is no significant relationship between the 

perception of OC and IC of teacher educators 
in the context of:

 a. Gender
 b. Nature of appointment
 6. There is no significant relationship between  

the RE and IC of teacher educators in the 
context of:

 a. Gender
 b. Nature of appointment
 7. There is no significant combined relationship of 

TEs’ perception of OC with:
 a. Role Efficacy (RE) of teacher educators
 b. Institutional commitment (IC) of teacher 

educators

Scope

The study focuses on perception of OC of TEs  
in relation to RE and ICTEIs affiliated to  
University of Mumbai. This study has been carried 
out in the context of gender and nature of 
appointment.

Methodology 

Descriptive study using correlational method was 
adopted.



39

Sampling

Multistage simple random technique was adopted. 
Simple random technique was adopted as the 
technique for sampling of TEIs and 50 TEIs out of 
82 were identified for the study. From these 50 
TEIs, 283 TEs were identified using simple random 
sampling technique.

TOOLS USED

 1. OC – Researcher-made rating scale (Based on 
Litwin and Stringer, 1968)

 2. IC – Organizational Commitment Scale by Meyer 
and Allen (1991)

 3. RE – Role Efficacy Scale by Udai Pareek (1993)

DATA ANALYSIS 

Statistical analysis was done to test the hypotheses. 
t-test was used to test the difference between means 
of context variables. Coefficient of correlation was 
computed to ascertain the significance of association 
between variables. The hypotheses were tested 
at 0.05 level of significance. Multiple Correlation 
technique was used to find the combined relation 
between OC, RE and IC.

TESTING OF HYPOTHESES

Testing of Hypothesis 1

There is no significant difference between mean 
scores of OC of Teacher Education Institutes as 
perceived by Teacher Educators in the context of:
 a. Gender
 b. Nature of appointment
The technique used to test null hypothesis is ‘t’-test.
Relevant Statistics of Teacher Educators’ Perception 
of Organizational Climate in the context of  
a. Gender, b. Nature of Appointment (NOA)

Table 1: Relevant Statistics of TEs’ Perception of 
OC in context of Gender

Variable Group N df M SD t
Table 
Value 

at 0.05
Significance

Gender
M 40

281
128.275 16.747

1.118 1.97 NS
F 243 125.033 18.458

Observation:

The obtained t = 1.118 for differences in the 
perception of TEs on OC in the context of Gender 
is less than 1.97 at 0.05 level of significance and, 
hence, not significant at 0.05 level. It means that 
there is no significant difference in perception of 
TEs on OC in context of Gender at 0.05 level of 
significance.
The null hypothesis is therefore retained.
It may be concluded that both Male and Female TEs 
have similar perceptions of OC.

Table 2: Relevant Statistics of TEs’ Perception of 
OC in the context of NOA

Variable Group N df M SD t
Table 
Value 

at 0.05
Significance

NOA
P 162

281
126.661 18.024

1.245 1.97 NS
T 121 123.926 18.469

Observation:

The obtained t = 1.245 for differences in perception 
of TEs on OC in context of NOA is less than 1.97 at 
0.05 level of significance and, hence, not significant 
at 0.05 level. It means that there is no significant 
difference in perception of TEs on OC in the context 
of NOA at 0.05 level of significance. 
The null hypothesis is therefore retained.
It may be concluded that TEs working with  
Permanent and Temporary NOA have similar 
perceptions of OC.

Discussion:

The differences between perceptions of OC on the 
basis of context variables, namely Gender (Male 
and Female), NOA (Permanent and Temporary), are 
found to be non-significant.
The non-significant difference between perception 
of OC in Males and Females is possibly due to 
institutional policies, environment, facilities, 
support system and other factors related to OC and 
remain same for all employees of the institution as 
specified by controlling authorities. Hence, it has 
been perceived to be similar by both genders.
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Testing of Hypothesis 2:

There is no significant difference between mean 
scores of RE of teacher educators in the context of:
 a. Gender
 b. Nature of appointment
The technique used to test null hypothesis is ‘t’-test.
Relevant statistics of RE of Teacher Educators in 
the context of a. Gender, b. Nature of Appointment 
(NOA).

Table 3: Relevant Statistics of RE of TEs in the 
context of Gender

Variable Group N df M SD t
Table 
Value 

at 0.05
Significance

Gender
M 40

281
30.275 5.134

1.343 1.97 NS
F 243 29.062 6.186

Observation:

The obtained t = 1.343 for differences in RE of TEs in 
the context of Gender is less than 1.97 at 0.05 level 
of significance and, hence, not significant at 0.05 
level. It means that there is no significant difference 
in RE of TEs in the context of Gender at 0.05 level 
of significance.
The null hypothesis is therefore retained.
It may be concluded that both Male and Female TEs 
have similar RE.

Table 4: Relevant Statistics of RE of TEs in the 
context of NOA

Variable Group N df M SD t
Table 
Value 

at 0.05
Significance

NOA
P 162

281
30.296 5.432

3.373 1.97 S
T 121 27.810 6.558

Observation:

The obtained t = 3.373 for differences in RE of TEs in 
the context of NOA is more than 1.97 at 0.05 level of 
significance and, hence, is significant at 0.05 level. It 
means that there is significant difference in RE of TEs 
in the context of NOA at 0.05 level of significance.
Null hypothesis is rejected for NOA.

It may be concluded that TEs having Permanent and 
Temporary NOA differ on RE.

Discussion:

There is no significant difference in RE in the  
context of Gender.
Considering NOA, difference between two groups 
is significant. Mean RE of TEs with Permanent NOA 
group shows higher Mean as compared to Mean RE 
of TEs with Temporary NOA group.
This could be due to variation in service conditions 
which give differential feeling of job security to 
TEs. Permanent TEs get more opportunities to 
further their professional growth and represent 
their institutes in the outer world. Temporary TEs 
are deprived of such opportunities. Feeling of job 
security which one has in an aided institute, or with 
permanent nature of appointment, is one of the 
factors influencing RE.

Testing of Hypothesis 3:

There is no significant difference between mean 
scores of IC of Teacher-Educators in the context of:
 a. Gender
 b. Nature of appointment
The relevant statistics of IC of Teacher-Educators in 
the context of a. Gender, b. Nature of Appointment 
(NOA)

Table 5: Relevant Statistics of IC of TEs in  
the context of Gender

Variable Group N df M SD t
Table 
Value 

at 0.05
Significance

Gender
M 40

281
143.05 20.165

0.574 1.97 NS
F 243 141.062 21.09

Observation:

The obtained t = 0.574 for differences in IC of TEs in 
the context of Gender is less than 1.97 at 0.05 level 
of significance and, hence, not significant at 0.05 
level. It means that there is no significant difference 
in IC of TEs in the context of Gender at 0.05 level 
of significance.
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The null hypothesis is therefore retained.
It may be concluded that both Male and Female TEs 
have similar RE.

Table 6: Relevant Statistics of IC of TEs in the 
context of NOA

Variable Group N df M SD t
Table 
Value 

at 0.05
Significance

NOA
P 162

281
144.883 20.088

3.275 1.97 S
T 121 136.669 21.223

Observation:

The obtained t = 3.275 for differences in IC of TEs in 
the context of NOA is more than 1.97 at 0.05 level of 
significance and, hence, is significant at 0.05 level. It 
means that there is significant difference in IC of TEs 
in the context of NOA at 0.05 level of significance.
Null hypothesis is therefore rejected.
It may be concluded that TEs with Permanent and 
Temporary NOA differ on IC.

Testing of Hypothesis 4

There is no significant relationship of perception of 
OC with RE of TEs in the context of:
 a. Gender
 b. Nature of appointment
The technique used to test this hypothesis is 
Pearson’s co-efficient of correlation (r).
Relevant Statistics of Teacher Educators’ Perception 
of OC and RE in the context of a. Gender, b. Nature 
of Appointment (NOA)

Table 7: Correlation of TEs’ Perception of  
OC with RE in the context of Gender

Variable Group N df R Table Value ‘r’ at 0.05 Significance

Gender
Male (M) 40 39 0.612 0.304 S

Female (M) 243 242 0.665 0.138 S

Observation:

From Table 7, it is seen that obtained value of 
‘r’ of TEs’ perception of OC with RE is more than 
table value of 0.304 for Male group at 0.05 level of 

significance and 0.138 for Female group at 0.05 level 
of significance. Hence, correlation of perception of 
OC with RE is found to be significant at 0.05 level 
for both groups of Gender. This means that strength 
of association between perception of OC and RE is 
found to be significant for both Genders—Male and 
Female.
Null hypothesis is therefore rejected.
Since correlation of perception OC with RE is found 
to be significant in the context of Gender—Male and 
Female TEs—there exists a significant relationship 
between perception of OC and RE.

Table 8: Correlation of TEs’ Perception of  
OC with RE in the context of NOA

Variable Group N df R Table Value at 
0.05 Significance

NOA
Permanent (P) 162 161 0.711 0.159 S

Temporary (T) 121 120 0.614 0.174 S

Observation:

From Table 8, it is seen that obtained value of ‘r’ 
of TEs’ perception of OC with RE is more than table 
value of 0.159 for Permanent group at 0.05 level 
of significance and 0.174 for Temporary group at 
0.05 level of significance. Hence, correlation of 
perception of OC with RE is found to be significant 
at 0.05 level for both groups of NOA.
This means that strength of association between 
perception of OC and RE is found to be significant 
for both NOA – Permanent and Temporary.
Null hypothesis is therefore rejected.
Correlation of OC with RE is found to be significant 
for NOA, which means for TEs from both Permanent 
and Temporary TEIs of education, there exists a 
significant relationship between perception of OC 
and RE.

Table 9: Correlation of TEs’ Perception of OC with 
RE for Total Sample

Group df R Table Value ‘r’ at 0.05 Significance

Total Sample 282 0.616 0.113 S
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Observation:

From Table 9, it is seen that obtained value of ‘r’ of 
perception OC with RE is more than table value of 
0.113 at 0.05 level of significance for Total Sample. 
Hence, correlation of perception of OC with RE is 
found to be significant at 0.05 level for Total Sample. 
This means that strength of association between 
perception of OC and RE is found to be significant 
for Total Sample.
Correlation of perception OC with RE is found to 
be significant for Total Sample which means for 
Total Sample there exists a significant relationship 
between TEs’ perception of OC and RE.

Discussion:

Relationship between perception of OC and RE is 
found to be significant in terms of context variables. 
Norms of regulating authorities like UGC, NCTE, 
NAAC and University about mandatory requirements 
related to infrastructural and developmental facilities 
have led TEIs to improve their OC. TEs have to 
maintain their APIs as performance criteria for their 
professional advancement which has influenced RE 
of TEs. Correlation between perception of OC and 
RE was found to be significant at 0.05 level for sub-
groups under each context variable – GENDER and 
NOA.

Testing of Hypothesis 5

There is no significant relationship of perception of 
OC with IC in the context of:
 a. Gender
 b. Nature of appointment
The technique used to test this hypothesis is 
Pearson’s co-efficient of correlation (r).
Relationship between perception of OC and IC of 
TEs in context of a. Gender, b. NOA

Table 10: Correlation of Perception of OC with IC 
of TEs in the context of Gender

Variable Group N df R Table Value ‘r’ at 0.05 Significance

Gender
Male (M) 40 39 0.336 0.304 S

Female (M) 243 242 0.552 0.138 S

Observation:

From Table 10, it is seen that obtained value  
of ‘r’ of TEs’ perception of OC with IC is more  
than table value of 0.304 for Male group at  
0.05 level of significance and 0.138 for Female  
group at 0.05 level of significance. Hence,  
correlation of perception of OC with IC is found to 
be significant at 0.05 level for both the groups of 
Gender.
Null hypothesis is therefore rejected.
Correlation of perception of OC with IC is found 
to be significant, which means for both Male and 
Female TEs, there exists a significant relationship 
between perception OC and IC.

Table 11: Correlation of Perception of OC with IC 
of TEs in context of NOA

Variable Group N df r Table Value ‘r’ at 
0.05 Significance

NOA
Permanent (P) 162 161 0.440 0.159 S

Temporary (T) 121 120 0.626 0.174 S

Observation:

From Table 11, it is seen that obtained value of 
‘r’ of TEs’ perception of OC with RE is more than 
table value of 0.159 for Permanent group at 0.05 
level of significance and 0.174 for Temporary group 
at 0.05 level of significance. Hence, correlation of 
perception of OC with IC is found to be significant at 
0.05 level for both groups of NOA. The strength of 
association is found to be significant for both NOA—
Permanent and Temporary.
Null hypothesis is therefore rejected.
Correlation of OC with IC is found to be  
significant for NOA, which means for TEs from 
both Permanent and Temporary TEIs, there  
exists a significant relationship between perception 
of OC and IC.

Table 12: Correlation of TEs’ Perception of OC  
with IC for Total Sample

Group df R Table Value ‘r’ at 0.05 Significance

Total Sample 282 0.451 0.113 S
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Observation:

From Table 12, it is seen that obtained value of ‘r’ 
of perception OC with IC is more than table value of 
0.113 at 0.05 level of significance for Total Sample. 
Hence, correlation of perception of OC with RE is 
found to be significant at 0.05 level for Total Sample. 
This means that strength of association between 
perception of OC and IC is found to be significant 
for Total Sample.
Correlation of perception OC with IC is found to 
be significant for Total Sample which means for 
Total Sample there exists a significant relationship 
between TEs’ perception of OC and IC.

Discussion:

Relationship between perception of OC and IC is 
found significant in the context of Gender and NOA. 
This might be due to the socio-cultural context of 
TEIs and TEs used in the study.

Testing of Hypothesis 6

There is no significant relationship of RE with IC in 
the context of:
 a. Gender
 b. Nature of appointment
The technique used to test this hypothesis is 
Pearson’s co-efficient of correlation (r). The values 
obtained are given in the tables below.
Relationship between RE and IC of TEs in the 
context of a. Gender, b. NOA.

Table 13: Correlation of RE with IC of TEs in the 
context of Gender

Variable Group N df r Table Value ‘r’ at 0.05 Significance

Gender
Male (M) 40 39 0.188 0.304 NS

Female (M) 243 242 0.484 0.138 S

Observation:

From Table 13, it is seen that obtained value of ‘r’  
of RE with IC is less than table value of 0.304 for 
Male group at 0.05 level of significance and more 
than table value of 0.138 for Female group at 0.05 
level of significance. Hence, correlation of RE with IC 

is found to be not significant at 0.05 level for Male 
group and significant at 0.05 level of significance for 
Female group. This means that strength of association 
between RE and IC is found to be not significant for 
Male group but significant for Female group.
Null hypothesis is therefore retained for Male group 
and rejected for Female group.
Correlation of RE with IC is found to be not 
significant for Male group and significant for Female 
group, which means for Male TEs, there exists no 
significant relationship between RE and IC and for 
Female TEs, there exists a significant relationship 
between RE and IC.

Table 14: Correlation of RE with IC of TEs in the 
context of NOA

Variable Group N df r Table Value at ‘r’ 
0.05 Significance

NOA
Permanent (P) 162 161 0.388 0.159 S

Temporary (T) 121 120 0.473 0.174 S

Observation:

Obtained value of ‘r’ of TEs’ perception of RE with 
IC is more than table value of 0.159 for Permanent 
group at 0.05 level of significance and 0.174 for 
Temporary group at 0.05 level of significance. 
Hence, correlation of RE with IC is found to be 
significant at 0.05 level for NOA. This means that 
strength of association between RE and IC is found 
to be significant for both NOA—Permanent and 
Temporary.
Null hypothesis is therefore rejected.
Correlation of RE with IC is found to be significant, 
which means for both TEs with Permanent and 
Temporary NOA, there exists a significant relationship 
between RE and IC.

Table 15: Correlation of RE with IC of TEs for Total 
Sample

Group df r Table Value ‘r’ at 0.05 Significance

Total Sample 282 0.401 0.113 S

Observation:

Obtained value of ‘r’ of RE with IC is more than table 
value of 0.113 at 0.05 level of significance for Total 
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Sample. Hence, correlation of RE with IC is found 
to be significant at 0.05 level for Total Sample. This 
means that strength of association between RE with 
IC is found to be significant for Total Sample.
Correlation of perception OC with RE is found to 
be significant for Total Sample which means for 
Total Sample there exists a significant relationship 
between TEs’ perception of OC and RE.

Discussion:

Correlation between RE and IC is found to be 
significant in all groups except Male group though 
strength of association varies with respect to different 
groups. Not significant relationship between RE and 
IC for Male group can be attributed to the socio-
culture context, where male member in the family is 
looked at as the bread earner for the family, which 
possibly takes precedence over all other factors.

Testing of Hypothesis 7

There is no significant combined relationship of TE’s 
perception of OC with:
 a. Role Efficacy (RE) of Teacher Educators
 b. Institutional Commitment (IC) of teacher 

educators
  For the present hypothesis, OC is denoted by 

subscript 1.
  For the present hypothesis, RE is denoted by 

subscript 2.
  For the present hypothesis, IC is denoted by 

subscript 3.
Primary data are as follows:

Table 16: Primary Data for Combined Correlation 
of OC, RE, IC

OC
1

RE
2

IC
3

Mean 125.491 29.233 141.343

Standard Deviation 18.233 6.055 20.938

The ‘r’ values are as follows:

Table 17: ‘r’ values
Variable 1 2 3

1 - 0.616 0.451

The ‘β’ values are as follows:

Table 18: ‘β’ values
Variable 1 2 3

1 - 0.504 0.249

The multiple R2 may be expressed in terms of the 
beta (β) coefficients and the zero order ‘r’s as follows:

R2
1.23  =   β 12 r 12 + β 13 r 13

R2
1.23  =  (0.504) (0.616)  +  (0.249) (0.451)

R2
1.23  =   0.429

 R1.23  =   0.654

Thus, it is seen that multiple R of OC, RE and IC 
is 0.654 and R2 is 0.429 which means that 42.9% 
of variance in OC is associated with RE and IC. Of 
this, 31% of variance in OC is associated with RE and  
11.9% of variance in OC is associated with IC.
In order to test whether R1.23 is significant or not, 
the following formula has been used.

(R21.23)(N–p–1)
(1-R2

1.23)(p)
F =

In this hypothesis, F = 105.184.
For df = N–p–1= 281, this F = 105.184 is greater 
than tabulated value of F, i.e., 3.03 at 0.05 level of 
significance. Hence, null hypothesis is rejected and 
it is concluded that there is a relationship between 
variables OC, RE and IC.
There is a significant and positive relationship 
between TEs’ perception of Organizational Climate, 
Role Efficacy and Institutional Commitment.
The standard error of R1.23 can be calculated by using 
the following formula:

SER =
1

N – m

Where, m is total number of variables.
Table 19 shows fiduciary limits of multiple R of 
perception of OC with RE and IC.

Table 19: Fiduciary limits of multiple R of OC with 
RE and IC

R1.23 Adjusted R2

SE 0.06 0.425

Fiduciary limits at 0.95 level 0.536 to 0.772
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Table 19 shows that R1.23 will lie between 0.536 
and 0.772 95% of times out of 100 trials of chance. 
Adjusted R2 is 0.425 which is nearly equal to multiple 
R2, i.e., 0.429. The adjusted R2 tells us how much R 
might be influenced by sampling error.

Discussion:

There is a significant and positive combined 
relationship of TEs’ perception of OC with RE and 
IC. 31% and 11.2% variance in OC is associated with 
RE and IC respectively and remaining variance in OC 
is associated with some other variables which are 
not included in the study. The result indicates that 
RE and IC contribute to variance in perception of 
OC of TEs. 
These findings provide useful information on how 
to improve OC, to improve RE and IC.

SUMMARY OF RESEARCH FINDINGS

 1. Perceptions of teacher educators about 
the organizational climate towards teacher 
education institutes do not differ in the  
context of Gender and Nature of Appointment.

 2. Nature of appointment impacts role efficacy 
significantly but Gender does not have 
significant impact on Role Efficacy of Teacher 
Educators.

 3. Nature of appointment impacts Institutional 
Commitment significantly but Gender does 
not have significant impact on Institutional 
Commitment of Teacher Educators.

 4. Perception of organizational climate and role 
efficacy of teacher educators are significantly 
related to each other in the context of Gender 
and Nature of Appointment.

 5. Perception of organizational climate and 
institutional commitment role efficacy of 
teacher educators are significantly related to 
each other in the context of Gender and Nature 
of Appointment.

 6. Role efficacy and institutional commitment of 
teacher educators are significantly related to 
each other in the context of Gender—Female—
and nature of appointment.

 7. Teacher educators’ perception of organizational 
climate, role efficacy and institutional 
commitment are significantly related to each 
other.

CONCLUSION

It is concluded that perception of organizational 
climate does play a significant role in role efficacy 
and institutional commitment of teacher educators. 
Nature of appointment implies job security/ 
employment stability which influences role efficacy 
and institutional commitment. Hence, heads and 
managements of Institutes of Teacher Education must 
pay attention to provide conducive organizational 
climate to teacher educators to enhance their role 
efficacy and institutional commitment which would 
help in improvement of quality of teacher education.
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An Impact of Organizational Culture and Job Satisfaction among  
IT Employees in India
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INTRODUCTION

Technology has a significant impact on the economy 
in this competitive business climate. The sustainability 
of organizations is now tougher as companies face a 
lot of competition. For survival of organizations, their 
core competencies must, therefore, be established. 
One of the facilities, i.e., Now the IT industry is 
more critical than before. Thus, the company 
prioritizes effective methods to manage, improve, 
and attract its employees to achieve high efficiency 
and competitiveness. Complexity and competition 
must be dealt with by companies for organizational 
effectiveness. According to Adewale and Anthonia 
(2013), corporate culture is the foundation of 
organizational recital. The culture of an organization 
is a deeply rooted form of social control that affects 
decision-making and actions. It is the mutual glue that 

binds workers and generates a sense of ownership. 
The one tool that attracts workers and keeps them 
is this collective adhesive. Organizational culture is, 
therefore, one of the critical elements that helps the 
company achieve its objectives. Nika and Sofi (2013) 
posit that workers in this contemporary world are 
the most precious commodity. Employees are the 
one commodity on which an organization’s success 
depends. It is, therefore, possible to say that any 
company’s victory is mutually linked to its employees. 
Workers are one of the company’s main assets, and 
organizations must assume that employees are their 
assets. Organizational culture is an open structural 
approach with a mutually reliable and interactive link 
to an organization’s performance.
Manetje and Martins (2009) stated that organizations 
should decide what is essential for organizational 
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ABSTRACT

Organizations today are undergoing rapid changes through increasing intervention of technology. Human 
resource is the key component of this change. Leveraging technology through the core competency of 
its work force defines the success and failure of an organization.

Organizational change plays a very important role in creating an environment of excellence through 
use of appropriate technologies & delegation to the right human resource. Over a period of time due 
to timely intervention of technologies and managing change effectively performing work culture can 
be created which can be sustained though continuous efforts by the workforce.
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culture and employee engagement according to each 
organization’s needs. Commitment and involvement 
in the company should be encouraged to attract 
members. Many studies were undertaken to 
understand employees’ organizational commitment 
to predict their working behavior. To improve 
efficiency, companies need to tackle the company 
culture, employee satisfaction, job design, employee 
empowerment, etc. Lack of staff motivation or lack 
of staff skills in setting goals can cause repeated 
mistakes that can change their impact.
Organisational commitment and job satisfaction 
are the two crucial factors to build an organization. 
Various studies have shown that workers’ culture, 
job satisfaction and engagement are associated, and 
their relationship results in increasing employees’ 
and organizations’ productivity. Thus, this study seeks 
to examine the effect of organizational culture on job 
satisfaction and corporate engagement in IT Sector.

CONCEPTUAL BACKGROUND

Organizational culture

Shein (1992) described organizational culture as “a 
common pattern that the community has learned to 
solve its external adaptation and internal integration 
problems which have worked sufficiently well to find 
themselves legitimate and, therefore, to teach new 
members to see and feel the best way to deal with 
those issues.”
Corporate culture reflects an individual’s personality 
and character. It relates to organizations’ goals, 
principles and priorities; and influences knowledge 
management programs. If it is not focused on virtues 
such as integrity and transparency; it is impossible 
to succeed the knowledge management projects.
When you think about organizational culture, you 
have to understand that this goes beyond the 
individual and is influenced by its environment. 
Therefore, the culture of a multinational organization 
can differ from country to country. While defining 
them, the organizational culture does not describe 
the cultures of different business units or functional 
units in full. Culture is complex. It evolves over an 
organization’s life as it progresses from beginning to 
maturity and over time (though it does not always 
influence or appreciate how leaders feel), as does 

our social culture. The current culture must be 
recognized before a cultural dimension, such as 
information sharing, can be affected. The culture of 
‘how a company conducts its operations’ is heavily 
influenced by its management and the values 
that the executive demonstrates and demands 
from the business culture. A community between 
organizations varies considerably. Culture is not 
good or bad but may promote principles and actions 
that support or hinder those organizational goals.

Amplified by 
the behaviors 

of leaders

Embedded in a 
network of 

organizational 
practices

Shared beliefs, values 
and assumptions held 

by members of an 
organization

Visible in the ‘way 
that work gets done’ 

on a day-to-day 
basis

Evident in the 
behaviors of 

individuals and 
groups

Organizational 
Culture

Levels of Organizational Culture

Organizational culture comprises certain self-
explanatory elements and elements that may be 
below one’s conscious consciousness. Corporate 
culture exists in three interconnected layers. 

Assumptions

Values

Artifacts

At the lowest point, our essential beliefs are below 
our consciousness. The assumption is given as a 
matter of course and represents convictions of human 
nature and reality. Values occur on the second point. 
Values are universal concepts, expectations and 
priorities. Finally, we have objects on our surface or 
obvious, measurable facets of the corporate culture. 
For example, one of the company’s fundamental 
assumptions is that employees and managers share in 
the profit of happy employees. This belief will turn into 
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values like social inclusion, good ties, and pleasant. The 
objects that reflect these values could be an executive 
“open door” policy, which comprises open areas and 
conference rooms fitted with swimming pool tables 
and regular picnics on site. For example, Alcoa Inc. 
has built its office to reflect the values of improving 
its citizens’ awareness, accessibility and cooperation. 
The business’ cultural knowledge can start from 
observing its artifacts: physical environments, 
interactions between employees, companies’ policies, 
reward systems, and other characteristics that can be 
observed. If you interview people for a job, it is an 
excellent start to understand the business’ physical 
atmosphere, how people dress, where they relax and 
how they interact with others.
Nevertheless, it is doubtful that the organization’s 
analysis looks at these concrete things. There is 
less than one level of understanding an essential 
aspect of what constitutes society. The values and 
assumptions that sharpen the organization’s culture 
can be discovered at a deeper level by observing 
employees’ interaction and their choice of actions 
and inquiring into their convictions and perceptions 
of what is right and correct.

Characteristics of Organizational Culture

When individuals contact organizations, they come 
into contact with clothing conventions, the tales of 
what happens, formal rules and procedures of the 
organization, their structured codes of behavior, 
routines, duties, pay scales, jargon, and jokes even 
the insiders knew them. The organizational culture 
consists of seven priority elements, from high to 
low. For each of these attributes, every company 
has a distinct meaning. Organization leaders assess 
their organizations’ importance and change their 
behavior to suit these characteristics’ perceived 
collection of standards.

Job Satisfaction

Job satisfaction is characterized as how self-
motivated, fulfilled and happy an employee feels. Job 
satisfaction exists when an employee experiences 
steady employment, career development and a 
comfortable balance of work life. It indicates that 
the worker is satisfied with the job because the 
individual’s needs are met.

Importance of Job Satisfaction

A company often takes a happy employee on board, 
as it aims to deliver the best available skills. A growing 
employee needs good career development and 
workplace harmony. If employees are satisfied with 
their business and job, they will do their best to give 
it back to the company. Two viewpoints, namely from 
the perspective of the employee and the employer, 
demonstrate the value of work satisfaction:
For employees: Employee happiness means earning 
a good gross salary, work security, steady job growth, 
bonuses and appreciation and new opportunities.
For employers: Employee satisfaction is a vital 
feature for an employer to make the most of it. A 
happy employee contributes to the company more 
and more, helps manage turnover and allows the 
business to expand. Employers need a clear job 
description to retain workers and give individuals 
regular opportunities to learn and develop.
The positive effects of job satisfaction include:
• More effective workforce if they are satisfied with 

their jobs.
• Greater loyalty to staff contributes to greater 

dedication.
• Employee satisfaction inevitably contributes to 

greater company benefits.
• High retention of workers is possible if staff are 

satisfied.

Organizational Culture and Job Satisfaction

Job satisfaction is referred to feelings about different 
elements of work. The market has become much 
more dynamic and unpredictable in this age of 
business and investment. A particular culture was 
developed in the organizations that demonstrated 
how their tactics were and how they worked. Staff in 
the companies concerned are now part of the society. 
The global market has been heavily affected by the 
recent global financial crisis. Such chaos has caused 
workers to be nervous, misled and hostile. It has led 
to a kind of negative attitude towards the organization 
and its work. Their engagement and openness have 
been rising. Therefore, it has become essential for 
management to turn to human resources management 
and enable workers to satisfy themselves in holding 
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• Discipline and enterprising culture
• Affinity with the organization
• Performance norms
• Relationship with senior
• Meritorious culture
• Empathy
• Risk taking
• Innovative and participative 

environment
• Empowerment

• Participative environment
• Hygiene factors
• Fair and empathetic 

management
• Smooth operations
• Considerate environment
• Efficient environment
• Accessibility
• Feel good factor
• Trust

• Tangibles
• Responsiveness
• Customer orientation
• Standard of facilities
• Interest rates
• Client participation
• Fund transfer system
• Accessibility
• Other amenities

Source: Conceptual Model by Santosh Dev in his Ph.D. thesis ‘A study of Client satisfaction and impact of work culture  
on employee satisfaction in banks’ [Department of Humanities & Social Science, Jaypee Institute of Information Technology University]

Work culture Employee  
satisfaction Client satisfaction

1. ABOUT IT INDUSTRY

Introduction     

In India, the global supply market is still growing more rapidly than in the IT-BPM industry. India is the 
world’s leading procurement destination, accounting for approximately 55% of the global US$ 185-190 
billion in 2017-18 services. In some 80 countries worldwide, Indian IT & ITeS companies have built over 
1,000 global distribution centers.
With about 75% of global digital talent in the region, India is the world’s digital capability center.

Evolution of IT sector

Pre-1995 1995-2000 2000-05 2005-2016

• By early 90s, US-based 
companies began to 
outsource work on 
low-cost and skilled 
talent pool in India.

• With increased investment 
in R&D, India became 
a product development 
destination.

• Firms in India became 
multinational companies with 
delivery centers across the globe.

• India’s IT sector is at an inflection 
point, moving from enterprise 
servicing to enterprise solutions.

• Firms in India grew in 
terms of their size and 
scope of services offered 
as more and more western 
companies set up their 
bases in the country.

• The US$ 167 billion Indian IT industry employs 
nearly four million people.

• India ranks third among global start-up ecosystems 
with more than 5,300 tech start-ups.

• Indian IT and BPM industry is expected to grow 
to US$ 350 billion by 2025.

2017

them and integrating a clear sense of engagement that 
would surely drive business efficiency. It plays the role 
of the corporate culture. Employees of these strong 
cultures reflect their company’s pride in ownership 
and a clear understanding of its strategic goals. Such 

a civilization encompasses a company’s common goals 
and expected behavior standards to achieve these 
objectives. Therefore, the organizational culture is 
crucial to the definition of performance, actions and 
shared expectations.
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Segments of the IT sector

• Market Size: US$  
86 billion during FY18.

• Over 81 per cent of 
revenue comes from 
the export market.

• BFSI continues to be 
the major vertical of 
the IT sector.

• IT services had around 
51.7 per cent share in 
total Indian IT sector 
revenues in FY 18.

• Market Size: US$  
32 billion during FY 18.

• Around 87 per cent of 
revenue comes from 
the export market.

• Market size of BPM 
industry to reach US$ 
54 billion by FY 25.

• BPM segment had 
around 19.2 per cent 
share in Indian IT sector 
revenues in FY 18.

• Market Size: US$  
33 billion during FY 18.

• Over 83.9 per cent of 
revenue comes from 
exports.

• The software products 
and engineering services 
segment grew 10.5 per 
cent in FY 17.

• It had around 19.8 per 
cent share in Indian IT 
sector revenues in FY 18.

IT services Business Process 
Management

Software products and 
 engineering services Hardware

• Market Size: US$ 15.4 
billion during FY 18.

• The domestic market 
accounts for a significant 
share.

• The segment had 
around 9.3 per cent 
share in Indian IT sector 
revenues in FY18.

• Hardware exports from 
India are expected to 
grow 7-8 percent in 
FY19.

IT & ITeS sector

INDIA’S IT MARKET SIZE GROWING

• In FY 2016-17, IT-BPM (excluding hardware) revenues were expected to cross some 154 billion US$ and 
rose in FY2017-18 to 167 billion US$.

• In 2017-18, the IT sector contributed to India’s GDP at 7.9%.
• The IT industry reports its domestic revenue at 41 billion dollars and its export revenues were valued 

at 126 billion dollars in FY18.
• The size of the IT-BPM sector in India is expected to rise to US$ 350 billion by 2025 and US$ 50-55 billion 

of total revenue is expected to account for BPM.
• In 2018, IT spending in India rose by over 9 per cent to US$ 87.1 billion.* 
• Outsourcing of large-scale contracts by customers is projected to speed up industry growth in FY20.
• Total IT-BPM (including hardware) exports were estimated at US$ 126 billion in FY18; CAGR expenses 

increased by 12.26 percent in FY09-18.
• Export of IT services was the major contributor to the exports of BPO and ER&D and software products, 

accounting for 57 per cent of the total IT exports (including equipment) during FY18. It is anticipated 
that by 2022 the ER&D market will grow to US$ 42 billion, up from US$ 28 billion now.

• Industry’s total exportation income is anticipated at $135-137 billion in FY19, rising 7-9 per cent  
year-on-year.

Market Size

In 2019, the industry of IT-BPM in India stood at US$ 177 billion and was projected to rise by 6.1% year-on-
year, to US$ 350 billion by 2025. The IT industry in India grew in 2018-19 to $181 billion. Industry exports 
rose by 137 billion dollars in FY19, while domestic sales (including hardware) rose to 44 billion dollars. As 
of FY19, IT industry employees were 4.1 million.
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In India, IT expenditures for US$ 90 billion will be anticipated in 2019.
Digital sector revenues will account for 38% of industry sales projected at US$ 350 billion by 2025.

98.5

34

FY15

108

35

FY16

117

37

FY17

126

41

FY18

137

44

FY19

Indian IT Industry (US$ billion)

Domestic Export

Investments/Developments

Indian IT has drawn significant investments from major countries with its core competencies and strengths. 
According to data published by the DPIIT, between April 2000 and December 2019, the computer software 
and hardware sector has attracted 43.58 billion dollars of cumulative FDI inflows in India and is second in 
FDI inflows.
To build differentiated services, leading Indian IT companies, such as Infosys and Wipro, TCS and Tech 
Mahindra, are diversifying their products and introducing leading ideas for artificial intelligence to customers 
leveraging innovation hub, research and development centers.
The following are some of the major trends in the IT and ITeS industry:

• In January 2020, Nippon Telegraph and Telephone, a Japanese technology firm, announced its intentions, 
in the coming four years, to spend a substantial part of its $7 billion global commitment to data center 
operations in China.

• The Walgreens Boots Alliance Pharmacy Firm bagged ` 10,650 ($1.5 trillion) contracts in February 2020 
from Tata Consultancy Services.

• Overall industry export revenue is projected to rise from $136 billion in fiscal 19 years by 8.3 years year-
on-year.

• Contino has been acquired by Cognizant, a UK-based technology consulting firm.

• In May 2019, one of the IT sectors acquired $143,08 million of its equity interest in the state, a subsidiary 
of ABN AMRO Bank.

• Mindtree acquired L&T in June 2019.

• Nasscom has opened an online forum for more than 2 million technology staff and 2 million more future 
employees and students.

• Vertical BFSI sales growth between July and September 2018 was 6.80%. y-y-y.

• From November 2019, 417 SEZs were approved throughout the country with 274 IT and ITeS exports 
and 143 SEZs exporting.

• In the third quarter of 2019, the PE business investment stood at US$ 3.6 billion.
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LITERATURE REVIEW

Cross & Cross (2018) focuses on the relationship 
between organizational culture and job satisfaction 
and how it is prevalent, and examines its organizational 
effect. It says that an organization’s strong culture, 
based around managers and executives, appears to 
improve standards of success. Managers link the 
company’s performance and culture to each other as 
they help create a competitive edge for businesses.
Ahmed (2014) tried to explore the three forms 
of corporate culture and their effect on work 
satisfaction and employee engagement through 
Karachi’s chemical industry. The principal objective 
of this study is to assess the impact of organizational 
culture on the satisfaction and engagement of 
employees in the chemical sector.
Rakesh (2019) focuses on the relationship between 
company culture and the factors influencing 
satisfaction in jobs. They claim that work satisfaction 
is an emotion of self-appreciation and contributes 
enormously to an organization’s success. The job of 
the workers would make the business popular.
Ahamed (2015) reveals that organizational culture 
has a significant effect on employee levels of work 
satisfaction. The analysis notes that culture should 
be employee-friendly and elevates workers’ morale, 
contributing to work satisfaction; this study focuses 
on the relationship between organizational culture 
and job satisfaction.

Biswas (2015) focuses on the correlation between 
corporate culture and employee’s satisfaction rate 
and how this influences company performance in 
general. It highlights how corporate culture helps 
improve job satisfaction and eventually leads to high 
success and productivity.
Habib (2014) investigates job satisfaction, employee 
engagement and employee retention within the 
organizational culture. The findings suggest that 
an organization’s existence has a strong impact on 
employee satisfaction and turnover commitment. 
They conclude by saying that corporate culture 
is a significant factor that significantly affects the 
engagement, work satisfaction and retention of 
employees.
Gulhar (2018) elaborates on the relevance of the 
research in the National Capital Region, India, 
on organizational culture, work satisfaction and 
administrative involvement in the IT sector. 
Also, the study’s main principles are set out. An 
organization can be established with the help of 
two critical factors, i.e., dedication to the company 
and work satisfaction. And they conclude that 
the organizational culture, work satisfaction and 
engagement of employees are associated, and their 
correlation results in the productivity of employees 
and organizations. Hence, this study seeks to 
examine the effect of organizational culture on 
work satisfaction and corporate engagement in the 
IT field.

Polic
y

Suppor
t

Com
petitive

A
dvantage

ADVANTAGE
INDIA

Gro

wing

Dem

and
Global

Footprints

• Strong growth in demand for exports 
from new verticals.

• Rapidly growing urban infrastructure has 
fostered several IT centers in the country.

• Expanding economy to propel growth in 
local demand.

• Indian IT firms have delivery centers across 
the world.

• IT and ITeS industry is well diversified across 
verticals such as BFSI, telecom and retail.

• Increasing strategic alliance between domes-
tic and international players to deliver 
solutions across the globe.

• India has a low-cost advantage by being 
5-6 times more inexpensive than US.

• A preferred destination for IT & ITeS in 
the world; continues to be a leader in the 
global sourcing industry with 55 per cent 
market share.

• Tax exemption of three years in a block of 
seven years of start-ups under ‘Startup India’.

• More liberal system for raising global capital, 
funding for seed capital and growth and ease 
of doing business, etc., have been addressed.

• In the Interim Budget 2019-20, the 
Government of India announced plans to 
launch a national program on AI* and setting 
up of a National AI* portal.
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Taormina (2008) focuses on leadership theories, 
employee motivation and lack of collaboration in 
organizations’ culture. Significant positive correlation 
among management and organizational cultural 
events and the formal culture is more significant 
than flexible culture; leadership guidelines need to 
be versatile, and leadership attitudes are suitable 
for the organization.
Awan and Mahmood (2010) explore the relationship 
between leadership style, corporate culture, work 
satisfaction and employee engagement. The findings 
indicate that these librarians are hierarchical 
and do not significantly connect with the work’s 
commitment and the organization’s culture. 
Only some of them are very committed to their 
organization; the only reason that librarians are less 
satisfied and less committed to work because they 
have no job growth.
Rashid et al. (2004) focus on Malaysia’s corporate 
culture and transition. According to this research, 
the association between organizational cultures and 
organizational changes’ effectiveness also shows 
that different organizational cultures have their way 
of accepting organizational changes. It means that 
any corporate culture has some growth potential. 
Some organizations do not encourage their workers 
to adapt to the external world, not even alter their 
culture over time.
Bellou (2010) focuses on the relationship between 
the organizational culture and work satisfaction 
about gender and age. It highlights that individual 
cultural styles affect workers’ work satisfaction; 
they may be personal development opportunities 
and good reputation. His work indicates that 
organizational culture may improve employee 
satisfaction by thinking that they are part of the 
organization and enabling them to develop their 
careers inside and outside the organization.
Yiing et al. (2009) emphasize the effect of 
organizational culture on leadership style, 
employees’ motivation, and their relationship to work 
satisfaction, dedication and efficiency. This result 
says leadership that is closely linked to employee 
engagement and culture plays an essential role in 
building this relationship, as far as organizational 

engagement has a significant relationship with job 
satisfaction but not efficiency.
Hamidi et al. (2017) said that this study aimed  
to establish the relationship between corporate 
culture and employee organizational commitment 
in health care center administrative units.
Fatima (2016) focuses on the effect of organizational 
culture on employee’s satisfaction at work. This study 
focused on three cultures: clan culture, adhocracy, 
market culture, and hierarchy. This study indicated 
that the form of culture positively influences work 
satisfaction.
Lund (2003) focuses on corporate culture’s effect 
on marketing employee satisfaction at work in the 
USA. This research shows that the importance of 
job satisfaction varies from culture to culture. It says 
they must preserve the high connection between 
workers and the company’s culture, leading to job 
satisfaction.
Erkutlu (2012) explores the relationship of moderate 
organizational culture to mutual and constructive 
leadership behavior. Result says joint leadership 
has been positively linked to constructive leadership 
behavior; it helps bring about a strong culture of 
cooperation in the organization.
Divya and Lahari (2019) said that this research’s 
fundamental aim was to examine the factors 
affecting work satisfaction in the organizational 
culture. This paper examines how work satisfaction is 
affected by the corporate culture element. And they 
also say that if organizations want to get the best 
performance and retain their employees, they must 
provide their employees with the best organizational 
culture, which contributes to job satisfaction.
Vrinda & Jacob (2015) emphasize the importance 
of employees in a company. They note that ‘a 
satisfied worker is a successful worker,’ employees 
would be happier if they get what they expected, 
job satisfaction is linked to workers’ inner feelings.
Smitha Sambrani (2018) focuses on identifying the 
determining criteria for employment and work 
fulfilment variables and reflects on the workers’ 
satisfaction with their on-the-job preparation. The 
results show that the learning factors in the workplace 
have a significant effect on job satisfaction.
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RESEARCH METHODOLOGY

NEED FOR THE STUDY

This study seeks to examine the influence of culture 
on IT employees’ job satisfaction in India. The study 
gives an insight into how IT businesses have ties 
with corporate culture, employee loyalty and level 
satisfaction. The characteristics that reflect the value 
of companies are community and dedication. In  
IT sectors, skilled workers are needed in this tough 
competition. It is essential to have a comfortable 
organization, dedicated and happy staff to succeed 
in this competitive era. The research focused on 
three significant factors related to human resources 
management: organizational culture, employee 
involvement and work satisfaction. This study 
will thus be useful in understanding the value of 
corporate culture, employee loyalty and level of 
satisfaction among potential researchers, workers 
and employers, and society.

STATEMENT OF THE PROBLEM

This research aims to understand the IT employees’ 
perspectives on corporate culture, employee loyalty, 
and satisfaction. It has been noted that the company 
workers often leave their employment and switch 
to several other organizations. Nowadays, Indian IT 
companies find it challenging to recruit and retain 
employees, and they get hit by high salaries and 
turnover in their bottom line. It also influences the 
efficiency of the company. The high turnover rate 
may be attributed to the low level of organizational 
responsibilities in these sectors. Besides, every 
organization’s culture often influences employee 
loyalty rates. These two main variables have an 
essential effect on the level of satisfaction. Moreover, 
IT companies’ work in this sense is lower in India 
than in the USA and in Europe.

OBJECTIVES OF THE STUDY

• To examine the influence of organizational culture 
and job satisfaction of employees in the IT sector.

• To evaluate the impact of employee loyalty on 
satisfaction in IT sectors.

• To examine the impact of the socio-economic 
variable on job satisfaction.

RESEARCH METHODOLOGY

In this section, the researcher makes a careful 
attempt to describe the approach and how it 
implemented the research objectives. The research 
approach refers to the structured manner in which 
analysis problems are addressed. It consists of 
systematic steps and processes and several methods 
for capturing and analyzing evidence. Within this 
portion, the researcher assesses the corporate 
culture, employee engagement and level of company 
satisfaction. The current research is the analytical 
version of the analysis process, including qualitative 
and quantitative knowledge on various aspects. The 
questions were designed to provide direct responses 
to the goals of the analysis. Retailers, readers and 
marketers have collected them individually and 
attached agencies to evaluate primary outcomes.

RESEARCH DESIGN

The research design is the conceptual framework 
used for performing research; it is the blueprint for 
data collection, calculation and analysis.
For this project, the form of study will be descriptive 
in nature. Descriptive work provides a summary of 
the current state of affairs. This form of study’s key 
disadvantages are that the investigator does not 
influence the variables; only what happened or was 
happening can be recorded.

SAMPLING DESIGN

The design of a sample is a specific plan for the 
selection of a particular population sample—the 
technique or procedure that the investigator would 
adopt in the selection of sample items.

SAMPLING TECHNIQUE

For this analysis, the sampling method was unlikely 
to be used. Based on convenience sampling, the 
respondents were picked. Due to time constraints, 
lack of awareness of the environment, and the key 
reason this sampling approach should be used, it is 
not easy to collect data from all the customers who 
worked on the project.

SAMPLE SIZE

The survey is estimated to be conducted among  
200 loyal employees.
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DATA COLLECTION METHOD

The investigation is carried out to achieve the study’s 
objective, and data collected from both primary and 
secondary data are collected. Preliminary evidence 
is in the form of a standardized questionnaire, 
a semi-structured questionnaire, a mailed 
questionnaire. The questionnaire was a useful tool 
to meet a wide range of people who can read and 
write independently. The questionnaire contains 
both open-ended and close-ended questions. The 
first section describes the demographic variables. 
The second section demonstrates the workplace 
culture and employee motivation. The last section 
provides information on satisfaction—primary data 
obtained from workers employed in the information 
technology field. In addition to the secondary data 
used, the material extracts from journals, research 
papers, blogs, articles, and journals on how other 
writers have information on organizational culture 
effect and job satisfaction among IT employees.

METHOD OF DATA COLLECTION

A Structured Questionnaire was used to collect 
data. In the case of broad inquiries, this method 
is prevalent. A questionnaire consists of both a 
particular and a general question concerning project 
management functions.

TOOLS FOR ANALYSIS

The collected data was analyzed with the help of 
descriptive statistics.

LIMITATIONS OF THE STUDY

The study limits include the weak points outside 
of the researchers’ influence. Many researchers 
experience this, mainly if there are many variables 
in the descriptive analysis. The most significant 
restriction for conducting research is that access 
is refused or limited somehow for some cause. 
Most of the participants do not want to share the 
name of their organization. Only organizational 
culture, employee loyalty and level of satisfaction 
are analyzed. The research is conducted. However, 
few other things may have been addressed, such 
as the turnover and retention of workers. The 
study has been carried out only in Bengaluru and, 

hence, more empirical evidence is needed from 
further fields before comprehensive generalization 
is made, especially in the information technology 
sector. Perhaps due to a lack of previous research on 
this topic in the IT field, some problems were faced. 
Also, research has achieved its objective.

3. DATA ANALYSIS AND FINDINGS

DATA ANALYSIS

Table 1: Gender

Frequency Percentage Valid 
Percentage

Cumulative 
Percentage

Valid

Female 123 61.5 61.5 61.5

Male 77 38.5 38.5 100.0

Total 200 100.0 100.0

Out of 200 participants, 61.5% of the participants were 
female and 38.5% were male. It then concluded that 
most of the participants in this survey were female.

Chart Showing Gender
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Figure 1: Gender

Table 2: Age

Frequency Percentage Valid 
Percentage

Cumulative 
Percentage

Valid 25 to 35 years 25 12.5 12.5 12.5

35 to 45 years 111 55.5 55.5 68.0

45 to 55 years 59 29.5 29.5 97.5

Above 55 years 5 2.5 2.5 100.0

Total 200 100.0 100.0

The table above indicates that 12.5% of the 
participants belonged in the age group 25 to 35 
years, 55.5% in the age group 35 to 45 years, 29.5% 
in the age group 45 to 55 years and 2.5% were 
above 55 years. Thus, most of the employees who 
participated in this study were from the age group 
35 to 45 years.
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Chart Showing Age
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Figure 2: Age

Table 3: Educational Background

Frequency Percent Valid 
Percent

Cumulative 
Percent

Valid Graduation 115 57.5 57.5 57.5

Post-Graduation 53 26.5 26.5 84.0

Professional qualification 27 13.5 13.5 97.5

Others 5 2.5 2.5 100.0

Total 200 100.0 100.0

The above table states that 57.5% of the participants 
were graduates, 26.5% were post-graduates, 13.5% 
possessed professional qualification, and 1.5% were 
placed under the ‘others’ category. It is, therefore, 
concluded that the highest number of respondents 
were graduates.

Chart Showing Educational Background
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Figure 3: Educational Background

Table 4: Years of Experience

Frequency Percentage Valid 
Percentage

Cumulative 
Percentage

Valid Less than 1 year 27 13.5 13.5 13.5

1 to 3 years 67 33.5 33.5 47.0

4 to 5 years 46 23.0 23.0 70.0

6 to 10 years 40 20.0 20.0 90.0

Above 10 years 20 10.0 10.0 100.0

Total 200 100.0 100.0

Table 4 depicts that 13.5% of respondents have less 
than one year of experience in the IT field while 
33.5% have between 1 and 3 years of experience, 
23% between 4 and 5 years, 20% between 6 and 10 
years, and 10% have above ten years of experience. 
Therefore, most participants working in this field 
have 1 to 3 years of experience.
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Table 5: Monthly Income

Frequency Percentage Valid 
Percentage

Cumulative 
Percentage

Valid Less than ` 40,000 46 23.0 23.0 23.0

` 40,001 to ` 50,000 64 32.0 32.0 55.0

` 50,001 to ` 60,000 31 15.5 15.5 70.5

` 60,001 to ` 70,000 34 17.0 17.0 87.5

Above ` 70,001 25 12.5 12.5 100.0

Total 200 100.0 100.0

It is observed from the table above that the monthly 
income of 23% of respondents is less than ` 40,000 
while that of 32% is from ` 40,001 to ` 50,000, 
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15.5% is between ` 50,001 and ` 60,000, 17%  
` 60,001 to ` 70,000 and that of 12.5% is above  
` 70,001. So it is inferred that the monthly income 
of the highest number of respondents is between  
` 40,000 and ` 50,000.
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Figure 5: Monthly Income

Table 6: Descriptive Statistics for Organization 
Culture

Particulars Mean Standard 
Deviation

IT Industry is very supportive of change 3.9850 .89374

IT industry people are always working together to 
solve problems with team spirit 3.7000 1.03215

The company has a safe working environment for all 
the employees 4.0900 .79692

The policies and the organization structure in our 
company have been clearly defined 3.8000 .77654

Top management conducts frequent meetings to 
discuss job status 3.4700 1.00706

Management encourages innovation 3.4600 .89015

Management continuously improves communication 
between management and staff 3.5850 .95253

IT Industry people are rewarded with promotions 
according to excellence of their job performance 3.7950 .84650

The top priority in my organization is quality 
performance 4.1600 .75315

Management encourages creativity 3.3700 .96319

IT Industry people are provided with quality of food 3.4700 1.16873

In IT Industry, the atmosphere is very friendly and 
people spend enough time in informal relations 3.8100 1.07222

The descriptive table shows that the organization 
culture variable indicates the average value ranged 
from 3 to 4.2. However, the highest mean value 
variable is the “Top priority in my organization is 

quality performance,” and the least mean value is 
“Management encourages creativity.” On the other 
hand, the standard deviation indicated that the 
IT industry people are provided with the highest 
accuracy quality. The least accuracy is “the policies 
and the organization structure in our company have 
been clearly defined”.

Chart Showing Descriptive Statistics for 
Organization Culture
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Figure 6: Descriptive Statistics for Organization 
Culture

Table 7: Descriptive Statistics for the Level of 
Satisfaction

Particulars Mean Standard 
Deviation

My job allows me to maintain a healthy balance 
between my work and personal life 3.8700 .77854

My working condition and environment supports me 
to do my job effectively 3.7800 .75794

Employees get recognition at the appropriate time 3.6200 .85982

I get a decent income for the job I perform 3.8100 .75282

Availability of scope for the schemes of non-financial 
rewards 3.2150 1.03641

Satisfied with the grievance handling procedure 
adopted by IT industry 3.4800 .94022

My job does not cause an unreasonable amount of 
stress in my life 3.4850 .80187

I like the performance appraisal system carried out in 
my job 3.6550 .76083

Satisfied with the efficiency of equipment and tools 
at the workplace 3.7400 .76507

Satisfied with the comfort of working hours 3.9150 .77510

The table above indicated that the satisfaction level 
variables concerning the mean value range from 3 
to 4, with the highest mean value variables being 
“Satisfied with the comfort of working hours,” 
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and the least mean value being “Availability of 
scope for the schemes of non-financial rewards”. 
However, the standard deviation shows the highest 
accuracy in “Availability of scope for the schemes 
of non-financial rewards” while the least accuracy 
is “Employees get a decent income for the job they 
perform”.

Chart Showing Descriptive Statistics for the Level 
of Satisfaction
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Figure 7: Descriptive Statistics for the Level of 
Satisfaction

Table 8: Descriptive Statistics for Employee Loyalty

Particulars Mean Standard 
deviation

I would be very happy to spend the rest of my career 
with IT industry 3.6450 .86761

I think I can easily get attached to another organization 
as I am to this one 3.5550 1.05477

Right now, staying with my organization is a matter of 
necessity as much as a desire 3.7350 .78604

Jumping from organization to organization seems to be 
unethical to me 2.5050 1.25613

If I had another job offer somewhere, I would believe 
it was right to leave my organization 3.7300 1.17644

One of the few serious consequences of leaving 
this organization would be the scarcity of available 
alternatives

3.4450 .93345

IT Industry has a lot of personal significance for me 3.3500 1.01620

I enjoy discussing IT Industry with outside people 3.7150 .86459

I believe that person should be loyal to his or her 
organization 4.1100 .70025

The above table indicating the descriptive statistics 
for employee loyalty variables shows the mean 
value varying from 2.5 to 4.2. However, the highest 
mean value is “employees believe that person 
should be loyal to his or her organization,” and the 
least mean value is “jumping from organization to 

organization seems to be unethical to me”. Hence, 
the standard deviation shows the highest accuracy 
in “jumping from organization to organization seems 
to be unethical to me,” and the least accuracy is 
“Employee believes that person should be loyal to 
his or her organization.”
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Figure 8: Descriptive Statistics for Employee Loyalty

FINDINGS

• Most of the participants in this survey are female.
• Most of the employees who participated in this 

study are in the age group 35 to 45 years.
• The highest number of respondents are graduates.
• The majority of the participants are working in 

this field, having 1 to 3 years of experience.
• Monthly income of the highest number of 

respondents is between ` 40,000 and ` 50,000.
• Organization culture which has the highest 

mean value variables is the “top priority in my 
organization is quality performance,” and the 
least mean value is “management encourages 
creativity.” On the other hand, the standard 
deviation indicated that “the IT Industry people 
are provided with the highest accuracy quality”. 
The least accuracy is “the policies and the 
organization structures in our company have 
been clearly defined”.

• The level of satisfaction has the highest mean 
value variables that are “satisfied with the 
comfortable working hours,” and the least 
mean value is “availability of scope for the 
schemes of non-financial rewards.” However, the 
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standard deviation shows the highest accuracy 
in “availability of scope for the schemes of non-
financial rewards” while the least accuracy is 
“employees get a decent income for the job they 
perform.”

• Employee loyalty which has the highest mean 
value is “employees believe that person should 
be loyal to his or her organization”. The least 
mean value is “jumping from organization to 
organization seems to be unethical to me”. 
Hence, the standard deviation shows the highest 
accuracy in “jumping from organization to 
organization seems to be unethical to me,” and 
the least accuracy is “employee believes that 
person should be loyal to his or her organization”.

• It is evident that organizational culture has a strong 
and positive association with the satisfaction 
level.

• The last variable (employee loyalty and level 
of satisfaction) indicates that there exists a 
significant association between the variables.

• The organization culture has an appropriate 
impact on the satisfaction level. It is also clear 
that the organization culture has a strong and 
positive impact on the satisfaction.

• Employee loyalty has an adequate impact on the 
satisfaction level. It is also clear that employee 
loyalty has a strong and positive impact on 
satisfaction.

• It is evident that the organizational culture has a 
significant difference with the level of satisfaction.

• There is a significant association between the 
organization culture and level of satisfaction.

• There is a significant association between 
employee loyalty and level of satisfaction.

• There is no significant association between 
gender and the respondent’s maintenance of 
healthy balance among work and personal life.

• There is no significant association between age and 
the working condition and environment supports 
the respondents to do their job effectively.

• There is no significant association between 
experience and getting a decent income for the 
job they are performing in the organization.

CONCLUSIONS

Every employee in IT Industry has their expectations 
and principles for the business. Often, the philosophy 
of the corporation varies with the expectations and 
business arrangements of workers. Still, before an 
employee enters the company, he should be able 
to come up with them. The research investigated 
whether IT Industry is obsessed with corporate 
culture and employee loyalty. The results show 
that the bulk of the workers participating in this 
research are between 35 and 45 years old, although 
the largest percentage of women-only is female. 
The descriptive statistics show that the company’s 
atmosphere has potential for non-financial 
compensation programs and that employee loyalty 
has skipped between companies seems to me to 
be immoral. The respondents’ views measure the 
relationship by indicating that corporate culture and 
employee engagement are directly connected to IT 
Industry work satisfaction and highly positive and 
statistically significant. The business culture has a 
powerful and profound influence on workplace 
satisfaction, allowing workers to be happy and 
increase employee productivity. As a result, 
corporate culture has a 31% effect on job satisfaction 
at IT Industry, with a 10.6% impact on the degree 
of satisfaction on employee loyalty. If the company 
culture is optimistic, it increases staff loyalty, 
workplace satisfaction and automatically improves 
results. If every person is on the right path, it is 
reasonably easy to grow the company positively. In 
this report, a strong business culture allows the new 
hires to embrace the corporate culture and achieve 
a competitive edge.
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INTRODUCTION

The key to pursuing high performance is to 
embrace long-term learning process and not to 
hide in the cage of static and safe cocoon. Growth 
is only possible if learning can be translated into 
action and becomes a habit. The world around us 
is changing so fast that it has become mandatory 
for the employees in the organization to learn new 
processes, techniques, dimensions of growth at 
individual and organizational level. Learning is the 
acquisition of new knowledge and skills, extension 

ABSTRACT

Willingness to learn, relearn and grow towards a purposeful objective would ultimately lead to higher 
performance in the organization. Due to the volatility in business environment, companies have to keep 
their employees on the learning track so as to make them proactive and ready to adapt to changes in 
future. This article discusses the perception of employees towards learning and growth practices existing 
in their organizations and their impact on the overall performance. Use of quantitative and qualitative 
techniques is followed using multiple regression and content analysis respectively. The outcome 
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learning, satellite broadcast training, career connect and upgradation, lifelong learning platforms, etc., 
adopted by top Indian companies are also discussed to provide overall understanding and impending 
reference for other firms to follow and succeed in the future.
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and clarification of existing knowledge and skills, 
thereby mastering key knowledge and skills. This 
learning can be easily developed if an individual is 
open-minded and curious whereas, if an individual 
is rigid and fixed in their approach and mindset, it 
becomes an uphill task. Well-renowned researchers 
like Kaplan and Norton (1992, 1996, 2008) clearly 
stated that learning and growth is a broader concept 
than training. It involves coaching and mentoring, 
employee empowerment, career progression, 
achievement orientation, non-stop development, 
etc., which allows open communication and ease in 
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problem-solving and strategic decision-making. The 
ideas, culture and knowledge of key employees have 
become the main elements for the development, 
operation and improvement of organizational 
performance. With this, the employees are able to 
grow individually and collectively with the growth 
and success of the organization as a whole.
The main objectives of this paper are to highlight 
the importance of learning and growth practices 
in the organization and validate it by quantitative 
and qualitative analysis using appropriate research 
methodology. The best practices followed are 
discussed in depth and so are its practical 
implications. The perception of the employees on 
the best practices and their impact on organizational 
performance is identified and analyzed. The existing 
study is also trying to understand the new patterns 
of learning and growth followed by leading Indian 
organizations and will be beneficial for others to 
follow to enable them sustain in this ever-changing 
business scenario.

LITERATURE REVIEW

The learning and growth perspectives are found 
to be well established at international level but 
are at a nascent stage in India (Srimannarayana 
M., 2009). The originators of this concept are 
Kaplan and Norton, who developed the Balanced 
Scorecard where one of the dimensions is learning 
and growth. The learning and growth perspective 
defines the core competencies and skills, technology 
and corporate culture necessary to support strategic 
decision-making.
The course of learning starts with creating, attaining 
and transfer of knowledge by its application to reflect 
new insights and dimensions to the behavior of an 
individual. A learning organization always promotes 
its employees for adding and updating their existing 
understanding to the next level. According to 
Ganapathy and Kumar (2000), learning takes place 
at three levels—the first is Individual Level, next is 
Team Level and finally at Organizational Level to 
provide holistic development and  growth in the 
long run.  
In this volatile business scenario and the 
multi-dimensional growth of technology, the 
dehumanization process is fast. So, it becomes 

urgent and important to unlearn, learn and relearn 
the processes, systems and advancements as and 
when they happen. Senge (1990) claimed that 
an organization which encourages and facilitates 
learning in order to continuously transform itself 
to survive and excel in a rapidly changing business 
environment will achieve high performance in 
the long run. Recently, Patky (2020) defined 
organizational learning as a method to develop 
knowledge base and insights from the past actions 
and its effect on future manoeuvres. It incorporates 
exploratory and exploitative learning techniques. 

Dimensions of Learning and Growth

There are various dimension of learning and growth. 
However, in our study, we would be focusing on 
the three dimensions which are as follows:
Management Training and Development: Training 
incorporates activities designed to provide learners 
with the knowledge and skill required for their 
existing work while Development refers to the 
learning that goes beyond existing job and has a more 
long-term orientation. Development programs are 
effective in improving performance, fixing business, 
people-related problems and making an organization 
versatile. Training and Development efforts consist 
of courses designed to meet individual and business 
needs. Various programs are implemented to 
educate and improve knowledge, skills and attitude. 
Training and Development activities are aligned with 
business strategies. Employees are held responsible 
for their own learning and development. Managers 
are held accountable for their subordinates’  
learning and development progress (Raj and  
Sharma 2016).
Reward and Recognition System: Reward or 
compensation that people receive for their 
contribution to an organization includes monetary 
and non-monetary components. Remuneration does 
not simply compensate employees for their efforts 
—it also has an impact on the recruitment and 
retention of talented people. Reward Management 
includes the strategy and the practice of pay 
systems.  Recognition is the nod of an employee’s 
exceptional performance or achievements expressed 
in the form of praise, commendation or gratitude. 
These practices help the employer to retain talent, 
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which is today considered an integral part of best 
HR function and activities.
Career Planning and Upgradation: Career Planning 
helps an individual discover their own talents, needs 
and motives related to work and provide a sense of 
affiliation with the organization and a feeling that 
the organization is interested in the individual’s 
development. It leads to optimal personal 
development by developing abilities and aptitudes 
to the full and is conducive to job satisfaction by 
providing assignments most suited to the individual’s 
needs and tastes (Shivhare, A. 2019). Promotions 
involve moving up to a more important job.  
A promotion is an appointment to a position 
requiring higher qualifications such as greater skills or 
higher experience and involving more responsibility, 
a higher pay scale, and some change; all this will be 
classified as such in all personal documents.

Learning and Growth and its Effects on 
Organizational Performance

It has been found in almost all the studies that if all 
the employees at all the levels in an organization 
are aligned towards learning and growth initiatives 
of the organization, then this will automatically 
improve and enhance organizational performance 
in the long run.
In this fast-changing world of business uncertainty, 
organizations have understood the need of learning 
for employees so as to make them proactive to deal 
with new challenges and opportunities (Tai, 2006). 
Learning and growth initiatives not only develop 
the capabilities of the employees but sharpen their 
thinking ability and creativity in order to enable  
them take better decisions in time and in a more 
productive manner (Ezigbo, 2011). This ensures 
that the employees handle the customers in an 
effective manner and respond to their grievances 
in a timely manner. This also develops the self-
efficacy and efficiency of employees and finally 
results in superior performance by substituting the 
conventional practices by efficient and effective 
high performance practices. Khandekar and Sharma 
(2005) conducted a survey on 300 HR managers in 
Indian and foreign organizations located in Delhi- 
NCR, where it was found that the learning perspective 
of the organizations helps in developing strategic 

capabilities in employees to develop competitive 
advantage. Singh, Kuldeep (2010) carried out the 
study in an Indian setting, where the results show 
that there is a significant relationship between 
strategic HR orientation and firm performance. He 
also agreed on the importance of initiatives for 
employee empowerment and growth which help  
in achieving organizational goals effectively.

RESEARCH METHODOLOGY

The study was conducted on high performing 
Indian organizations on a pre-determined criterion, 
where only top 50 companies were selected from 
the business surveys of the last 10 years. These 
companies were then segregated into different 
sectors, and on random selection from each sector, 
sample companies were chosen. The entire model 
was developed on the framework provided by Peter 
Senge from his research-based book—The Fifth 
Discipline. In total, 300 questionnaires were circulated 
via online survey monkey forms, personalized emails, 
references using LinkedIn, personal visits, etc. Out 
of these, only 200 responses were found to be valid 
for the study. The method used for this study was 
descriptive study using quantitative and qualitative 
analysis. For quantitative analysis, mean, standard 
deviation, graphical presentation and multiple 
regressions were used. For qualitative analysis, 
personal interaction, focused group interviews 
and personal observation using content analysis 
were adopted. The questionnaire incorporated two 
dimensions—the first one is Learning and Growth 
and the second one is Organizational Performance.  
Each of these two dimensions were further sub-
divided: Learning and Growth into Formation, 
Content, Communication, Implementation, 
Contribution, and Organizational Performance 
into Product and Service Quality, Employee 
Productivity, Employee Retention, Market Growth, 
Financial Consistency, Customer Satisfaction, Other 
Performance Parameters, etc. Demographic Profile 
– Gender, Age, Qualification, Job Level, Experience 
– was introduced as control variables. % point Likert 
scale was used to collect the employee’s response 
ranging from strongly agree (5) to strongly disagree 
(1). The reliability and validity tests were conducted 
to proceed with the study.



65

RESULTS AND DISCUSSION

The responses from primary and secondary sources 
were collected, collated, tabulated and analyzed to 
get the real insights and implications.

Demographic Profile

Table 1: Demographic Profile

S.No Particulars Frequency
1 Respondents 200
2 Gender

 Male 161
 Female 39

3 Age
 Below 26 51
 26-35 80
 Above 35 69

4 Qualification
 Graduate 113
 Post-Graduate 87

5 Job Level
 Junior Level 43
 Middle Level 121
 Senior Level 36

6 Experience
 Less than 2 yrs. 73
 2-5 yrs. 62
 Above 5 yrs. 65

The above Table 1 discusses the demographic 
profile of the respondents. Overall, there are 200 
respondents. The demographic profile includes 
gender, age group, qualification, job level and tenure. 
The first is gender, where 161 are males and 39 are 
females, which indicates the proportion of males 
to be more than that of females. In each of the 
individual companies also, the proportion of males 
is more than that of females. In the age category, 
majority of the respondents are between 26 and 35 
years of age. Now, we consider qualification, where 
the proportion of graduates (113) is more than 
post-graduates (87). In the job level, the majority 
of respondents belong to the middle level profile 
(121) which includes managers, team leaders, 
departmental heads, etc. Next category is tenure, 
where almost a similar proportion exists in all the 
levels—less than 2 years (73), 2-5 years (62) and 
above 5 years (65).

Graphical Presentation
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Figure 1: Graphical Presentation of Employee’s 
Perception on Learning and Growth

The graphical presentation (Figure 1) depicts the 
perception of employees on Learning & Growth. 
In Learning & Growth – Formation (LG1), 49.5% 
employees agree and 24.5 % strongly agree with the 
statement that future dynamic requirements form 
the core part of learning and growth initiatives. The 
next is content (LG2), where 49% agree and 28% 
strongly agree that formal training & development 
process exists in the company. The next is 
communication (LG3), where 39% agree and 27% 
are okay about the access to the latest technology, 
resources and information for career growth and 
succession planning. Next is implementation (LG4). 
Here, 34% agree and 34% are okay with the tracking 
system for the performance assessment of the 
company. The last is contribution (LG5). Here, 41% 
agree and 34.5% strongly agree with the opinion 
that learning and growth helps in achieving higher 
productivity and profitability in the long run.
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Figure 2: Graphical Presentation on Employee’s 
Perception on Organizational Performance
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The graphical presentation (Figure 2), indicates 
employee’s perception on organizational 
performance based on various sub-heads such as 
Organizational Product/Service (OPS), Organization’s 
Employee Productivity (OEP), Organization’s 
Employee Retention (OER), Organization Market 
Share (OM), Organization’s Financial Consistency 
(OF), Organization’s Customer Satisfaction (OC), 
Other Organization’s Performance (OOP).
The first is OPS, where perception of employees on 
product/service quality is 48.5% good and 28.5% 
very good. The second is OEP, where the opinion 
on employee productivity says that 46% agree 
and 30% are okay. The next is employee retention, 
where 37% are okay and 34% good, which indicates 
that the employees feel there are less efforts to 
retain the performers. Fourth is OM. Here, 48.5% 
employees are good on the market growth whereas 
24% found it to be okay. For OF, 46.5% say the 
financial consistency is good and 23.5% feel it is 
okay. The next one is customer satisfaction. Here 
also, 45% say good and 27.5% feel okay. The last is 
OOP, here also, 57.5% indicate good and 22% feel 
okay on the overall organization performance.

Descriptive Analysis

Table 2: Descriptive Analysis of Learning and 
Growth and Organizational Performance

Particulars Learning & Growth Organizational Performance

N = 200 Mean Std Dev Details Mean Std Dev

Formation 4.11 0.83 Product/Service 4.02 0.75

Content 3.86 0.82 Employee Productivity 3.81 0.79

Communication 3.85 0.78 Employee Retention 3.60 0.86

Implementation 3.64 0.79 Market Growth 3.88 0.78

Contribution 3.68 0.76 Financial Consistency 3.87 0.87

Total 3.79 0.44 Customer Satisfaction 3.75 0.85

Other Performances 3.94 0.66

Total 3.87 0.46

In Learning and Growth, the mean value for each 
component is found to be above 3.00, which indicates 
favorable and positive response of employees. The 
mean score is found to be highest for formation and 
lowest for implementation. The standard deviation 
is also found to be below 1.00 which implies that 
the disagreement from the average value is very 

less. In standard deviation, the highest deviation is 
in formation and lowest is found in contribution. 
For organizational performance, the mean value 
for each component is found to be above 3.00 
which indicates favorable and positive response of 
employees. The mean value is found to be more in 
product and service quality and lowest in employee 
retention. The standard deviation is also found to  
be below 1.00 which implies that the disagreement 
from the mean value is very less. The standard 
deviation is found to be highest in financial 
consistency and lowest in other performances.

Table 3: Inferential Analysis of Employees’ 
Perception on LG and OP

Table 3 displays the inferential analysis of employees’ 
perception on LG and OP. The coefficient of correlation 
(R), i.e., 0.63, implies positive association between 
OP and LG. R square, i.e., 0.39, the coefficient of 
determination, implies that 39% of variation in OP 
is explained by LG. F value is 12.3 and F sign is 0.0, 
i.e., less than 0.05, indicating that model fit exists 
which explains that the size of sample and choice 
of independent variables is found to be appropriate 
and there is a significant relationship between  
LG and OP. Std B is the coefficients value of each 
of the components of LG, out of 5 components: 
LG(Form) is significant at 5% as t sign value is below 
0.05, LG(Cont) is significant at 1% as t sign value is 
below 0.01, LG(Com) is not significant at 5% as t sign 
value is above 5%. LG(Impl) is also significant at 1% 
as t sign value is below 0.01, IE(Cntr) is significant at 
1% as t sign value is below 0.01. Now from the control 
variables, Age is significant at 5% as t sign value 
is 0.05, Age displays negative Std B which implies 
inverse relation between employee’s perceptions 
on LG, i.e., when age increases, the employee’s 
perception towards LG tends to become negative. 
The other control variables are not significant.  
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In order to develop regression equation, we use 
only significant components.
OP = 0.14 LG (Form) + 0.20 LG (Cont) + 0.27 LG 
(Impl) + 0.23 LG (Cntr).
This equation explains that with a unit increase in 
IE(Form), the OP will increase by 14% and, similarly, 
with a unit increase in IE(Cont), the OP will increase 
by 20%, with a unit increase in IE(Impl), the OP will 
increase by 27% and with a unit increase in IE(Cntr), 
the OP will increase by 23%.

Qualitative Findings

The responses collected from the systematic group 
interviews were collected and coded to get the 
real insights of the unique HR practices adopted by 
Indian organizations.
• Virtual and Satellite-based training: Digital training 

incorporates satellite broadband technology to 
provide live training across distribution chain 
including company factories and offices as well 
as dealer outlets for such a number of Geo-
descriptively dispersed workforce. The training 
modules comprise technical, commercial, 
HR, product module, functional and soft-skill 
sessions. The trainer stationed in a studio imparts 
the training from a central location. It creates 
a robust training infrastructure that spans the 
entire distribution ecosystem from employees 
to partners. DTA is India’s first large-scale 
development of satellite broadband solution for 
facilitating training in the corporate environment.

• Career Connect and Upgradation: The 
developmental aspect of 360 degrees is feed 
forward; the respondents can identify 3 critical 
competencies for the person being reviewed, 
mark each as strength or development area, and 
suggest simple, specific steps for improvement.  
In order to ensure confidentiality, anonymity and 
accurate data encryption of the process, third-
party audit was carried out. Succession planning 
is followed by using overall development, global 
exposure through foreign training, creating real-
time learning opportunities. The main aim is to 

create a learning platform for all employees and 
focusing on holistic development and upgradation 
of employees throughout their tenure of service.

• Walk the Talk initiative: The senior management 
was advised to have regular and formal interaction 
with its employees and invite criticism from them. 
Initially, the young professionals were circumspect 
about airing their views, but with better and 
regular interaction, they began to play a more 
proactive role in generating ideas and providing 
effective solutions. Communication forum, open 
house, family group meetings, HR interface and 
HR intranet are some of the successful initiatives 
of the company. 

• Employee Incentives, Rewards & Recognition: 
An array of family-friendly benefits have been 
designed for the employees like flexible work 
timings, work from home option, working part-
time, special day care centers for working parents, 
easy day for grocery shopping, health and fitness 
centers, concierge desk for bill payments, food 
court, fun@work, sabbatical policy and ESOPs 
to give employees the ownership. Welcome and 
farewell parties, reward and recognition that is 
merit-based, taking into account performance, 
demonstration of core values and potential of 
employees, taking due care of employees, their 
family members in thick and thin not only during 
the job tenure but even after retirement, ladies’ 
welfare organizations, sports competitions for 
children, coaching facility for competitive exams, 
recreational tours, competitions at various  
levels, etc.

• Self-paced Learning Modules: Keeping in view 
the threat due to the pandemic, organizations 
are providing learning experience to the 
employees from the comfort of their homes 
through learning platforms from within the 
organizations via recorded/live sessions and 
outside the organizations via coursera, LinkedIn, 
Mindvalley, etc. Artificial Intelligence is also 
adopted in training evaluation and its contribution 
extends to enhancing work behavior and  
productivity.



68

IJTD - Volume 51, No. 2   April-June, 2021

CONCLUSION

The objective of this research study was to identify 
the importance of learning and growth in the 
organization. The quantitative and qualitative findings 
reflect that learning and growth has significantly 
positive relationship on organizational performance. 
The significant components of LG and control 
variables which contribute to high performance are 
formation, content, implementation, contribution 
and control variables including age which has a 
negative effect. The previous research studies also 
support the fact that learning and growth are found 
to be critical in the transformation of organizations 
so that they are competitive in the new millennium 
(Finger and Brand, 1999). According to Graham and 
Pizzo (1998), learning organizations have a genetic 
advantage over other companies primarily because 
they have culture, leadership and capabilities 
that support learning. Senge (2000) asserted that 
learning through knowledge-creating and sharing is 
what distinguishes a successful organization from 
others. He also added that organizations that will 
excel in future will be the ones that can identify 
how to tap people’s commitment and capacity to 
learn at all levels. Learning organizations create 
a dynamic culture and acclimatize to changes as 
promptly as their environment changes. It is clearly 
identified that learning organizations are adaptive 
and progressive in nature because they develop 
knowledge for their employees to grow and succeed 
at all points of time. 
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People Governance: 
A Framework for the Board
Baburaj V. Nair*

INTRODUCTION

Worldwide, a sustainable organization pre-
supposes a well-governed, ethical Board and an 
empowered leadership team managing the affairs 
of the organization. One of the major areas of 
such conscientious1 Board and leadership is to 
build “relevant talent” for tomorrow, appreciating/
anticipating the changes—social, economic, 
technological and environmental—happening or that 
would happen. The nomination and remuneration 
committee (NRC) at the Board level is very actively 
engaged in such organizations.  Globally, organizations 
have already started creating separate committees 

ABSTRACT

The world around us is constantly changing. Only a conscientious governance could help organizations 
to build sustainable growth. One of the key mechanisms to make it happen would be to develop People 
Governance processes and give necessary impetus to this process like any other financial parameters.   
This well-researched article attempts to explain the concept of people governance, how to go about it 
in a broad manner, and how a systemic view on people governance could help organizations to create 
a purposeful growth. The author has used his experience and expertise in building the framework for 
such a process. The article delineates how to shift the paradigm in building a sustainable organization 
with two metaphorical models – ‘re-frame’ and ‘re-boot’. The author expects the readers to reflect 
and take the journey to the unknown with a sense of confidence and re-emphasizes the need to 
have the philosophy of ‘conscientious co-existence’ to build a better tomorrow. This article expects to 
support organizations, which are planning to shift their current thought process into creating a people 
governance process at Board/Leadership level.
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 1Conscientiousness implies a desire to do a task well, and to take 
obligations to others seriously. It is manifested in characteristic 
behaviors such as being neat, systematic, careful, thorough 
and in deliberate thinking (the tendency to think carefully 
before acting). It is one of the five traits of both the five-factor 
model and HEXACO model of personality and is an aspect 
of what has traditionally been referred to as having character.
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such as Organization Development Committee, 
Organization Health Committee, etc., specifically 
focusing on people and the organization, besides 
NRC. However, the hitherto information indicates 
that these committees, formed as a best practice, 
lacked purpose of existence unlike Audit Committee 
of the Board, which meets much regularly in a 
prescribed and well-structured manner. 
While such Board level committee’s accountability is 
to seek insights into how the current people practices 

Practitioner’s Perspective
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are dovetailing to the future needs of the organization 
and provide their feedback, the leadership team’s 
accountability is to build appropriate, contextually 
relevant people processes. Both are actively involved 
in building the organization.

PEOPLE GOVERNANCE 

It is the mechanism of understanding all major 
people-related issues impacting the sustainability of 
the business and help build appropriate, contextually 
relevant, agile people processes to address such 
concerns through empowered leadership. It is a risk-
mitigating process, related to all aspects of people.
Though there are many Board-level committees 
formed for specific short-term purposes or statutory 
purposes, there are no conscientious, purposeful 
committees on people matters. The changing 
governing structure on the Board—globally and 
locally—has already started focusing on this, albeit 
at a slower pace.
In today’s ever-dynamic changing environment 
(social, economic and political) and business 
context  (competition, market, rules & regulations), 
there are only two key leveraging factors that can 
help organizations to be more competitive and 
sustainable: Empowered, purposeful people and 
optimum utilization of technology. Having just 
cutting-edge manpower need not build a sustainable 
business. Robert Adams defines Empowerment 
as ‘the capacity of individuals, groups and/or 
communities to take control of their circumstances, 
exercise power and achieve their own goals, and the 
process by which, individually and collectively, they 
can help themselves and others to maximize the 
quality of their lives’. Peter Koestenbahm (1991)2  has 
defined empowerment in a much simpler manner: as 
a synergy of actions between Direction, Support and 
Autonomy (A x D x S), where all three elements are 
equally important to have empowerment, and it will 
have a multiplier impact if all three are synergized. 
We, however, talk about empowerment in a much 
looser term, equating it with just autonomy. Without 

purpose, empowerment does not add any value to 
the stakeholders.
In the current pandemic scenario, many organizations 
are either unsure of what needs to be done to 
address such a situation (maintain status quo in all 
aspects of business: the ‘paralyzing’ mindset), or 
very confident of addressing the concerns arising 
out of such a situation (maintain status quo with 
a few tweakings here and there, with a belief that 
nothing major is going to impact them and they 
can address all concerns: ‘the know-all’ mindset).   
However, there are a few organizations worldwide 
that have realized the need to go beyond and learn 
from the unknown (the ‘inquisitive’ mindset). 
Historical evidence clearly indicates that the Board 
leadership, which had a ‘paralyzing’/‘the know-all’ 
mindset could not sustain businesses successfully. 

So, what next?

If we look at the history of business/economy for the 
last 100 years (we can go many more years back), 
we can see many recessions have come and gone in 
an individual’s life period. Most of these recessions 
have happened due to financial irregularities in 
the developed markets impacting the economic 
lives of people in the other markets. Most of the 
depressions have happened due to wars, pandemics 
(Cholera, Influenza, now COVID-19) impacting all 
markets across the globe—impacting the lives 
more devastatingly than the eruptions of large-
scale financial fraudulent disruptions. Furthermore, 
if we study closely, we can identify that each  
10-year period had some kind of financial turmoil, 
and each time people sustained such chaos better 
than earlier periods.  
Changes and chaos have been a part of our lives from 
time immemorial in different forms: Wars, financial 
irregularities, pandemics, etc.  Many survived, many 
perished. What was their journey? If we take a 
closer look at those who have survived (individuals, 
corporates, or governments), at different times, we 
shall get to know the fundamental tip of survival/
sustainability: All were contextually imaginative, 
capable of identifying new solutions, and willing  
to forgo the existing knowledge to look forward  
to the unknown. All of them took a major risk. 

 2A professor of philosophy, who had spent more than 25 years 
with psychologists and psychiatrists, built a leadership model 
based on his work with IBM, Electronic Data Systems, Ford, 
Novartis, Citibank, Volvo, Amoco, Xerox, American Medical 
International, Warner Cosmetics, etc., Statoil (Norway).
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Contextual imagination means the ability of an 
individual to bring out relevant to the context 
alternative solutions, based on innovative, 
explorative processes involving all stake holders. 
Such an ability among key/critical people will ensure 
that the company is always anticipating changes and 
ready to work towards a solution in any ambiguous 
environment. This cannot be built overnight.
It would be interesting to note that most of the first-
generation entrepreneurs (founders) have survived 
many such crises in their lives with an uncanny 
ability to appreciate and understand the context and 
draw battle plans to address them. Unfortunately, 
many second/third generation businessmen, whose 
primary focus was to build the wealth already 
created struggled due to a single reason: Unwilling 
to listen and learn as their predecessors have done 
and build an ‘inquisitive mindset’.
According to me, we need to pose three major 
questions to ourselves:
 • How are we planning to manage the business 

or our lives, when we are evolving as a 
technologically-advanced society, where we 
expect the micro-chips to govern our lives?

 • What would hold us together for purposeful 
co-existence when we are evolving as human 
beings, attempting to understand our mind, 
learning from nature (current literature or 
knowledge in this area indicates that there is 
a lot to learn from nature).

 • Can we confirm today that our current 
leadership at different levels has an agile mind 
to identify solutions for tomorrow’s challenges? 
Does current education system help to build 
such future leaders?

The exploration of these questions will lead to a 
simple answer: A conscientious growth with respect 
to the people, planet and profit will only help us 
sustain the business.

How ready are we?

The leaders in most organizations, especially in 
developing or under-developed economies, play 
a ‘watch–see what others do – then we shall see 
whether to implement or not’ game. That is either a 
servant or follower leadership approach. However, if 

these organizations need to sustain, then they must 
also show glimpses of thought leadership. Guiding 
others to move in their direction – showcasing their 
wisdom, and their ability to sustain.
Interestingly, research data indicate that most of the 
financial frauds of large magnitude have happened 
in US markets and then European markets with a 
few exceptions in South-East Asian markets. The 
developing economies are becoming more stable 
economies than the so-called “mighty” economies, 
and some of the economic theories are also being 
re-written from an eastern, developing economy 
perspective. In such a context, should we not be 
leading the thoughts of building a new world?
If so, what to do? ‘Re-frame and Re-boot’
We need to be serious about people governance 
with an internal and external perspective. 

“RE-FRAME”“RE-FRAME”

 1. We need to “RE-FRAME” the current people 
process. Frame means a contour/border, in 
which we put what is required to be inside 
and fix it. Framing helps to position something 
firmly and makes it rigid. Another interesting 
thing about a frame is that as far as nobody 
wants to touch it and nobody considers to  
re-look at the frame, it continues to exist in the 
same frame. Hence, ‘re-framing’ can happen 
only with an external, felt need to re-look.  
There is an element of felt need of urgency to 
make it happen.

  Re-frame means understanding the context, 
removing the existing systems/processes from 
the current frame and realigning all the corners in 
the new context. As a mindset, the Board should 
be ready to contextually realign not only people 
functions but other functions too. Managing 
business in a single frame would not be the right 
model in the “new normal” environment.
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 • Redefine the concept of departments. It 
cannot be done as a knee-jerk action. We 
need to create a knowledge management 
process on people, define who is key, and 
critical personnel/roles in the organization, 
and re-frame them from a futuristic need.   
Focus on 15 to 20% of the total population 
than the entire population. Build a culture 
of responsiveness with all key stakeholders, 
with the purpose of the organization in mind. 
The mapping of key stakeholders means the 
entire value chain including internal and 
external stakeholders.   

  Define the purpose of the organization, not 
just vision and mission and dovetail it to each 
function’s purpose. Vision (where) provides 
inputs on where you want to go, Mission 
(how) charts the map to reach the destination, 
and Purpose (why) gives the fundamental 
reason for the journey itself. Clear yardsticks 
to identify whether the organizations have 
drawn up the right purpose or not are 
mandatory to ensure that the entire process 
initiated is not superfluous.

 • Evolve new processes around specific 
business outcomes, which are agile and 
contextual. We are still focusing on the 
employee alone. The welfare of the 
employees does not have any soul in it, and 
we expect the employee to be committed 
to the organization’s goal. Without a focus 
on key impactful deliverables, generic 
Return on Investment matrices is just 
rhetoric. These deliverables need to have 
a functional accountability/responsibility 
matrix, including members of the Board. 
An effective People Governance Index (PGI) 
– covering a very comprehensive people 
scorecard, having all new areas of concerns, 
and not just ‘happy to see data’ could help 
the organization. The focus should be to 
get insights to learn, improve, and develop 
unique practices which are aligned to the 
purpose and people of the organization 
than finding fault. It should cover all people-
related risks, not conventional matrices.

  More than 60 per cent of survey respondents 
(in a global study) ranked employee well-
being as among the most critical factors 
for organizations, even during a crisis.
As a business case, studies show that 
demonstrating a strong commitment to 
employee well-being builds loyalty and 
trust, increasing retention and sparking new 
energy to propel the organization forward, 
beyond the current crisis.

  In such a culture, the Learning and 
Development process would not depend on 
budget, but on effectiveness, Performance 
management’s focus would be on 
performance enhancement, and not just 
appraisal process, the appraiser/appraisee 
elements and goal setting shall be re-drawn 
and will not be directly linked to the annual 
compensation revision, the compensation 
process should be flexible, benefits-focused 
to create a healthy working environment, 
including support to children and spouse 
and even parents (if required), and should 
be solely on Cost to Contribution (CTC 
redefined, from Cost to Organization).

 • Build Flexible frames, which can be easily 
reframed. Bring in diversity. There is 
enough empirical research indicating the 
competencies of women at the leadership 
level. However, the current data indicates that 
women hold only 5 per cent of board chair 
positions, 4 per cent of CEO positions, 13 per 
cent of CFO positions, and just under 17 per 
cent of board directorships worldwide. More 
than 70 per cent of International Finance 
Corporation’s (IFC) survey respondents 
ranked engagement with stakeholders as 
among the top five most important criteria 
for an organization’s resilience.

  In one of the multinational organizations, 
the CMD managed the organization very 
effectively and turned it around into a world-
class organization, from a near-bankruptcy 
situation. However, during this change, he 
had to be very authoritative in decision-
making, as there were too many divergent 
views of running the organization. Once he 
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stabilized the organization, he wanted the 
leadership team to think innovatively, and 
build a more involved organization. But 
it took a few more years to build such an 
organization, as the leadership was tuned 
to “the leader” and was aligned. This has 
made the organization a unilateral learning 
organization, though the intention was to 
build a multilateral learning organization.  
Leadership should be aware of such pitfalls. 

 • Build a Reflective review culture throughout 
the organization, which is futuristic and not 
the normal ‘what has happened’, ‘post-
mortem’ meetings. Re-view itself indicates 
the need to look at the current situation 
with a new perspective. However, we tend 
to do an ‘autopsy’ of an issue, which had 
already happened. There is nothing wrong 
in doing an ‘autopsy’, provided the learning 
out of this mechanism is relevant and helps 
the leadership to shift the thinking process, 
as required.

  A few years back, when I was deliberating 
with an Organizational Behavior veteran, 
who was also on the board of international 
and Indian organizations, he asked me 
a simple question—‘Do you think that 
your leadership believes that they are the 
organization? If so, no intervention will 
help’.  I was not knowing the impact of this 
statement. It took me a few more years 
when I have stepped on the ladder to peep 
into the Board/Executive Management Team 
of organizations, to realize the real impact of 
this probing question.

 • Build a Matrix learning organization with a 
focus on looking beyond compensation— 
focus on mind, body and soul and the entire 
eco-system of the key and critical personnel.  
In today’s context, it is not sufficient to be a 
multilateral learning organization. We need 
to build a matrix learning organization—an 
organization, wherein learning is a multi-
layered, individual/effectiveness focused, 
and agile process with a systemic purpose. 
The use of technology is only to create an 
optimum process in each context.  We overkill 

the digitalization of L&D and invest more in 
this, without having clarity of the context or 
the futuristic need. The L&D should focus 
more on applied learning and, thereby, ROL 
(Return on Learning) becomes an integral 
part of the design of the entire process. It 
helps to manage a knowledge-based, rapidly 
changing economy and environment, and 
make the learning contextually relevant. 

  Build a unique model of the matrix 
learning evaluation process, involving all 
key stakeholders and categorize the entire 
learning process as given below:

  Transactional – reskilling for the current 
role. Should be done through internal 
resources with accountability to the 
functional head. Focus should be on 
improving efficiency.

  Transitional – upskilling for current to 
the future role. Partly through external 
and partly through internal: with 
accountability to the functional head 
and maximum impacting function’s 
head. Focus should be on improving 
effectiveness.

  Transformational – Key & critical 
employees for future leadership roles 
(mostly externally and should be 
budgeted): Accountability with Board-
specific committee, People Governance 
Chairman & CEO, CHRO, CFO (in some 
cases, COO, CTO and CRO too). The 
focus should be on future mindset and 
impact at organization level.

 • Develop Articulation capability at the 
leadership level (key and critical personnel). 
Normally, our inability to communicate the 
intent, and not actionizing the intent are two 
major reasons for many cultural debacles.  
Hence, a thorough communication audit 
needs to be done (by revising the existing 
mindset on communication audit).

 • Build a culture of Experimentation among 
the key and critical personnel: Organizations 
that shifted quickly to in-demand product 
and service offerings amidst the pandemic’s 
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new normal have better navigated economic 
volatility. Nearly 60 per cent of the IFC 
survey respondents said that the ability to 
capitalize on new opportunities will be 
among the most important factors for 
organizations going forward. In all these 
organizations, many examples have been 
cited for innovative and agile products and 
services with a focus on external key 
stakeholders.

 2. We need to ‘RE-BOOT’:   Re-booting 
process happens either when 
the expected performance does 
not happen, or when something 
goes wrong within. It also means 
shutting down all running programs and  
starting new ones. 

 • Redefine all People functions – with a 
purpose

 • Create Experience – customer focused
 • Build Brand – ethical, humane
 • Focus on Outcome – Consistent values
 • Focus on Organization capability – Reduce 

Organizational Obesity
 • Leverage Technology – impact, optimum, 

long-term

Exercise the choice:

Re-framing and re-booting with such magnitude can 
happen only if the Board and the leadership has 
an ‘inquisitive’ mindset keeping the future in mind. 
Enough time and efforts need to be invested for such 
transformation or agility. Most of the interventions 
address a current issue with an immediate redressal 
need. For example, the performance management 
process is age-old, and still organizations, in general, 
are not ready to experiment with new ideas/
thoughts and mechanisms to manage performance.  
Without having leaders who are confident and have 
a conviction to lead with a futuristic vision, such 
changes are not sustainable. What I have seen in 
corporate/academic circles are more people with 
“Yes Sir” syndrome (a mindset to align to the power 
circles) and a big gap between what is spoken and 
intended. Some of the organizations fail after a few 

years of success when the Board/top leadership 
changes. It indicates non-institutionalization of 
existing, enriching processes.
The Board has a choice: ‘To act now, decisively, or 
wait for things to happen and then decide’. The 
Board and each member of the leadership need to 
be a stakeholder than being an onlooker.

CONCLUSION

The pandemic has brought out many questions to 
ponder. We can re-frame our existence. Let’s do 
it, rather than doing a ‘wait-and-see’ approach. 
An evolving organization is like a growing tree (a 
metaphor for a living organism) with branches 
growing in a non-linear manner, surviving different 
seasons and context. It is a holistic experience, and 
not a stand-alone process. It manifests growth, 
constant changes, complexities and exploration.
Globally, future-looking organizations had already 
begun to re-evaluate the roles and responsibilities 
of the Board and the leadership shifting from a 
focus on short-term shareholder value towards 
a more comprehensive view of all stakeholders, 
including shareholders, employees, customers, 
suppliers and the communities in which these 
organizations operate. The question that needs to 
be posed is: what is the status of my organization 
in this preparedness?
The lessons learnt so far indicate that it is better 
to address the fear of the unknown than avoid it. 
The choice is ours to define our future! Drive for 
sustainability and the triple bottom line of people, 
planet and profit with a binding purpose.
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The unexpected onset of the COVID-19 pandemic 
sparked the era of digital HR. As companies made 
a transition into the virtual world, HR departments 
were pushed to leverage the opportunities of  
Digital HR. Similarly, in the area of training and 
development, the question was how to impart 
behavioral training/soft skills training virtually. 
Behavioral training requires personal interaction 
and aims to add value to existing soft skills of the 
employees. Hence, it was important to investigate 
that interactivity was not compromised while 
imparting behavioral training virtually. Therefore, 
this article analyzes the interactivity and engagement 
of E-training modules and also presents suggestions 
and views of participants who actively participated 
in these E-training programs at Bharat Forge.

ABOUT BHARAT FORGE

Bharat Forge Limited (BFL), the Pune-based Indian 
multinational, is a technology-driven global leader 

ABSTRACT

Due to the sudden onset of the COVID-19 pandemic, many organizations had to switch to online models 
of training to compensate for the restrictions of doing business in person. As organizations made a 
transition to online models of training, several questions were raised on the effectiveness of E-training and 
the possibilities of making such trainings interactive and engaging. This study analyzes the effectiveness 
of behavioral E-training, interaction and involvement of participants in virtual training programs.

in metal forming having transcontinental presence 
across ten manufacturing locations, serving several 
sectors including automotive, power, oil and gas, 
construction & mining, rail, marine and aerospace. 
Part of Kalyani Group, a US$ 3 billion conglomerate 
with 10,000 global workforce, BFL today has the 
largest repository of metallurgical knowledge in 
the region and offers full service supply capability 
to its geographically dispersed marquee customers 
from concept to product design, engineering, 
manufacturing, testing and validation.

E-training at Bharat Forge Limited

Working remotely offers a great set of advantages 
such as flexibility, diversity of ideas and efficient time 
management. But virtual teams lack the emotional 
connection that teams of co-located organizations 
form by in-person interactions over lunch breaks, 
coffee breaks, or even over something as petty as a 
water-cooler chat.

Case Study
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Therefore, to enhance productivity, communication 
and to build trust between virtual teams, a virtual 
Team Building session was imparted to the employees.
The session aimed to start conversation between 
virtual teams and to build solid and interconnected 
virtual teams. In short, to make the employees 
aware of the importance of working in teams, 
harnessing each other’s capabilities and achieving 
goals efficiently and effectively.
The contents of this E-training session were:
  What is a team and team building?
  Why team building?
  Qualities of a Good Team Leader
  Qualities of a Good Team Member
  Why do teams fail?
  7 C’s of a High-performing Team
To ensure interactivity, situational questions, 
interesting homework, case studies and videos 
encouraging discussion were included.

Applicability of Virtual Team Building at Bharat 
Forge

Some may think, “What is so great in imparting 
training sessions online?”, “Isn’t working from home 
simple?”, “Isn’t it just a shift of location from office 
to home?”, “Isn’t it so convenient?” However, that 
is not the case for manufacturing companies. The 
lockdown not only left manufacturing companies 
in a fix but it made them realize the importance 
of flawless communication, listening, effective 
interpersonal relations and motivation. To inculcate 
these qualities and brush up on certain soft skills, 
a virtual session on Team Building was imparted to 
help the employees to:
  Communicate with supervisors and  

subordinates
  Provide work-related feedback and suggestions
  Effectively communicate expectations to 

subordinates
  Harness every team member’s strengths and 

work on weaknesses
  Create synergy in teams

  Build interpersonal relationships
  Boost morale

The Statement of Problem

 • Unprecedented/Unpredictable situation due to 
pandemic; personal interactions/training are 
difficult.

 • There is great importance of behavioral 
(soft skills) training to impart soft skills like 
communication skills, presentation skills, etc., 
and to bring out attitudinal changes in the 
employees.

 • Imparting online training to the employees and 
making it interactive is the biggest challenge.

Participants

A total of 35 employees from various departments 
were chosen for the purpose of this article through 
purposive sampling method. Employees were 
chosen in a way that it would bring forth a holistic 
point of view.

Sources and Methods of Data Collection

This study contains both primary as well as secondary 
data for the research study.

Primary Data

For this study, primary data was collected through 
questionnaire—Google form—from 35 employees 
of Bharat Forge through purposive sampling.

Secondary Data

For this study, articles from various sources and 
books, theses, working papers, and websites of 
various organizations were referred to as the source 
of secondary data.

Objectives of the Study:

Objective 1 – To rate the overall training experience 
of the employees
Objective 2 – To find out whether employees could 
get an opportunity to interact
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Objective 3 – To find out what is the appropriate 
duration of online training
Objective 4 – To find out important learnings and 
applicability of training received

Findings of the study as per the objectives of the 
study:

Objective 1 – To rate the overall training experience 
of the employees
Objective 2 – To find out whether employees could 
get an opportunity to interact.

Figure 1: Overall Online Training experience

Excellent
44%

Average
19%

Good
37%

Interpretation: 81% of participants rated the overall 
E-training experience as Excellent and Good while 
19% rated it as Average. This shows that even 
though employees are gradually getting accustomed 
to the new E-training methodology, they still miss 
and prefer traditional classroom-based training in 
comparison with E-training.

Figure 2: Ability to interact with others

Excellent
50%Good

37%

Average
13%

Interpretation: In traditional classroom-based 
training, participants get an opportunity to interact 
with fellow participants and engage in an interactive 
training program. However, this has been impacted 
as a result of the pandemic. E-training provides 
very little scope for such interaction. The pie chart 
above suggests the same. 50% of the participants 
feel that such an opportunity ranges between Good 
& Average in virtually-imparted sessions while 50% 
feel that it is Excellent.

Figure 3: Trainer’s ability in imparting an
 Interactive E-training

Excellent
81%

Good
19%

Interpretation: The trainer’s ability in imparting an 
interactive E-training session was rated as Excellent 
by 81% of the participants and Good by 19%. 
Therefore, the trainer needs to ensure that sessions 
are engaging and interactive.

Figure 4: Overall training interaction 

Some 
Extent
25%

Large 
Extent
75%

Interpretation: 75% of the participants expressed 
that the E-training session was interactive to a 
large extent. 25% expressed that it was interactive 
to some extent.

Figure 5: Interactivity of exercises and activities 

Some 
Extent
50%

Large 
Extent
50%

Interpretation: The training session included various 
interactive activities and exercises. Even though a 
conscious effort was made to interact with all the 
participants, 50% of the participants expressed that 
the activities and exercises were interactive to some 
extent. 
Participants shared that inclusion of interactive 
activities, sharing thoughts and experiences with 
the trainer, group discussions, virtual games and 
interesting homework contributed positively towards 
making the session interactive.
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Objective 3 – To find out what is the appropriate 
duration of online training.

Figure 6: Duration of the Training

Large 
Extent
37%

Some 
Extent
63%

Interpretation: Duration plays a vital role in 
influencing interactivity. Long durations impact 
attention spans and reduce interactivity. At Bharat 
Forge, the duration of the training session was 
appropriate to some extent as expressed by 63% of 
participants.
Objective 4 – To find out important learnings and 
applicability of training received.

Important Learnings shared by the participants:

	 Qualities of a good leader and good team 
member

	 Stages in Team Building
	 Role of appreciation & recognition in Team 

Building
	 7 C’s of high-performing teams
	 Situational Leadership
	 Creating synergy in team building by harnessing 

each other’s core competencies
	 Role of clear communication, listening, effective 

management & empowerment in building 
efficient teams

Implementation of learnings at workplace shared 
by the participants:

	 I will appreciate the efforts of my team members 
and praise them to boost their morale.

	 I will encourage my team members to 
conduct an individual SWOT analysis and team 
SWOT analysis to harness each other’s core 
competencies and achieve team goals.

	 To build trust, I will be open to feedback and 
suggestions from my team members.

	 I will assign tasks as per the capabilities of my 
team members.

	 In case of conflicts, I will be unbiased and listen 
to both sides and try to find a middle ground 
suggestion to ensure team performance is not 
hampered.

	 I will apply all the learnings to build a result-
oriented team.

	 I will put the 7 C’s of high-performing teams 
into practice through clear communication, 
conflict management and commitment to team 
goals, clarity, change management, cooperation 
and contribution.

SUGGESTIONS 

Suggestions from participants on ways to make   
E-training sessions interactive:

	 The batch size should be restricted to enhance 
interactivity and to ensure the engagement of 
all the participants. 

	 Involvement can be ensured by asking questions 
and by sharing inter-organizational case studies.

Considering the above findings, following are a 
few suggested ways to make E-training sessions 
interactive:

Figure 7: Creating a good E-training experience

Choosing the 
most appropriate 
training platform

Plan and prepare

Adjust to the 
pace of learning

Make use of 
feedback from 

participants

Consider making 
E-training 

INTERACTIVE

Impactful, concise and successful E-training 
experiences may be created by following a simple 
5-step guide:
 1. Choose the most appropriate digital platform: 

Analyzing which digital platform is the most 
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suitable for your target audience is necessary. 
To give a simple example, you may not want 
to use MS Teams in an organization where 
employees majorly rely on Zoom as a platform 
for virtual communication. In short, synchronous 
communication platforms must be chosen 
appropriately. Asynchronous communication 
platforms such as WhatsApp, Telegram and 
Instagram must also be utilized to the trainer’s 
advantage. The Training and Development 
department may use these platforms to quickly 
communicate with a large group. These are 
helpful to inform about last-minute changes, 
send reminders, etc., instead of spamming 
mailboxes.

 2. The 2 P’s—Planning and Preparing: When 
it comes to E-training, one of the main 
challenges is holding the attention and interest 
of the participants. Varying attention spans in 
combination with long hours of training is a 
recipe for disaster. Therefore, training modules 
must be concise and include breaks at regular 
intervals with some fun. Using a good mix of 
audio and video along with an effective screen 
presence and interactive games and exercise 
to involve the participants holds utmost 
importance. In short, be concise and try to 
create shorter training sessions.

 3. Adjust to the pace of learning: Trainers 
must take the shorter attention spans and 
the learning pace into consideration while 
designing and imparting E-training modules. 
Normally, in classroom training, trainers can 
modify their pace and methodology by gauging 
the participant’s understanding purely on the 
basis of body language. Unfortunately, this 
is not possible when imparting virtually. Ask 
questions to gauge whether participants are 
able to follow the session or not. In short, the 
trainer must be empathetic and have a positive 
attitude towards different learning styles.

 4. Make use of feedback from participants: There 
is always a scope for improvement. Considering 
the barriers of E-training in providing feedback, 
feedback forms must be collected and 
suggestions from participants must be duly 

incorporated and implemented in the future. 
Feedback forms may even be made anonymous 
to allow participants to provide true feedback. 
Trainers may not be able to interact with 
every participant during E-training sessions. 
Therefore, feedback forms are an important tool 
to collect feedback from the entire group and 
not just participants who actively participate in 
E-training sessions.

 5. Consider making your sessions interactive: 
Interactivity is key to the success of E-training 
sessions. The trainer must create opportunities 
for interaction by asking questions, incorporating 
virtual games, exercises, fun activities, group 
work, peer reflection, etc.

Figure 8: Tips and tools to make E-training 
interactive

Tips

Polling features 
(Zoom or 

Mentimeter)
Chat box

Offline Training 
material

Game-based 
learning platforms

	 Using the Chat box is the simplest way to make 
E-training sessions interactive. The trainer must 
ask questions and encourage participants to 
answer these questions in the Chat box. The 
trainer may then take the names of participants 
and respond to their opinions to ensure their 
engagement and grab attention.

	 Using polling platforms such as Mentimeter or 
Zoom’s polling feature helps everybody’s voice 
be heard immediately and know the opinion of 
the majority.

	 Should participants face any connectivity 
issues, be ready with offline material in the 
form of PowerPoints. Under such unexpected 
circumstances, be approachable. Help them 
in catching up with the session by conducting 
doubt-clearing sessions or catch-up sessions.
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	 Conduct Question-and-Answer sessions or 
interactive quizzes on game-based learning 
platforms such as Kahoot where the trainer can 
gauge the understanding of the participants.

Implication of Research to Industry Practitioners

The closure of classrooms displaced millions of 
students across the world. Not only teachers but 
industry practitioners in the field of Learning of 
Development pondered over questions such as:
“What is E-training?”, “Is it effective?”, “Could it 
potentially replace face-to-face training?” … 
Even after a year into our transition to the new 
normal, practitioners wonder, “How can I make 
E-training interactive?”
This article could potentially help practitioners 
familiarize themselves with tools to make E-training 
interactive. It could help them gain insights into 
“What is it that employees are looking for?” Finally, 
it could help them to design interactive E-training 
modules.

CONCLUSION

Employee training is no longer just showing 
PowerPoints. It is about creating a platform for 
interaction. Therefore, it is very important to 
make E-training sessions interactive to enhance 
effectiveness and effectively compensate for a 
personal touch with the participants that prevails 
in traditional classroom-based training.
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Transformational Leadership in Banking, edited by 
Dr. Anil K. Khandelwal, is a very useful compilation of 
articles on the functioning of banks, especially Public 
Sector Banks, in India. Dr. Anil Khandelwal himself has 
a long-standing experience in the Banking Sector and 
was head of two leading Public Sector Banks in India. 
Though the main title of the book is “Leadership in 
Banking”, all the main articles included in the book 
are relevant to almost all the organizations.
The book starts with a historical background of the 
banking sector in India in the context of governance 
and leadership. With the advent of Digital 
Technology, the whole context of leadership has 
changed as technology is gradually taking over the 
role of leadership and management of organizations.  
Therefore, in the changing circumstances, the role 
of some aspects of leadership has also changed 
substantially. The organizations have to ensure that 
knowledge of human resources and competence 
is developed on a continuous basis as technology 
is gradually taking over day-to-day functioning of 
the organizations. For example, we can deposit  
or withdraw money from a bank through ATMs 
available all over the country. We can also get 
statements of our accounts any time through  
the ATMs. 
Another emerging aspect is that we may not need 
cash as all the major transactions can be done 
digitally. Another emerging technology is the advent 
of Artificial Intelligence and Robotics. Eventually, 
even robots may perform a lot of human functions 
with the help of Artificial Intelligence.

Most of the articles in 
the book are written by 
eminent persons with 
extensive experience of 
holding various prestigious 
positions, including Chief 
of the Organization. The 
major portion of the  
book is devoted to a 
description of human 
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resources systems and functions in the organizations 
with a lot of importance given to development of 
specialized training programs to manage human 
resources & technology. There are articles which 
describe in detail setting up of Human Resource 
Training & Development Departments in the 
organizations. All these articles are useful for 
Management, especially about the role of Human 
Resource Management (HRM) Departments. There 
are interesting case studies as to how organizations 
have geared up for their new roles in the context of 
the digital world faced with continuous disruptions 
due to technological changes.
The last part of the book comprises articles written 
by former Chief Executives of some of the large 
banks in India. They felt that with the change in 
technology there, is a continuous need to adopt 
latest emerging management principles and 
practices. However, in the Public Sector, to maintain 
uniformity of management, the Government issues 
management guidelines which are to be uniformly 

followed by all organizations in the banking sector.   
However, the CEOs felt that each bank has its own 
historical background which requires that certain 
amount of freedom be given to the management 
to keep changing the management systems as and 
when required. All these issues have been discussed 
in detail in the book as well as suggestions given for 
the present as well as likely future changes.  
The only aspect found missing in the book is views 
on functioning of the employees’ representatives on 
the Board of Directors which were prescribed in the 
larger Banking Sector by the Government of India.
Also, articles by past Employee Representatives on 
the Board as well as the views of Employees Unions 
& Associations in the context of Transformation of 
the Organization would have been very informative.
I recommend this book specially to the top 
management as well as to personnel dealing  
with human resources department in their 
organizations.
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Leading with Integrity by Michael Smith
Reviewed by Dr. S.G. Bapat

Michael Smith: Leading with Integrity (Special Indian Edition)
Hardcover, Routledge, 2019

I am very happy to introduce this novel book by 
Michael Smith. Reading his recent book “Leading with 
Integrity” is a delightful journey into the new world 
of corporates who deeply believe in honesty and 
integrity and demonstrating good business success. 
(In a way these corporates follow Responsible 
Capitalism concepts.) As Michael writes in the 
preface, “This is my fourth book on ethical values 
in business and the second since the crash of 2007-
2008.” He continues, “Since then, the evidence of 
extraordinary power of human and indeed spiritual 
motivation to change things for better has been 
surprising.” These lines clarify Michael’s involvement 
and thoughtful construction of the book.
On going through his book, we in Business Ethics 
Foundation, invited Michael Smith for an online 
international conference to express his view on 
“Ethics and Values” and around 300 listeners were 
highly impressed by his lucid way of narrating a few 
success stories.

WHY THIS BOOK?

In the first chapter “Why this Book?” Michael’s 
emotions are reflected as he witnessed the rise 
and fall of his father’s family business. His school & 
college education was very modest (though he has 
no regrets for it). His concluding lines carry special 
meaning to the readers due to this family background, 
viz. “The challenge is to raise & encourage a 
generation of young entrepreneurs, the world’s 
next business leaders, who are prepared to put into 
practice the highest moral & ethical standards they 
know.” Rest of the book is a journey with Michael  

(who is basically a 
freelance journalist).
The book is logically 
divided into two parts. The 
four chapters in the first 
part establish the need 
for change in the global 
context. The second part 
is a narration of success 
stories in various parts of  

Book Review

 * Founder President, Business Ethics Foundation.
  Email id: sgbandasso@gmail.com

Michael Smith
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the world to explain clearly. So what works? 
Leading with integrity. I am also highly impressed 
by chapter 15 – “Time for Self-reflection” – which is 
co-authored by Simone Hueller. I will suggest to all 
the new authors that chapter 17 – “Takeaways from 
the Book” (as scripted by Michael) should be part 
of every good book. Frankly, I read the “Takeaways” 
first to identify the ‘novelty’ and utility of the book.

Global context and more

Michael Smith’s writing makes an impact on the 
reader because he talks to the readers. For example, 
in the chapter on “Global context”, he remarks, 
“Anyone who says that they have no interest in 
global economy needs to understand that the global 
economy has a good deal of interest in them.” 
You can make out how Michael has the power to 
transform an “innocent-neutral reader” into an 
“active participant.” That’s Michael! At this point, 
I would like to caution the readers to be apt in 
understanding, e.g., on page 10, Michael quotes: 
“The fourth Industrial Revolution will eliminate 
millions of jobs and create millions of new jobs. (So, 
please read attentively!)
Michael has a great skill of taking the readers into 
confidence and leading them thoughtfully, e.g., on 
page 11, he quotes Bela Hatwany: “We need to 
move from the growth economy to care economy.” 
In very specific terms—we must stop destroying the 
earth for profit.
In confusing & chaotic conditions in the global 
economy, Michael leads the readers slowly to the 
point. “What should happen?” For example, “In the 
age of seeing the growth of automation, ‘artificial 
intelligence’, threatening traditional jobs and 
creating new ones, the need is space for reflection 
for intuitive intelligence, for emotional & spiritual 
intelligence, for conscience-based intelligence & 
decision-making in business, economic, political 
and personal life.” Now the readers understand the 
context & move more comfortably with Michael 
to Part II which demonstrates how something 
unbelievable is happening.

What really works ...?

You start reading Part II: “So what works? Leading 
with Integrity” and I am sure, that you will be 

transformed from an “unreasonable pessimist 
to reasonable optimist”! Chapter 6: “Creative 
connections—person to person” gives you a 
feeling that you are reading a novel. Just feel it ... 
immediately after the war, some 100 Swiss families 
clubbed together to buy the building, convert into a 
center for post-war reconciliation.... here decision-
making and innovations are transformed towards 
constructive ends. Things have been turned around.... 
the train acts as metaphor for caux experience. 
Annkia... our mission is to equip people to lead in 
times of extremes... so business is crucial to our 
society and to us as individuals. As readers continue 
to read, they get valuable inputs like Kofi Annan 
emphasizing that healthy democracies needed three 
pillars: peace, economic development and respect 
for human rights. Also, a story of saving of millions 
of lives blighted by HIV/AIDS & other diseases.

Towers conscious capitalism

The book covers a number of true stories  
of entrepreneurs, business executives, CEOs in 
Chapter 7: “Conscience Capitalism”. Each story has 
dramatic impact on the reader. Be it a story of Vivek 
Asrani from Mumbai or Vinal Shah from Kenya, 
Genevieve Boast from Sheffield, Jane Royston (with 
Dupont)... the day she resigned from lucrative job! 
Left for shortcuts and unethical behavior around... 
All these examples reassure the readers that these 
people moved in the right direction creating stunning 
examples of integrity.
As we continue reading, we come across various 
examples of those who achieved sustainability 
by maintaining integrity, for example, Swedish 
businessman Goran Carstedt. Goran said, 
“Something old is dying and something new is 
trying to be born.” He expresses, “the challenge 
was how to create a transformational change in 
our institutions.” It is of course more than creating 
environmental sustainability. It is not merely 
reorganizing. He talks sense when he remarks, 
“The future is not the road to be discovered... 
it is a road to be created.” He concludes with 
sustainability as a matter of co-creation. His point 
of honest open conversations will be well taken 
by the readers. Further, R. Gopalkrishnan of Tata, 
Rajeev Dubey of Mahindra & Mahindra, Tanis Ellis 



86

IJTD - Volume 51, No. 2   April-June, 2021

and others ‘contribute’ to these ideas of integrity 
and sustainability.

CORRUPTION: A Roadblock

Chapter 9 deals with “Beheading the Snake of 
Corruption”. It begins with an exposition of alarming 
state of corruption almost all over the world. It 
covers the contribution of Transparency International 
(founded by Peter Eigen). A story of Siemens as 
to how they dealt with critical issues makes for 
interesting reading. The main learning from the 
case is “every case was tracked & training programs  
were organized to integrate new guidelines & 
emphasize the values behind them. The outstanding 
story of Suresh Vazirani from Mumbai is also very 
inspiring. In his Transasia Biomedical, his promise to 
customer is—“I don’t sell you my product—I sell you 
myself.” In his company, all employees (around 1,500) 
participate in orientation program, where they are 
introduced to company’s values. The slogan “above 
and beyond” is carefully practiced. (He also avoided 
the temptation of raising his income ten times by 
raising his personal salary!) It is really astonishing to 
note that he risked losing a 20m deutschmark sales 
contract (because a custom officer wanted “bribe”). 
Later, he could convince the higher-ups by appealing 
to their sense of national pride. Obviously, when 
Suresh Vazirani remarks— “Corruption is a big road 

block to progress”—we have to believe in him as his 
words carry weight.
Chapters 10 and 11 deal with important issues 
of ‘environmental challenges’ and ‘social 
entrepreneurship’. There is a good discussion on 
blocks on the way but there is useful material which 
gives positive signals. All the information is authentic 
and well-researched by Michael. His conclusive 
comment: “...There are countless others, who are 
creating a whole new paradigm for doing business 
in the world based on their social awareness & inner 
conscience” is an optimistic note.
Chapter 12 — “Thinking Heads” — outlines 
the ‘contribution’ as well as ‘responsibilities’ of 
academia. As pointed out by Michael, Business 
Schools play a critical role in encouraging and 
maturing a Leadership of Integrity, particularly 
among the next generation of Business Leaders. 
In general, readers are genuinely assured: ‘Change 
is happening’. At this point, along with Michael, all 
of us are reminded of Mahatma Gandhi who called 
it “inner voice” and what others call “the still small 
voice within.” It also means personal consciousness.
I appeal to all—the present executives/employees, 
MBA faculty and students, who are future business 
leaders—to glance through this valuable book by 
Michael Smith to sharpen their skills of “Leading 
with Integrity” and march with confidence.
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Indian Journal of Training and Development is a quarterly journal of Indian Society for 
Training and Development. It caters to the needs of academics, corporate professionals 
and practitioners in the field of learning and development. It invites original contributions 
for its forthcoming issues.

Special Issue Call for Papers:

Theme: Talent Development for Agility and Innovation for the Digital Workplace and 
New-Age Markets

General Issue: Contributions of the following type related to learning and development

The contributions can be made to any of the following categories:

 (1) Research paper: Conceptual, analytical or empirical research papers using qualitative 
or quantitative methodology are invited from researchers, academics and corporate 
professionals. The empirical papers should include literature review, rationale and 
appropriate research methodology, rigorous analysis and conclusion.

  The submission should be in APA style (4000-5000 words).

 (2) Practitioner’s perspective: Perspective articles based on unique or rich experience, 
or innovative L&D practice or experiential learning, artificial intelligence or emerging 
technologies. (4000-5000 words)
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First Name:..................................................Middle Name.......................................Last Name........................

Permanent Address :.........................................................................................................................................

.................................................................................................State..................................Pin..........................

Address for Correspondence............................................................................................................................

.................................................................................................State..................................Pin..........................

Mobile.............................Alternate Tel no. (if any)....................................E-mail:.............................................

Date of Birth:............................. Gender (     ):   Male               Female              Other
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Occupation (Student / Professional / Business Owner / Retd.).........................................................................

Current Employer /Past Employer / Business Organisation).............................................................................

Current Position / Past Position Held.................................................................................................................

Nature of Business............................................................................................................................................

Mobile..................................Alternate Tel no. (if any)................................E-mail:.............................................

Application For Individual Membership 

PERSONAL INFORMATION

IInnddiiaann  SSoocciieettyy  FFoorr  TTrraaiinniinngg  &&  DDeevveellooppmmeenntt
“Training House” B-23, Institutional Area, New Mehrauli Road, New Delhi-110016

Tel: 011-49077807, 26857157 | E-mail: membership@istd.in |  Website: www.istd.in

Specimen Signature

Membership Subscription Payment Link :  https://rzp.io/l/ChyMFCklmO

(Please Pay As Per Table Below)

Click to add photo

Click to add signature
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 Membership Subscription 
For Individuals

S.L. Subscription Type

A Individual Subscription 

Life Membership

Annual Membership

Spouse Membershipiii

GST Total

Annual Payment Mode Half Yearly Payment Mode

7500/- 1404/- 9204/-

1000/- 234/- 1534/- 300/- 500/- 144/- 944/-

5000/- 900/- 5900/--

- - - -

- - - -

B
Associate Membership/
Student Membership 

500/- 144/- 826/- - - - -i.

C  For Senior Citizens

Life Membership 3750/- 729/- 4779/- - - - -

Annual Membership 500/- 144/- 944/- - - - -

D For Physically 
Challenged Persons

Life Membership 3750/- 729/- 4779/- - - - -

Annual Membership

300/-

300/-

300/-

300/-

300/-

300/-

300/- 500/- 144/- 944/- - - - -

Amount
(   )

Enrollment 
Charges(   )

i

ii

i

ii

i

ii

GST Total
Amount

(   )
Enrollment 
Charges(   )
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Name of the Organisation....................................................................................................................................
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Membership 
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“Training House” B-23, Institutional Area, New Mehrauli Road, New Delhi-110016

Tel: 011-49077807, 26857157 | E-mail: membership@istd.in |  Website: www.istd.in
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a) Nature of Organisation..................................................................................................................................

b) Number of Employees..................................................................................................................................

c) Turnover of the Organization.........................................................................................................................

d) Number of Employees in Training Department.............................................................................................

 Details of First Nominee :

Name.................................................................................................................................................................

Designation.......................................................................................................................................................

Address.............................................................................................................................................................

 .................................................................................State...............................................Pin...........................

Mobile.............................Alternate Tel no. (if any)....................................E-mail:.............................................

Details of Second Nominee 

Name.................................................................................................................................................................

Designation.......................................................................................................................................................

Address.............................................................................................................................................................

 .................................................................................State...............................................Pin...........................
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(Please Pay As Per Table Below)
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S. L. Subscription Type

A Institutional Subscription

Annual Membership

GST Total

Annual Payment Membership Half Yearly Payment Membership

3000/- 10000/- 2340/- 15340/- 3000/- 5000/- 1440/- 9440/-

B Permanent Membership

3000/- 75000/- 14040/- 92040/-

Enrolment 
Fees

GST Total
Permanent 

Membership
Fees

 Membership Subscription 
For Institutions

Enrollment 
Charges(   )

Amount
(   )

GST TotalEnrollment 
Charges(   )

Amount
(   )
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i) Skills 
a. Education policies and skill development 
b. Skill development in the post-Covid era 
c. Skill development and the knowledge 

economy 
d. Effectiveness of remote learning and 

development initiatives 
e. Talent Management in the post-Covid era 
f. Re-skilling 

ii) Technology 
a. Technology and the Workplace of the future 
b. The digital workplace in the post-Covid era 
c. Work culture in the digital workplace 
d. Digital wellbeing 
e. Role of technology in the employee 

engagement, training and development 
initiatives 

iii
) 

Markets 
a. Managing  workforce in the gig economy 
b. Global changes in the post-Covid era for the 

labour markets 
c. Employee perceptions of job security and the 

job market in the remote working era 
d. Issues of remote management 

iv
) 

Sustainability 
a. Role of HR and T&D in the recovery of 

organizations in the post-Covid era? 
b. Employee wellbeing and the pandemic 
c. Diversity and Inclusion in the remote 

working era 
d. Sustainable development goals of 

organizations in the post-Covid era 
e. Strategic agility of organizations in the face 

of covid-19 
f. Organizational resilience 
g.  
h.  
i. Sustainable leadership 

  
 

 
 

 
49th IFTDO World Conference and Exhibition 

New Delhi, India, May 19-21, 2022 

Theme:  Strategies for an Agile Work Culture : Pathways to the New Age 

The Academic Committee of the 49th International Federation of Training and Development Organizations 
(IFTDO) invites academicians and practitioners in the field of management to contribute papers for presentation 
and deliberations at the Conference. The papers will broadly be classified into the following four Tracks.   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
The sub-themes are only indicative and participants may submit abstracts that are relevant to the Tracks.  
 
The details about Conference are available at IFTDO website www.iftdo2022.com 

 

Extended abstracts of not more than 1500 words and not less than 1000 words may be submitted. Upon selection 
of abstracts full papers will be expected to be submitted.  
 
Submission Guidelines 

All submissions are expected to follow the 7th edition of the APA guidelines for referencing, with a font size of 
12 in Times New Roman and in double spaced. The submissions can be made at 
https://easychair.org/my/conference?conf=iftdo2021# 

For any queries regarding the call for papers and submissions, contact ravishankark@iimamritsar.ac.in 
 

Timeline 

Extended Abstract Submission Deadline 24th January 2022 
Decision on extended abstracts 15th February 2022 
Full Paper Submission Deadline 7th March 2022 
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