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Editorial
Welcome to Issue I & 2 Vol. 2 of The Indian Management Researcher (TIMR), a Bi-annual
journal from Hyderabad Business School, GITAM University. The journal is committed to
publication of quality research. Adequate care was taken in the review process of papers before
selection for publication. We congratulate all the authors for their contribution to the journal.
The acceptance rate of articles for the journal is forty six percent. We hope to encourage and
receive quality papers for the knowledge enrichment of the researchers and academicians.

The current issue of the journal has six articles with different aspects on perspective of path
dependence, case study on hospitality industry, application of stress management, framework for
employee engagement, forecasting of market value of share using Stochastic model and insight
into the quality of banking services.
The commitment to excellence at Hyderabad Business School (HBS) could be seen in the recent
B-School rankings awarded by Silicon India survey and The Higher Education Review. HBS is
at the 16th Position at the national level in the All India B-School Ranking and 7Th position in
academic excellence by Silicon India. For Industry exposure the School stood at 7th position as
ranked by Higher Education Review. Our pursuit for academic and research excellence would
continue.
We look forward to the support and cooperation of researchers from industry and academics to
TIMR in the efforts to improve the quality of management research in India and in facilitating a
dialogue among management scholars.
Prof. S. S. Prasada Rao
Chief Editor
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Confluence of Research and Relevance
Academic research in social science disciplines, though rigorous, is incomprehensible to its most
important stakeholders –the practitioners. A part of the blame lies in researchers’ excessive love
of model building that has little or no contemporary relevance. The raison d'être for good
academic research does not lie in non-contextualized utopian problem solving but in carefully
trying to address the society’s immediate needs -- be it by raising relevant questions or by
offering quick, robust and insight-filled solutions. Only then can social science research and
especially business research claim to have contributed to furthering knowledge.
In this edition, a special effort has been made to put together papers that have academic currency
and also are practically relevant. Research without relevance is like playing tennis on a soccer
field. Papers in this issue attempt at melding research with relevance.
History and historicity have often determined our acceptance of or resistance to change. Well
established structures, systems and rules get entrenched in our psyche, give rise to path
dependent behaviours and refuse to fade away. Corporations and nations that have steered clear
of path dependence are the ones that have been successful in aligning strongly with external
changes. In my paper I argue that path dependence and regulation are intricately interrelated
thereby potentially hindering existing governance systems to converge with globally accepted
efficient systems.
In this issue we have four localized and topical papers. The findings though can be extrapolated
to other locations and industries. The first paper discusses the recruitment and selection patterns
in hotel industry. Recruitment in hotel industry is an open ended game. There are as many
hierarchies in the industry as there are hotels. Each hotel has its unique formula to identify and
hire recruits. The author does a factor analysis to identify the two most important elements i.e.,
experience and past performance, that should be considered by employers in the industry to hire
manpower.
The second probes stress management practices in a very strenuous, 24*7 BPO company in
Chennai. BPO industry is characterized by the quality standard of life that it offers but the
concomitant stress of thriving in a rigorous process-oriented industry is difficult to endure. The
authors conduct a case study to identify de-stressors that could be actively employed in thwarting
stress related emotions.
The third paper argues that employee engagement is the key to employee satisfaction and
improved productivity. The author has studied 16 organizations picking from both the private
and public sector to establish the correlation between employee engagement and satisfaction. In
layman’s terms, disengaged employees are poor performers. Hence care should be taken by
employers to ensure that employees are constantly engaged.

The fourth paper empirically investigates the impact of service quality dimensions on bank
loyalty. The banking industry offers customers a wide range of choices – both in terms of service
providers and service offerings. In a world, where banks’ service offerings are becoming
increasingly commoditized, customer stickiness can be generated only through an unbeatable
service quality. Service quality therefore is the single biggest USP for a commodity business.
The last paper in this collection offers advice to the novice financial analyst to employ moving
average model to forecast market value of share prices. In doing so, the authors study daily
closing prices (on trade days) of two companies viz., SBI and Wipro for a 34 month period
between January 2013 and October 2015. By fitting a 5 day moving average model they are able
to predict the market value of the companies studied.
The Indian Management Researcher is in its second year of operations and I feel honoured to
have been part of its journey from the time of its conception. For the first time, the journal has
invited an external stakeholder to guest edit its issue. I am honoured to be the one!

Guest Editor
Malla Praveen Bhasa PhD
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Centrality of Path Dependence and Regulation in Governance Models’
Convergence
Malla Praveen Bhasa
Managing Director, LemonBridge Research and Innovations Ltd
Email: Praveen.Malla@lemonbridgeconsulting.com
_______________________________________________________________
ABSTRACT
The early 90s have brought in a huge revolution in both global economy and industry. The
idea of socialism broke at the seams with the disintegration of the erstwhile USSR and
capitalism began making inroads into socialistic bastions. At the same time corporate
scandals, beginning with Enron, broke out in the capitalistic economies casting a doubt on
the efficiency of market-oriented governance models. Nevertheless, both scholarly and
popular literature abounds with examples on the far reaching positive benefits of marketoriented economies.

Post observing the decade of 90s with a lot of scrutiny, experts of corporate governance
declared the dominance of the market-oriented model and called for a convergence of the
extant governance systems with it. Two decades into the call, despite the advances made in
globalization, we observe that nations are yet to converge their governance practices with
that of the dominant model. Researchers have ascribed multiple reasons for the so-called
convergence failure. In this paper, I opine that path dependence and regulation have been
central to accounting for this failure.
Keywords: Corporate Governance, Path Dependence, Regulation, Convergence

INTRODUCTION
Recent advances in corporate governance practices the world over have led to the
development of a thinking that cross-national patterns of governance are converging. The
market-oriented model of governance is being touted as the best amongst competing
corporate governance models. While corporate law in insider system countries are more
focused towards mandating rules with regards to board architecture and changes in capital
structure, the outsider system countries have very tight regulations on the financial markets
with stricter disclosure requirements (Berndt, 2000).
1
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In this context it becomes imperative to study the rules governing the convergence or nonconvergence of corporate governance practices. While many studies have shown the
proclivities of nations – bot emerging and transition -- toward adopting the market-centric
model of governance, law theorists have proposed the centrality of path dependence and
regulation theories during such phases of transition. While path dependence provides a
cogent explanation to the non-convergence hypothesis, the role of regulation is still a matter
of debate. Regulation that is in consonance with international best practices should enable
convergence. However, the inherent bargaining tensions amongst actors involved in the
regulatory process – regulatees and politicians as suppliers of regulation – can lead to
regulatory capture thus defeating the very purpose of regulation. Regulation, in a sense, has a
high degree of interconnectedness with path dependence given that regulatees are important
stakeholders in the political process – either by means of their role as campaign financiers or
as electorate. Therefore, suppliers of regulation fall in the vicious cycle of path dependence
thereby creating barriers for convergence.

PATH DEPENDENCE
P. David and Arthur B. may be considered the foremost proponents of path dependent theory.
David (1985) and Arthur (1989) have maintained that the choice of technology is generally
path dependent and hence inefficient. Drawing up the historical example of QWERTY
typewriter David explains the concept of path dependence through three major mechanisms:
technical interrelatedness, economies of scale and quasi-irreversibility of investment.
David (1985) defines path dependence as “..a path dependent sequence of economic changes
is one in which important influences upon the eventual outcome can be exerted by temporally
remote events, including happenings dominated by chance elements rather than systematic
forces. Stochastic processes like that do not converge automatically to a fixed-point
distribution of outcomes and are called non-ergodic. In such circumstances ‘historical
accidents’ can neither be ignored, nor neatly quarantined for the purposes of economic
analysis; the dynamic process itself takes on an essentially historical character.” This
definition leads us to an understanding that path dependence is characterized by chance and
deliberate forces and that it is a property of a sequence of events, from which certain
processes cannot shake free from the influence of their past states or events.

2
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Much of the literature in path dependence in the context of corporate governance has
emerged to counter the theories propounded by the convergence theorists. Convergence
theorists have argued that corporate governance practices across the world would converge to
the supposedly more efficient market-oriented Anglo-Saxonic model of governance.
Proponents of path dependence claim that though business practices may seemingly
converge, individual nations cannot depart drastically from their historical starting points to
converge their legal and economic systems concomitantly with international changes.
Bebchuk and Roe (1999) have argued that initial structures and rules governing a country set
paths for subsequent structures and rules. When the private benefits of control are large,
controlling owners demonstrate rent-seeking behavior by blocking regulatory changes in
subsequent ownership structures. Likewise, initial rule patterns adopted by nations usually
dictate subsequent rule patterns. Contrarian departures from existing rules and structures
could result in loss of political mandate for the governing parties. Hence, governments find it
safe to root their policies in path dependent structures and rules.
Outcomes of any system are shaped by the choice of intermediate and initial events that the
system follows and a stochastic relationship that exists between the outcomes of such systems
exhibits path dependent nature (Goldstone 1988). Also history plays a major role in shaping
such systems (Roe 1994). In his book Strong Managers, Weak Owners, Roe (1994) argues
that historical events have led to the development of institutions of today, the way they are
observed now and therefore history plays an important role in shaping institutions.
Path dependence is a consequence of switching costs and evolutionary myopia (Schmidt and
Spindler2002). Decisions that seem appropriate at a time when they are taken may not hold
good in subsequent periods, yet the high costs that are tied up to such decisions might render
switching to more appropriate and newer alternatives costly. High switching costs therefore
build stickiness to the existing path dependent arrangements despite their inefficiencies.
Likewise decisions that are made under pressure, in an evolving system, to local optima are
shortsighted in nature. Such myopic decisions may look completely rational at the time they
were taken. Yet as the ecosystem changes, decisions tend to follow path dependent behaviors
as departures from earlier decisions may be construed radical by stakeholders.
In his brilliant article, “Why are Institutions the Carriers of History? Path Dependence and
the Evolution of Conventions, Organizations and Institutions,” David (1994) provides three
3
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analytical explanations on why history matters to understand path dependence in economic
phenomena. He claims that “….the first has to do with the role of historical experience in the
formation of structures of mutually consistent expectations that enable coordination to be
achieved without centralized direction of the actions of individual economic agents. The
second is concerned with the resemblance between the information channels and codes that
multiperson organizations require in order to function with even a minimum viable level of
efficiency and durable physical capital goods. The third involves the implications of strong
complementarities, or interrelatedness – and the consequent necessity of achieving
consistency and compatibility – among the constituent elements of complex human
organizations.”
Explaining the failure of Russian liberalization programme, Hedlund (2000) takes back the
argument to the extant path dependent structures that have caused its failure. During Russia’s
transition from state-controlled economy to a supposedly market-controlled one, path
dependent structures played a crucial role in hindering the movement from prevailing norm
systems or have responded to the shocks for a short period only to gravitate back to the extant
patterns. Policy interventions could not influence the prevailing social and economic
conditions and hence the reform process has not produced the desired outcomes.
Political stability and change can be best explained by a thorough investigation of path
dependence (Pierson 2000). Pierson argues that “groups able to consolidate early advantages
may achieve enduring superiority and actors arriving later my find that resources in that
environment are already committed to other patterns of mobilization” thereby lending
credence to the hypothesis that once initial structures and rules are set it is difficult to
overturn them in subsequent stages.
Liebowitz (2001) categorises path dependence into three different levels. First degree path
dependence occurs when dependence on initial conditions do not result in any subsequent
inefficiencies. In second degree path dependence, actions that follow path dependent patterns
are considered to be inferior at later stages. Decisions that are taken following imperfect
information leads one to subsequent inefficiencies. Hence a decision that seemed appropriate
in the past may turn inappropriate in the present. Third degree path dependence occurs if an
action is ex-ante path inefficient but the outcome is remedial.

4
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REGULATION
“There is a growing international consensus ….. that regulation….. must be designed with an
appreciation of both information asymmetries and difficulties of enforcement.”
World Development Report 2001/2.
Regulation as a pre-emptive mechanism is employed to ensure proper distribution of
resources amongst a wider number of stakeholders. Through regulation resource
redistribution is optimized in ways that those who have higher stakes are given a bigger share
of the resource and those with lesser stakes get a lesser share. Uche (2001) rightfully opines
that “the end point of all regulatory processes is the enshrinement of some code of conduct
for the regulated activity.”
An argument goes that regulation is basically an outcome of interest group bargains and that
parties interested in drawing synergies from the regulation would push the governments to
enforce such a regulation. If actions of individuals can be determined ex-ante, laws can then
be designed effectively thus helping courts raise liability outcomes with ease. As actions
cannot be pre-judged in full, a regulator helps in mitigating contingent imperfections.
Inefficiency of markets to harness potentially value appropriating corporations is the premise
on which the demand and supply for regulation occurs. Government regulation being
costless, it serves well for governments to supply regulation in larger public interest (Posner
1974). Exponents of public interest theory of regulation argue that governments are by
default benevolent in nature and therefore pass general interest regulations to contain
inequities. However, as Speirings (1990) argues “suppliers of regulation are governments or
politicians. In exchange for regulation they receive financial resources or votes. Demanders
of regulation are specific interest groups. By regulation they try to expand their economic
position, for example when they seek direct subsidies or money, control of entrants, polices
which affect the production of complements or substitutes or price fixing” supply of
regulation based on public interest hypothesis is flawed in the sense that such regulation
builds inertia in the larger governance ecosystem. Regulations so supplied may end up
serving the interests of the regulated group (Uche 2001).
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Regulatory agencies are not strong enough to withstand interest group pressures. Sooner,
rather than later, regulation is either renegotiated or captured by the regulatees. Regulations
are prone to be captured when regulatory agencies are armed with weak and insufficient
enforcement powers. As Posner (1974) argues, regulatees constantly struggle to conquer the
regulator and therefore regulatory process may be construed as an outcome of formal or
informal bargaining between them. In addition, by creating information asymmetries,
regulatees can distort the effectiveness of regulation.
Theoretically, the basis for supplying regulations should be the pre-assessment of postregulation impact on the regulatees as well as on the contending stake holding groups.
However, regulatees either through cartelization or individual efforts try to manipulate the
regulation to their advantage.

DISCUSSION
Path dependence and regulation go a long way in explaining the success or failure of
economic systems. Regulation being an ex-post governance mechanism is closely
interconnected with existing rules and structures. Government or politicians – the prime
suppliers of regulation – share an uneasy relationship with those that they intend to regulate.
On the one hand, they wish to bring about a positive change in consonance with the global
requirements and on the other, to succeed they are dependent on the regulatees who they wish
to regulate. Regulatees are either those that fund political parties or those that vote for them.
Hence, legislating regulations that are contrary to the expectations of the regulatees could
translate to loss of political mandate in the next elections.
Path dependence plays an important role in the evolution and subsequent shaping of
regulation. Dismantling existing structures and overwriting existing rules to accommodate
newer structures and rules is easier said than done. Costs involved in switching over from
existing structures to newer ones prohibit corporations from seeking for changes. Changes do
happen, but incrementally. A big reason for non-convergence of governance models is the
failure of both corporations and governments to shed their path dependent structures. Initial
structures or rules are established post an arduous bargaining process among the then
stakeholders involved. Existing institutions are thus an outcome of a long political dialectic
and therefore are charges of history. Governments therefore are wary of overturning initial
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structures, rules and institutions as that is akin to rewriting history, an outcome of which
could be possible political extinction.
Change seeds resistance and big change seeds big resistance. Change that involves transition
from existing governance model to another requires complete obliteration of the model being
currently followed, especially if the new model has to be effective. This is likely to find huge
resistance from parties that are likely to get impacted by it. Those resisting would rather root
their demand of status quo in path dependent arguments like higher switching and sunk costs,
irreversibility of investments made prior to the change and the concomitant erosion of
stakeholder value, and existing technical interconnectedness and complementarities. Such
resistance is likely to complicate the regulatory process thereby creating barriers to
convergence. The historicity associated with regulation in terms of path dependent
institutions, structures and rules therefore is central to the understanding of why national
corporate governance systems fail to converge with successful international systems.

REFERENCES


Arthur, W.B. (1989), Competing Technologies, Increasing Returns and Lock-In by
Historical Events, Economic Journal, Vol. 99, pp. 116-131



Bebchuk, L.A. and Roe, M.J. (1999) A theory of path dependence in corporate
governance and ownership, Working Paper No.131, Columbia Law School, The
Center for Law and Economic Studies.



Berndt, M. (2000), Global Differences in Corporate Governance Systems: Theory and
Implications for Reforms, Discussion Paper No. 303, Harvard John M. Olin Center
for Law, Economics and Business.



David, P.A. (1985) Clio and the economics of QWERTY, American Economic
Review, Vol. 2, No. 75, pp. 332-337.



David, P.A. (1994), Why are Institutions the Carriers of History? Path Dependence
and the Evolution of Conventions, Organizations and Institutions, Structural Change
and Economic Dynamics, Vol.5, No.2, pp.205-220.

7

The Indian Management Researcher


Vol. 2, No.1& 2, June & December 2015

Goldstone, J.A. (1998) Initial Conditions, General Laws, Path Dependence and
Explanation in Historical Sociology, American Journal of Sociology, Vol. 104, No. 3,
pp. 829-845.



Hedlund, S. (2000), Path Dependence in Russian Policy Making: Constraints on
Putin’s Economic Choice, Post-Communist Economies, Vol.12, No.4, pp. 389-407



Leibowitz, S. J. and Margolis, S. E. (1995), Path Dependence, Lock-in and History,
Journal of Law, Economics, and Organization, Vol. 11, No. 1, pp.205-226.



Pierson, P. (2000), Increasing Returns, Path Dependence, and the Study of Politics,
American



Political Science Review, Vol. 94, pp. 251-268.



Posner, R.A.

(1974), Theories of Economic Regulation, The Bell Journal of

Economics and Management Science, Vol.5, No.2, pp. 335-358.


Roe, M.J. (2004), Weak Owners, Strong Managers: The Political Roots of American
Corporate Finance, Princeton University Press: Princeton, NJ.



Schmidt, R.H. and Spindler, G. (2002) Path Dependence, Corporate Governance and
Complementarity, International Finance, Vol. 5, No. 3, pp. 311-333.



Spierings, R. (1990), Reflections on the Regulation of Financial Intermediaries,
KYKLOS, Vol.43, No. 1, pp. 91-109.



Uche, U.C. (2001), The Theory of Regulation: A Review Article, Journal of
Financial Regulation and Compliance, Vol.9, No.1, pp.67-80.

8

The Indian Management Researcher

Vol. 2, No.1& 2, June & December 2015

Recruitment and selection patterns in the Hospitality Industry
A Case of Hyderabad (India)
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ABSTRACT
Hospitality industry is one of the service sectors which provide ample employment opportunities
for the educated youth in the country. In the post globalization era people’s mobility has been
drastically increased across the globe for various reasons – it could be business, employment or
tourism. It is appropriate to mention the results of the studies and observations that there is
more labour turnover in the hospitality industry. It compels the hospitality industry to recruit
more people in order to meet the ever increasing needs of guests either domestic or foreign.
Since Hyderabad is the fourth most populous city in India, more and more hotels will be added
to the existing ones. The population for the study is hotels and sample size for the same is 56.
The primary data has been collected through structured questionnaire. The tools applied for
data analysis are scale reliability testing and factor analysis. This paper tries to explore the
factors which influence recruitment and selection of candidates in the hospitality industry and
the degree of their influence. The findings of the paper would provide meaningful information
for both the recruiters and prospective candidates to understand the real practices of
recruitment of this specific sector.
Key words: recruitment, insights, cronbach alpha, factor analysis, hospitality
Introduction
Hospitality industry is one of the service sectors which provide ample employment
opportunities for the educated youth in the country. In other words, it is the industry which is
more labour intensive rather than capital and technology intensive. Hospitality products are
much of service in nature and such products cannot be stored for future utilization. Human
service for the guests matters much more than hospitality luxury and comfort. Manpower
requirement in hospitality industry is different from that in other industries in terms of previous
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experience, social skills, human touch, sense of humour and timeliness etc. In the post
globalization era people’s mobility has drastically increased across the globe for various reasons
such as business, employment and tourism. It is appropriate here to mention the results of the
studies and observations that there is more labour turnover in the hospitality industry. It compels
the hospitality industry to recruit more people in order to meet the ever increasing needs of
tourists both domestic and foreign.

Need and significance of the study
Meeting the demands of today’s changing business environment requires building an efficient
staff. For high growth organizations, attracting, hiring and retaining the right talent is difficult.
By adding the right players to the team it will have a source of competitive advantage. Attract
the wrong talent and it will have difficulty in meeting the strategic goals and objectives. The
first challenge is to generate a labor pool that is large enough for the company to draw from
when searching for tapping top most talent. The second is to develop an effective process for
screening and selecting the best candidates. But finding and keeping quality employees can pose
a challenge. It is difficult for the companies to find a large number of efficient candidates and
attract them to apply for jobs. Normally the recruiters have to keep in mind the following four
criteria while conducting the recruitment and selection processes: reduction in cost of selection,
motivated employees, reduction in training expenses, employee turnover.
The need of the study is to offer new strategies of recruitment and selection process of this
specific sector in Hyderabad. This report is an attempt to develop into the area of “Recruitment
and Selection” and offer customized recruitment strategies for the hospitality industry at
Hyderabad.

Review of literature
Edwin Flippo defines Recruitment and selection process as “A process of searching for
prospective employees, stimulating and encouraging them to apply for jobs in an
organization.”
In simpler terms, recruitment and selection are concurrent processes and are void without
each other. They significantly differ from each other and are essential constituents of the
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organization. It helps in discovering the potential and capabilities of applicants for expected
or actual organizational vacancies. It is a link between the jobs and those seeking jobs.
The Indian hospitality industry is experiencing an exponential growth. The industry has
recorded a double digit growth of 11% in revenue. New international chains are entering the
booming Indian hospitality sector and existing major national and international players are
expanding their footprints to Tier II and Tier III cities. Many a global hospitality major such
as Marriott, Accor, Best Western and Carlson have announced significant additions to their
existing portfolio of hospitality by 2015/16.
PWC and CII in their joint study find that the biggest challenge for the growth of Indian
hospitality Industry will be inadequate supply of quality talent at various levels. They also
find out that the substantial jump in the demand for Hospitality Management graduates from
the hospitality sector as well as from other verticals such as Airlines, Luxury Retail, BPOs,
etc. They also discussed about the challenges of hospitality industry, of which quality
manpower is of utmost concern among the few. They also mentioned the most interesting
things like 60 percent of all Hospitality Management students across the nation actually join
the Indian hospitality industry every year. Even amongst these 60 percent, only a select few
have the right aptitude, knowledge and required behavioral skills and personality traits to
work in the industry.
Aspiring Mind’s National Employability Report for Hospitality Management graduates,
20121 analyzes the employability variances across various groups to gain an understanding of
the needs and the gaps. Some key findings of the report are: The percentage of Hospitality
Management candidates those are directly hirable for a hospitality job after college is quite
low (6% to 18%), A sizeable number of candidates are unemployable because of their lack in
English Language skills, A sizeable number of candidates are unemployable because of their
lack in English Language skills, Females are more hirable (8 -32%) as compared to males (6 16%) across all profiles and Employability of IHMs is significantly higher than non- IHMS
and yet almost 50% of the employable pool of Hospitality Management candidates is
invisible to recruiters
Understanding the status quo will enable targeted intervention in different groups and kinds
of colleges. Such measurement is necessary at regular intervals in order to understand and
11
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measure the effectiveness of remedial actions. It acts like a tracking mechanism to see how
India is progressing year on year toward building a powerful, enlightened and equitable
nation.

Objectives of the study
1. To analyze the factors affecting the process of recruitment and selection in hospitality
industry at Hyderabad city.

Research methodology
It is a descriptive research where the data has been collected by the survey method. Here, the
primary data was collected through the personal interview with the HR manager, Head of the
Dept, General Manager and the other employees of the HR circle. The chief purpose of
descriptive study is portrayal of affairs as it exists in the present recruitment and selection
process. The main feature of this research is that the researcher has no control over the
variables. The study involves primary data. The sampling technique applied is convenient
cum random sampling. The sample units are hoteliers from Hyderabad city. The sample of 75
HR recruiters was targeted to be collected from respondents Hyderabad city. The number of
valid responses collected was 56 which was sufficient at 95% confidence level for infinite
population. The respondents were contacted in such a way to cover the heterogeneous profile
of recruiters. The respondents were interviewed within a period three months from April
2014 to June 2014. The variables obtained from the primary data for the chosen objective are
listed in the below table.

Objective
1. To analyze the
factors affecting the
process of
recruitment and
selection in the
hospitality industry

Table : Variables examined in the study
Dependent variable
Independent Variables

The criteria of
recruitment and
selection in the
hospitality industry (P)

Physical appearance, Hobbies, No
of relocations, Inter personal skills,
Reference, Police Inquiry,
Interview Performance, Medical
test, experience, Remuneration, Op
skills ,Tenure and
Qualifications.(P)

Note: P- Primary data
The edited data has been tabulated as per the requirement of the study in Appendices I.
While analyzing and interpreting the results, the statistical tools used in the study are;
12
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statistical reliability testing (SRT) and factor analysis using with Statistical Package for
Social Sciences (SPSS 20). To measure the perceptions of recruiters, a questionnaire was
designed. In order to quantify the intensity of answers of respondents for different variables,
Likert scale was adopted with five point scale (Highly influencing =5, moderately = 4,
neutral =3, least influencing, not at all influencing).

Data analysis and discussion:
Here the data pertaining to sample hospitality and select company is collected and processed
with appropriate statistical techniques and tools. The total analysis and discussion were
covered in two sections.
Factors influencing selection decision: There are a number of job criteria’s that the HR
executives keeps in mind when selecting candidates. Which include experience, past
performance, physical skill, salary requirements, certificates, test scores, work reference,
education, interests, personality measures, tenure on previous jobs, drug test, previous jobs
held, police records and Interpersonal skills. These variables are processed with factor
analysis to know which of them are mostly, moderately and least influencing the process of
recruitment and selection of select company.
Before Factor analysis, it is important to know whether there is data consistency with regard
to the sample size and scale in order to validate the inferences from the investigation. The
cronbach alpha is calculated with the help of scale reliability testing (SRT) from the edited
data. The SRT test results of sample units of the study are furnished in the table 1.
Table 1. Reliability Statistics
Cronbach's Alpha
0.873

N of
Items
14

Source: Primary data using SPSSv.20
From the below table 4, it has been observed that the variables like interview performance,
police inquiry, medical test, experience, remuneration, qualifications and written test are
having higher communalities between factors and variables. In other words the high amount
of variance of these high communalities is explained by the extracted
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Table 4: Communalities
Initial
Extraction

Physical appearance
Hobbies
No of relocations
Interpersonal skills
References
Police Inquiry
Interview Performance
Medical test
Experience
Remuneration
Op skills
Tenure
Written Test
Qualifications

1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000
1.000

.287
.472
.584
.521
.570
.821
.900
.864
.885
.846
.501
.733
.808
.837

Extraction method: Principal Factor Analysis
From the table 5, it has been observed that we are extracted three factors, which are useful for
explaining the variance, whose Eigen values are more than 1. The rest of the factors are not
able to explain much variance as the single characteristics explains. This can be seen from the
first part of the table 5. The Eigen values of all possible factors are given in a decreasing
order and followed by their respective percentage of variance and cumulative percentage. The
same can be understood from the Scree plot from figure 1.

Figure 1: image showing scree plot

14

The Indian Management Researcher

Vol. 2, No.1& 2, June & December 2015

Table 5: Total Variance Explained
Extraction Sums of
Rotation Sums of
a
Initial Eigen values
Squared Loadings
Squared Loadings
% of
% of Cumul
% of
Fact
Varianc Cumula
Varianc ative
Varian Cumul
ors Total
e
tive % Total
e
%
Total
ce
ative %
1
6.163 50.461 50.461 6.163 50.461 50.461 5.054 41.379 41.379
2

1.840

15.066

65.526 1.840

15.066 65.526

3

1.119

9.163

74.690 1.119

9.163 74.690

4

.742

6.071

80.761

5

.544

4.457

85.218

6

.421

3.451

88.669

7

.370

3.027

91.696

8

.277

2.268

93.964

9

.244

2.002

95.966

10

.151

1.234

97.201

11

.143

1.168

98.369

12

.092

.756

99.125

13

.055

.451

99.576

14

.052

.424

2.911 23.831 65.209
1.158

9.480 74.690

100.00
0
Extraction Method: Principal Component Analysis.
a. When analyzing a covariance matrix, the initial Eigen values are the same across
the raw and rescaled solution

The second part ‘extraction sums of squared loadings’ provide information for factors with
Eigen values greater than 1. The figure under cumulative percentage indicates that the three
extracted factors explain 74.690% of the variance.
The third part ‘Rotation sums of squared loadings’ provides only the relative value of Eigen
values has changed and the cumulative percentage remains the same.
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Table 6: Factor Matrixa
Raw
Component
1
.895
.961
.986
.889
.885
.728
.638
.709
.544

2

Interview Performance
Medical test
Experience
Police Inquiry
Remuneration
Tenure
.527
Op skills
Qualifications
.691
Written Test
.762
No of relocations
Reference
Interpersonal skills
Hobbies
.334
Physical appearance
Extraction Method: Principal Component Analysis.
a. 3 components extracted.

3

.390
.635
.499
.449
.248

Rescaled
Component
1
.898
.895
.890
.869
.855
.692
.684
.647
.522

.410

2

3

.501
.631
.731
.757
.728
.666
.552
.534

From the table 6, it is observed that there are certain variables like tenure .692and .501)
qualifications (.647 and .631) written test (.522 and .731) and hobbies (.410 and .552) having
high loadings on two factors in the given factor matrix. This creates a problem for the
researcher in assessing the selection process of the select company based on the recruiters’
opinion. Hence, Rotated factor matrix should be considered as a solution for the same. The
rotated factors can be understood from table 7.

16

The Indian Management Researcher

Vol. 2, No.1& 2, June & December 2015

Table 7: Rotated factor Matrixa
Variables
1

Factors
2

3

Experience
.922
Interview Performance
.921
Remuneration
.902
Medical test
.898
Police Inquiry
.878
Operational skills
.499
.498
Written Test
.887
Qualifications
.880
Tenure
.783
No of relocations
.764
Reference
.729
Interpersonal skills
.679
Hobbies
.583
Physical appearance
.535
Extraction Method: Principal Factor Analysis.
Rotation Method: varimax with Kaiser Normalization.
a. Rotation converged in 4 iterations.
The rotated factor matrix gives the information regarding the factors loading of each
characteristics and the same is considered as a criteria to identify the characteristics which
have high loadings on one factor. Normally, the ideal cut-off loading for considering the
characteristics of the variable is 0.40. From the above rotated factor matrix, it is observed that
the characteristics of the selection process like experience (.922), interview performance
(.921), remuneration (.902), medical test (.898) and police Inquiry (.878) have high loadings
on factor 1. The characteristics like operational skills (.498), written test (.887), qualifications
(.880) and tenure (.783) have high loadings on factor 2. Similarly the rest of the
characteristics of the selection process like number of relocations (.764), reference (729),
interpersonal skills (.679), hobbies (.583) and physical appearance (535) have high loadings
only on factor 3.
Factor 1 comprises experience, interview performance, remuneration, medical test and police
inquiry. Factor 2 comprises operational skills, written test, qualifications and tenure. Factor 3
comprises number of relocations, reference, interpersonal skills, hobbies and physical
17
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appearance. These factors clubbed together and termed as interview performance,
qualifications and social skills.
The factor interview performance can be considered as the most influential factor, from the
perspective of recruiters about the selection process. The factor interview performance
underlines the characteristics of experience, interview performance, remuneration, medical
test and police inquiry.
The factor qualifications can be considered as the moderately influential factor, from the
perspective of recruiters about the selection process. The factor qualifications underlines the
characteristics of the selection are; operational skills, written test, qualifications and tenure.
The factor social skills can be considered as the least influential factor, from the perspective
of recruiters about the selection process. The factor social skills underlines the characteristics
of the selection process are; number of relocations, reference, interpersonal skills, hobbies
and physical appearance.
The results of this study form the basis for their selection process and customized selection.
In this way the right selection can be done. All criteria may not be required at a time but few
or more may be considered in the selection process depend up on supply and demand side of
labor markets.

Findings
After thorough investigation by factor analysis, it is found that there are certain interesting
findings which are relevant for decision making.
Through factor analysis it is found that there were three factors whose eigen values are more
than 1. The respective eigen values of three factors are 6.163, 1.840 and 1.119 respectively.
 To have a comprehensive understanding about the impact of all the fourteen (14)
variables on the recruitment process, it is categorized the mentioned variables in three
factors. The first factor (6.163) is underlying five variables (5) and it is named as
experience and performance. This has factor become a most influential in the minds
of recruiters while selecting the right candidate for the right job.
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 The second factor (1.840) is underlying four variables (4) and it is named as written
test and qualifications. This factor has become a moderately influential in the minds
of recruiter while selecting a candidate as suitable for the job.
 The third factor (1.119) is underlying five variables (5) and it is named as relocation
and referrals. This factor has become a least influential in the minds of recruiter while
selecting a candidate for the job.

Suggestions
By evaluating all the considered variables connecting to recruitment and selection process
of hospitality industry at Hyderabad city through factor analysis, it is understood that
there are three factors which have different magnitudes of influence on recruitment and
selection process. Here it would be suggested for recruiters that they should consider
experience and performance of candidate as a major criteria in selecting the right person
for the right job in the industry. As such the industry can maintain and retain the
employees to reap more dividends on human capital. It is also suggested for job seekers
that they should understand the expectation of recruiters’ i.e experience and performance
while selecting a suitable candidate. Therefore, understanding expectation of recruitment
and selection process would be a win-win situation both for recruiter and employable
candidates.
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ABSTRACT
Stress is physical or emotional reaction or response to any kind of change. It may be either
external or internal. Stress is the "wear and tear" our bodies experience as we adjust to our
continually changing environment. It has physical and emotional effects on us and can create
positive or negative feelings. The productivity of any company mainly depends on the
employees. Stress-related illness leads to increase in absenteeism and attrition affecting the
profitability of the organizations. Hence, stress management would be a main area to focus
for any HR to improve the organization’s growth and performance. Under this scenario there
is a need to analyze the level of stress among the employees by taking into consideration the
various factors which cause stress such as heavy workload,

role ambiguity, narrow

deadlines, high targets, nature of work, unsupportive colleagues, interface between work and
home, long working hours, pressure to perform etc. Further it is increasingly essential to
focus on how to overcome these factors and help the employees to work in a stress free
atmosphere. This research article focuses on the most stressful factors at work and their
adverse effects on employees while performing their tasks. Also appropriate strategies are
suggested to help employees cope with stress and enhance their performance.
Key Words: Coping Strategies, Effects of Stress, Potential Stressors, Role Ambiguity,
Relationships and Work Pressure.

21

The Indian Management Researcher

Vol. 2, No.1& 2, June & December 2015

A BRIEF BACKGROUND OF THE STUDY
In Psychophysiology, stress refers to some stimulus resulting in strain that cannot be
accommodated by the organism and which ultimately results in impaired health or behavior.
The present day researchers and practitioners visualize the phenomenon of stress in a new
perspective. Each individual needs a moderate amount of stress to be alert and capable of
functioning effectively in an organization. In the words of Pareek, stress is inherent in the
concept of creativity and entrepreneurship. Stress is physical or emotional reaction or
response to any kind of change. It may be either external or internal. Stress is the "wear and
tear" our bodies experience as we adjust to our continually changing environment. It has
physical and emotional effects on us and can create positive or negative feelings. In modern
life with increasing complexity of life style, stress is likely to increase. Various events in life
cause stress, starting from the birth of a child to the death of a dear one. Several attempts
have been made to measure life events as sources of stress identifying and giving weightage
to different events in a person’s life like nature of work, transfer, family relocation, admission
of children in schools and colleges etc.
Stress is commonly understood to be a work related health hazard. The productivity of any
company mainly depends on the employees. An employee without stress would be more
productive to the company. Stress-related illness leads to increase in absenteeism and attrition
affecting the profitability of the organizations. Hence, stress management would be a main
area to focus for any HR to improve the organization’s growth and performance. Under this
scenario there is a need to analyze the level of stress among the employees by taking into
consideration the various factors which cause stress such as heavy workload, poor quality of
supervision, role conflict and ambiguity, tight deadlines, high targets, type and nature of
work, lack of job satisfaction, lack of motivation, long working hours, pressure to perform
etc. Further it is increasingly essential to focus on how to overcome these factors and help the
employees to work in a stress free atmosphere.
SEVEN CATEGORIES OF POTENTIAL STRESSORS
i.

Demands: This includes factors intrinsic to the job such as working conditions (for
example noise, temperature, lighting or ventilation), shift work, long or unsociable
hours, workload.

ii.

Control: How much say and autonomy a person has over the way in which he carries
out his job; low levels of job control are typically linked to high levels of stress.
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Relationships: Relationships with superiors, subordinates and colleagues can all play
a part in an individual’s stress levels; low levels of trust and support are likely to
increase stress. Also, conflict, harassment and bullying in the workplace are all linked
to heightened stress.

iv.

Change: The way in which change is introduced, managed and communicated to staff
can impact on levels of stress, as unnecessary or badly planned change results in
excess pressure on workers.

v.

Role: Stress may be triggered when an individual does not have a clear understanding
of his role within the organization, when there is conflict between roles or ambiguity
with regards to position and degree of responsibility over others.

vi.

Support: The amount of support and job training available, as well as
encouragement, sponsorship and resources provided by colleagues and management.

vii.

The interface between work and home: It is often referred to as the work-life
balance. Individuals who work long, uncertain or unsocial hours may find it difficult
to juggle the competing demands of work and domestic pressures, particularly if they
have children or other dependants. This can lead to a ‘vicious cycle’ in which
mounting stress in one area of life spills over and makes coping with the other yet
more difficult.

THE EFFECTS OF WORK-RELATED STRESS
The effects of work-related stress on ill-health operate in a number of ways:
i.

Physiologically: nervousness, endocrinal or immunological reactions within the body
can lead to symptoms of physical and mental illness.

ii.

Cognitively: working conditions and situations are interpreted by the individual as
‘stressful’ and therefore pathogenic.

iii.

Emotionally: seemingly trivial incidents are experienced as debilitating, dangerous,
or even life-threatening.

iv.

Behaviourally: excessive work strain encourages potentially damaging behaviours,
such as smoking, alcoholism, eating disorders, or self-harm.

OBJECTIVES OF THE STUDY


To analyze the various personal, job related and organizational factors causing stress
among the employees.
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To find out the intensity of work pressure and employees’ control over work life.



To ascertain the views of employees on their relationship with team members.



To study the adverse effects of work stress on the performance of employees.



To suggest stress relaxation strategies to help employees cope with stress and improve
their performance.

REVIEW OF LITERATURE
Palmer (1989) has stated that stress is the psychological, physiological and behavioural
response by individuals when they perceive a lack of equilibrium between the demands
placed upon them and their ability to meet those demands, which, over a period of time, leads
to ill-health.
Warr (1990) states that generally, a high workload with two or more tasks is a primary cause
for decreased performance. There are two methods to measure or indicate high workload.
One of the methods is worked on the performance level and therefore called “performance
based indicators”. The second approach is on the psycho-physiological level. A shortage of
labour causes the workload to increase per worker employed at work. Thus, each worker is
expected to compensate for lack of additional workers. This results in decreasing level of
quality of production. Nonetheless, the employees suffer from stress.
National Institute of Occupational Safety and Health (1999) defined work stress as the
harmful physical and emotional responses that occur when job requirements do not match the
worker’s capabilities, resources, and needs.
According to Health and Safety Executive (2000) stress occurs where demands made on
individuals do not match the resources available or meet the individual’s needs and
motivation. Stress will be the result if the workload is too large for the number of workers
and time available. Equally, a boring or repetitive task which does not use the potential skills
and experience of some individuals will cause them stress.
A report by the National Institute of Mental Health (2005) confirms that the individual
worker’s personality and coping strategy can have direct, moderating or perceptual effects on
stress outcomes. For example, an extroverted person might find a socially isolating job more
stressful than an introverted person, who conversely, might find a job with greater levels of
social interaction more difficult and stressful. Moreover, a worker’s past experience,
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individual characteristics and personal resources appear to influence how she or he interprets
and manages the specific conditions and demands of the job.
Dyer (2010) explains that stress is our body’s biochemical response to an outside stimulus.
Different stimuli will cause us to react differently. Emotionally we may experience
frustration, anger, excitement or anxiety. Some stress is good. Without thrills or excitement
life would be dull. Indeed, after a short period of stress one’s body is returned to equilibrium.
Prolonged and continuous stress causes threat to health, which will lead to many physical and
mental diseases.
Cooper & Palmer (2013) have stated that stress is the reaction people have to excessive
pressures or other types of demand placed upon them. It arises when they worry that they
cannot cope. Stressed workers are also more likely to be unhealthy, poorly motivated, less
productive and less safe at work. And their organizations are less likely to succeed in a
competitive market. By some estimates work-related stress costs the national economy a
staggering amount in sick pay, lost productivity, health care and litigation costs.
Pandey and Pestonjee (2013) feel that each individual needs a moderate amount of stress to
be alert and capable of functioning effectively in an organization.
RESEARCH METHODOLOGY
Research Design: Descriptive research design is adopted for the study. Descriptive research
is a fact finding enquiry or investigation. Survey method is used for data collection.
Sampling Technique: Simple random sampling technique is used for selecting the sample
size of 120 respondents from the population of around 500 employees at a BPO in Chennai.
In this sampling method, every unit in the population has an equal chance of inclusion in the
sample and each one of the possible samples has the same probability of being selected.
Data Collection Method: Primary data is collected directly from the 120 sample
respondents through a structured questionnaire. The questionnaire consists of dichotomous,
multiple choice and closed end questions.

25

The Indian Management Researcher

Vol. 2, No.1& 2, June & December 2015

Limitations of the Study


The findings of this study are based on the views of 120 sample respondents. Hence, they
are to be carefully considered for generalization.



The inferences drawn are subjected to bias and prejudice of the respondents.



The accuracy of findings is limited by the accuracy of data collected and statistical tools
used for data analysis.



The accuracy of findings is constrained by sampling and non–sampling errors.

DATA ANALYSIS

Table – 7.1: Respondents’ Views on Working Overtime to Complete the Task

S. No
1

Options
Always

Weight
5

No of
Respondents
28

2

Very Often

4

49

196

3

Sometimes

3

21

63

4

Seldom

2

14

28

5

Never

1

8

8

120

435

Total

Total
Score
140

Mean
Score

3.62

Table – 7.2: Respondents’ Satisfaction Level towards Their Relationship with
Team Members
S. No
1

Satisfaction Level
Highly Satisfied

No of
Total Mean
Weight Respondents Score Score
5
32
160

2

Satisfied

4

38

152

3

Neutral

3

26

78

4

Dissatisfied

2

16

32

5

Highly Dissatisfied

1

8

8

120

430

Total

26

3.68
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Table- 7.3: Respondents’ Opinion about Their Control over Work Life.
S. No
1

No of
Total Mean
Weight Respondents Score Score
4
19
76

Options
To a Great Extent

2

To a Moderate Extent

3

21

63

3

To Some Extent

2

42

84

4

Not At all

1

38

38

120

261

Total

2.18

Table – 7.4: Respondents’ Views on Intensity of Work Pressure

S. No
1

Work Pressure
Low

Weight
1

No of
Respondents
10

Total
Score
10

Mean
Score

2.62

2

Moderate

2

26

52

3

High

3

84

252

120

314

Total

Table – 7.5: Respondents’ Views on the Most Stressful Factors at Work

Rank
1 (6)

Rank
2 (5)

Rank
3 (4)

Rank
4
(3)

Rank
5
(2)

Rank
6
(1)

Unsupportive
Colleagues

5

6

15

40

20

34

314

2.62

VI

Narrow
Deadlines

29

23

20

21

20

7

479

3.99

II

Long Hours of
Work

38

27

20

20

11

4

529

4.41

I

26

20

25

15

15

19

440

3.67

III

13

20

30

10

22

25

397

3.31

IV

9

24

10

14

32

31

351

2.93

V

Factors /
Weight

Shift Work
Interface
between Work
and Home
Role Ambiguity

27

Total Mean
Rank
Score Score
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Table – 7.6: Respondents’ Views on the Adverse Effects of Stress on Their Work
Effects / Weight
Lack of Concentration
Low Productivity
Irritation
Losing Temperament

Rank 1
(4)

Rank 2
(3)

Rank
3 (2)

Rank 4
(1)

Total Mean
Rank
Score Score

60

25

20

15

370

3.08

I

8

28

39

45

239

1.99

III

40

45

22

13

342

2.85

II

12

22

39

47

239

1.99

III

Hypothesis Testing - Chi - Square Test
Hypothesis 1: There is no significant relationship between age of the respondents and the
adverse effects of stress.

Table – 7.9: Relationship between age of the respondents and the adverse effects of
stress

S. No

Age

Losing
Temperamen
t

Irritatio
n

Lack of
Concentratio
n

Low
Productivit
y

Tota
l

1

20-30

14

13

8

7

42

2

30-40

7

10

5

6

28

3

40-50

10

8

4

4

26

4

Above 50

9

6

3

6

24

40

37

20

23

120

Total

28
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Table No. 7.10 Chi Square Test Results
S. No
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16

O
14
13
8
7
7
10
5
6
10
8
4
4
9
6
3
6

E
14
12.95
7
8.05
9.33
8.63
4.67
5.37
8.67
8.02
4.33
4.98
8
7.4
4
4.6

(O-E)
0
0.05
1
-1.05
-2.33
1.37
0.33
0.63
1.33
-0.02
-0.33
-0.98
1
-1.4
-1
1.4

(O-E)2
0
0.0025
1
1.1025
5.4289
1.8769
0.1089
0.3969
1.7689
0.0004
0.1089
0.9604
1
1.96
1
1.96
∑(O-E)2/E =

(O-E)2/E
0
0.00019305
0.14285714
0.13695652
0.58187567
0.21748552
0.02331906
0.07391061
0.20402537
4.9875E-05
0.02515012
0.19285141
0.125
0.26486486
0.25
0.42608696
2.6646

Inference:
The calculated value of chi-square is 2.6646.The table value of chi-square for 9 degrees of
freedom at 5% level of significance is 16.919. As the calculated value is less than the table
value, the Hypothesis is accepted. Hence, the effect of stress is not related to age.
Hypothesis 2: There is no significant relationship between gender of the respondents and
physical illness due to stress
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Table – 7.11: Relationship between gender of the respondents and physical illness due to
stress
S. No

Gender

Yes

No

Total

1

Male

35

10

45

2

Female

54

21

75

89

31

120

Total

S. No

O

E

(O-E)

(O-E)2

(O-E)2/E

1

35

33.38

1.62

2.6244

0.078621929

2

10

11.62

-1.62

2.6244

0.225851979

3

54

55.63

-1.63

2.6569

0.047760201

4

21

19.37

1.63

2.6569

0.13716572

∑(O-E)2/E = 0.4893
Inference
The calculated value of chi-square is 0.4893.The table value of chi-square for 1 degree of
freedom at 5% level of significance is 3.84. As the calculated value is less than the table
value, the Hypothesis is accepted. Hence, physical illness due to stress is not related to
gender.
Karl Pearson’s Correlation Co-Efficient
Hypothesis 3: There is no correlation between employees understanding their roles &
responsibilities and recognition & rewards given for the work.
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Table – 7.12: Relationship between Roles & Responsibilities and Recognition &
Rewards.
No of Respondents
S. No

Opinion

1
2

Always
Sometimes

3

Never

Roles &
Responsibilities
49
46

Recognition&
Rewards
35
48

25

37

120

120

Total
S. No

X

Y

X*X

Y*Y

XY

1
2
3

49
46
25

35
48
37

2401
2116
625

1225
2304
1369

1715
2208
925

Total

120

120

5142

4898

4848

Coefficient of Correlation γ =
∑ dx ∗ dy = 4848;
∑dx = 5142; ∑dy = 4898
�= 8 8 / √
8

Inference

=

∑ d ∗d
√∑d 2 . d 2

.

= 0.966

A high degree of positive correlation exists. Therefore, it can be concluded that there is a
significant relationship between employees understanding their roles & responsibilities and
recognition & rewards given for the work.
FINDINGS


46% of the respondents sometimes find time for their interests and hobbies outside
work and 32% of the respondents very often find time for their interests and hobbies
outside work.



53% of the respondents say that they always take vacations with family/friends.
However, 35% of them say that sometimes they take such vacations.
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57% of the respondents think that the management is always committed to improve
their work conditions.



68% of the respondents are having physical problems because of their nature of job.



74% of the respondents have stated that recreational facilities are available in the
organization.



52% of the respondents believe that the management always encourages and rewards
them for achievement.



Most of the respondents feel that they are sometimes thinking about work even after
office hours.



Most of the respondents have stated that they very often work overtime to complete
the task.



Most of the respondents are satisfied in their relationship with the team members.



Most of the respondents feel that they have control over work life only to some extent.



Most of the respondents feel that they are stressed because of long hours of work,
narrow deadlines and shift work.



Most of the respondents consider lack of concentration and irritation as the adverse
effects of stress.



Most of the respondents have stated that the intensity of work pressure is high.



There is no significant relationship between age of the respondents and the effects of
stress.



There is no significant relationship between gender of the respondents and physical
problems of stress.



There is a positive correlation between employees understanding their roles &
responsibilities and recognition & rewards given for the work.

9. STRATEGIES FOR COPING WITH STRESS


Exercise and Meditation

Exercise involves walking, jogging, swimming, riding bicycles or tennis in order to get some
exercise to combat stress. Medication involves muscle and mental relaxation; the person
slowly repeats a peaceful phrase or word or concentrates on a mental picture in a quiet
location. There is some research evidence that meditation can have a desirable physical and
mental impact on people. The management could provide facilities like gym, indoor games
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etc., Comprehensive medical examination and health check up of all employees can be done
once in a year.


Behavioural self-control

By deliberately managing the antecedents and the consequences of their own behaviour,
employees can achieve self-control. They can avoid people or situations that they know will
put them under stress. In other words, this strategy involves individuals’ controlling the
situation instead of letting the situation control them.


Avoiding Inter-personal Conflict

Interpersonal conflict takes a toll on physical and emotional health of the employees and
conflict among co-workers is so difficult to avoid. So it is better to avoid conflict at work as
much as possible. That means don’t gossip, don’t share too many of your personal opinions
about religion and politics. Try to avoid those people at work who don’t work well with
others.


Act Rather Than React

We experience stress when we feel that situations are out of our control. It activates the stress
hormone and wears down confidence, concentration and well-being. We have to identify the
aspects of the situation we can control and aspects we can’t. Typically, we are in control of
our actions and responses, but not in control of others’ actions.


Eliminate Interruptions

Most of us are bombarded during the day. Emails, phone calls, instant messages and sudden,
urgent deadlines conspire to make today’s workers more distracted than ever. While we may
not have control over the interrupters, we can control our response. We can follow any one of
three ways of responding to interruptions. Accept the interruption, cut it off or diagnosis its
importance and make a plan. Many interruptions are recurring and can be anticipated.


Identify Self-Imposed Stress

Learn to stop self imposing stress by building your own self-confidence rather than seeking
others’ approval. If you are too caught up in others’ perceptions of you, which you can’t
control, you become stressed out. Ironically, once you shift your focus from others’
perception of your work to the work itself, you are more likely to impress them.
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Prioritize Your Priorities

With competing deadlines and fast-changing priorities, it is critical to define what is truly
important and why. That requires clarity. It is important to understand your role in the
organization, the company’s strategic priorities, and your personal goals and strengths. You
have to focus on those projects that will have the most impact and are best aligned with your
goals.


Networking

Networking means forming close associations with trusted empathetic coworkers and
colleagues who are good listeners and confidence builders. These friends are there when
needed and provide support to get the person through stressful situations. There is some
research evidence that a networking strategy may be able to help people cope better with job
stress and be more effective and successful managers.


Clarity of Job Requirements

One of the factors that contributes to job burnout is unclear requirements. If employees don’t
know exactly what’s expected of them, or if the requirements keep changing with little
notice, they may find themselves much more stressed than necessary. In this case they may
directly talk to their superiors to find out the job requirements and strategies for meeting
them. This can relieve stress for both of them.


Time Management

Most of the employees feel that they are expected to work for longer hours because of narrow
deadlines for completion of work. Therefore, employees can be given adequate time for
completion of their work and deadlines for job needs to be communicated to them well in
advance. Employees also have to manage their time well. It means less rushing in the
morning to avoid being late and rushing to get out at the end of the day. Time management
helps employees avoid the negative effects of clutter and being more efficient with their
work.


Comfortable Work Place

Physical discomforts such as uncomfortable chair, office noise can be distracting and cause
low-level frustration. So, employees have to ensure that they are working from a quiet,
comfortable and soothing workspace.
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Keep Perfectionism in Check

Being a perfectionist can drive an employee and the people around him to stress. Especially
in busy, fast-paced jobs, employees may not be able to do everything perfectly. But striving
to just do their best in their tasks is a good strategy.


Flexi-Time and Flexi-Work

Flexi-time is a program, that allows flexible entering and leaving (the organization) times for
employees. Flexi-time works better when the employees have self–determination. Flexi work
is a program that allows flexibility in handling the work. Employees at present need more
freedom and autonomy in doing the work.


Job Rotation and Special Assignments

Job rotation exposes employees to jobs which vary in content. Special assignments or
committees provide lower–level executives with first-hand experience in working on actual
problems. They help employees to get relieved from fatigue and stress.
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Abstract
Employee engagement is a tool that managers can utilize to help employees improve their
present level of performance and help them to reach their desired level of performance. The
research study examines a variety of dimensions of employee engagement. 16 organizations
were selected by simple random sampling technique. They were stratified into nine (9) public
sector and seven (7) private service organizations. Through proportional allocation method
of the stratified sampling technique, a total of 90 respondents were selected. Questionnaires
were either self-administered or administered through the face-to-face interview. Both
descriptive and inferential statistics were used in the analysis.
Keywords: Employee engagement, Training and development, Skills, Job Analysis,
Employee Satisfaction.
Introduction: Employee engagement is a tool that managers can utilize to help employees
improve their present level of performance and help them to reach their desired level of
performance. The challenge for the organization is to design employee participation
techniques that give employees the job satisfaction they need and then measure whether those
job description techniques were effective in producing desired outcomes.
Need for the Study: Management has diversified views of how employee engagement is
needed to produce desired performance outcomes. Here lies the necessity to understand that
most employees do not come to their jobs only for the sake of salary or monitory benefits.
They need a proper organizational climate so that they may advance to a desired level of
performance. Managers can help the firm increase its overall capacity by looking for unmet
training needs and communicating them to trainers and human resources experts.
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Research Objectives
The primary objective of this study is to assess the impact of employee engagement on
employee
satisfaction as given below:1. To ascertain if employee engagement affects employee satisfaction.
2. To determine empirically the relationship between employee engagement and employee
satisfaction.
3. To formulate recommendations regarding employee engagement and employee
satisfaction
Scope of the study
We used data from a 2011 survey of 90 employees. 68% of the sample is male and 32% are
female. They had been employed by the organization for 1–5 years. Karl Pearson Coefficient
of Correlation is used to study the relationship between training and performance appraisal.
Literature Review
Employee engagement is a tool to attract, retain and develop the best talent. Engaged
employees prove to be the asset to any organization.The purpose of this essay is to
demonstrate the importance of this new role by describing the employee engagement
techniques, its effect on employee satisfaction, and the intended links between these two
systems.
Employees can be divided into three categories as mentioned below, based on their level of
engagement with the company’s policies and objectives.
1. Engaged employees
2. Not engaged employees
3. Disengaged employees


Engaged employees are enthusiastic, energetic and totally involved in their job.
Nearly 28% of the workforce falls under this category.



Not engaged employees do not work with their full commitment; for them work is just
an activity. 55% of the employees belong to this group.



The employees of the third group are actively disengaged in their work, spread
unhappiness among their colleagues and try to undermine the achievements of
engaged workforce.
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According to A Towers Perrin Global Workforce Survey conducted in 2005 covering more
than 75,000 employees working in large scale and middle sized firms, similar type of ratings
have been found. Employee engagement has its strong effect on the employee job
satisfaction. Engaged employees show good signs of growth and success when it comes to
completion of job responsibilities, whereas disengaged employees spread unhappiness among
their peer group and thereby affecting the productivity of the organization in a non positive
way. In 2013, 81% of U.S employees reported job satisfaction and showed interest in career
growth. Employee satisfaction has been correlated with different aspects of job such as
relationship with co-workers {34%}, communication levels with the immediate supervisor
{42%} and opportunities for growth and increments {24%}.
Top Aspects Contributing To Employee Engagement

Employee engagement involves employee’s commitment and cohesiveness with the
organizational aims and objectives. It shows the degree of employee involvement with
company’s strategic policies. The Society for Human Resource Management (SHRM),
conducted a survey in 2011 to determine the relationship between two variables employee
satisfaction and employee engagement. The aim was to help the managers to formulate
effective policies when they want to draw conclusions as to the impact of these two factors on
employee motivation and employee morale. This type of HR surveys act as tools to
understand employee preferences when it comes to allocation of resources in a
knowledgeable and efficient manner.

A Closer Look at the Relationship between Satisfaction and Engagement
In today’s uncertain economic climate, both employee job satisfaction and employee
engagement
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are important for business sustainability. Top-performing organizations understand that
measuring employees’ contentment levels and emotional commitment to the organization on
a regular basis can put them at a competitive advantage. According to the Society for Human
Resource Management (SHRM) 2012 Employee Job Satisfaction and Engagement Survey,
81% of U.S. employees reported overall satisfaction with their current job. But despite these
high satisfaction levels, the same survey revealed that employees were only moderately
engaged (3.6) on a scale of 1 to 5, where 1 is highly disengaged, 3 is moderately engaged and
5 is highly engaged.
The end results of the survey indicated nearly 36 dimensions of employee satisfaction.
Further, these were divided into five broad areas such as given below in figure 2 and figure
3:Table 1: Top 5 Contributors to Employee Job Satisfaction
Factor Contributing to Job Satisfaction

% Of respondents’ ratings

Compensation and benefits

54%

Job security

64%

Relationship with co-workers

55%

Management’s recognition of employee’s contributions 49%
Opportunities to use skills & abilities

62%

Table 2: Top 5 Conditions under Which Engagement Can Be Maximized
Factor

Contributing

to

Employee % Of respondents’ ratings

Engagement
Work life balance

53%

Autonomy &Independence

69%

Organizational culture

58%

Communication between employees & senior 62%
management
Variety of work

72%
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Employee Satisfaction vs. Employee Engagement

Definition of Employee Satisfaction: Employee satisfaction is the extent to which employees
are happy or content with their jobs and work environment.

Definition of Employee Engagement: Employee engagement is the extent to which
employees feel passionate about their jobs, are committed to the organization, and put
discretionary effort into their work.
An employee can be satisfied with a job without being engaged in the job. Employee
satisfaction is much more than being content with pay and the ability to leave at 3 pm. That
contentedness is merely job satisfaction, and though satisfaction is generally enough to retain
employees, it’s not enough to ensure productivity. On the other hand, employee engagement
does promote increased productivity.

Do they feed each other? It would appear that they are connected affectively, though
operating uniquely on their own; each can have huge impact to an organization. Today, more
than any other time in history, attracting and retaining key staff is invaluable and critical to
the success of any organization. Having the right people, in the right seats, on the right bus is
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a key driver in working towards both employee satisfaction and employee engagement. We
must ensure that we align employees’ natural talents and abilities with roles that allow those
employees to excel doing what they naturally do so well.
An engaged employee is an employee who is deeply involved and invested in their work. The
factors that drive employee engagement, however, are different from those that drive
satisfaction. Employee engagement factors are: 1] Career growth, 2] Meaningfulness in job,
3] Relationship with co-workers & supervisors, 4] Company’s communication policy.
Employee satisfaction is the foundation upon which employee engagement can grow and
thrive. Organizations with genuinely engaged employees have higher retention, productivity,
customer satisfaction, innovation, and quality. They also require less training time,
experience less illness, and have fewer accidents. Employee satisfaction is the minimum
entry fee that needs to be met in order for an employee to be fully engaged.
An engaged employee is always motivated to do more than the basic minimum duties needed
to keep his/her job secured. A satisfied employee, on the other hand, is merely contented or
feels happy in his/her present status quo.

Satisfaction and Engagement Semantics
Many people use the terms "satisfaction" and "engagement" to refer to not just the basic core
needs of job satisfaction, but also the added meaning, motivation, and commitment of
"engagement". There is nothing wrong with that. As long the company is measuring and
striving for the elements that are included in the definition of engagement, it really does not
matter what we call it.
Research Methodology
Scope
The present study was conducted in 16 companies from public and private sector
organizations in and around Hyderabad and Secunderabad. The nature of industries included
manufacturing, service and banks.
Population of the study
The population of the study includes 28,650 employees working in the organizations chosen
for the research study.
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Sample
The sample included 220 employees working in the department of Human Resources having
more than 5 years of experience.
Sample size
The sample size includes 90 employees working as Human Resource Managers in the
organizations chosen as the sample for the study. In this research six companies were chosen
as the sample. Kothari (1990) defines sampling as the process of selecting or drawing a
sample of individuals from the total population to be studied; while a sample is that part of
the universe population which is selected for the purpose of investigating and making
generalization about the population characteristics.

Sampling Procedure
For the sake of this research two main methods of sampling techniques were employed.
These were proportionate random and simple random sampling. This was done in order to get
relatively equal representation from the selected companies. Proportionate sample of 50% of
employees from each organization was taken. This was meant to give relatively equal
chances to employees of both companies so that final findings could reflect the real situation
prevailing in the public sector and private sector organizations.

Data Collection Methods
 Primary Data
The

primary data

were

collected

through

Delphi

method,

questionnaires,

semi‐ structured interviews and focus group discussions (FGD). An explanation of the
research instruments is presented below.


Delphi Technique
To gather the opinion of experts in Human Resource Management, Delphi Technique has

been put to use.


Questionnaire
Based on a review of relevant literature and personal interviews with HR managers in

the field, the final form of questionnaire was prepared.


Mode of Questionnaire Development
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Multiple choice questions were employed with Likert scales so that respondents could
indicate the ‘intensity’ of their attitude towards each aspect of their job. The Likert scale had
a range of options from ‘Strongly Agree’ to ’Strongly Disagree’ where 1 stands for -Strongly
Disagree; 2-Disagree; 3-Neutral; 4-Agree; 5-Strongly Agree.


Structure of the Questionnaire
A detailed explanation, and a copy of the questionnaire, is available in Appendix I.
Section (A) is Demographic Information. This part sought respondent’s demographic

details: age, gender, the state they work for, their experience and qualifications. Section (B) is
Employee Relations and Communications.
 Secondary Data Secondary data has been collected from journals, magazines, books,
articles , websites etc.
Table 3 Population of the study
Variables

Number of employees

(n=100)
Public sector

45

Private sector

45

Total

90

Data Analysis
Data analysis is a process that involves editing, coding, classifying and tabulating the
collected data. In this study the researcher used both qualitative and quantitative data analysis
techniques. Qualitative data, particularly responses from interviews, and questionnaire were
analyzed following the phenomenographic approach. This approach essentially involves a
thorough and repeated reading of all the written responses of each respondent, underlining the
main ideas and then extracting the core meaning. The data collected was coded, entered in the
computer and cleaned. The data was then processed, analyzed and presented using frequency
tables and pie charts. Microsoft Excel was used to draw graphs, tables, cross-tabulation and
charts. The qualitative information was then analyzed and interpreted.
Tools used
The tool used for hypothesis testing was Karl Pearson’s Coefficient Correlation. The research
hypothesis states that career training and development is not positively related to performance
appraisal. The null hypothesis, which is assumed to be true until proven wrong, is that there is
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really no relation between these two populations. Mean and Standard deviation have been
used to find out the responses. Mean is the simple mathematical average of a set of two or
more numbers. Standard deviation (SD) is a measure of the dispersion of a set of data from its
mean. The more spread apart the data, the higher the deviation. Standard deviation is
calculated as the square root of variance.
Hypotheses: Ho: Employee engagement is not positively related to employee satisfaction.
Ha: Employee engagement is positively related to employee satisfaction.
Results and Discussions
Table 4: Employee engagement Constructs: A Reflection of the Human Condition –
Mean and Standard Deviation of Employees Agreeing and Disagreeing
S.N Employee engagement Constructs
Mean SD
1

Do you agree amount of work expected is reasonable?

4.3

0.5164

2

Do you agree you can use your skills?

4.1

0.40825

3

Do you agree work assigned to you is interesting?

4

0.63246

4

Do you agree company provides an environment where diverse individuals can 4.5

0.54772

work efficiently?
5

4.4

Do you agree your ideas are treated with respect?

Table 5: Employee engagement Constructs: Frequency and Percentages of Employees
Agreeing and Disagreeing
S.N

Employee engagement Constructs

SDA

DA

N

A

SA

1

Do you agree amount of work expected 0
is reasonable?
[0%]

0
[0%]

10
[11.1%]

80
[88.8%]

0
[0%]

2

Do you agree you can use your skills?

0
[0%]
Do you agree work assigned to you is 0
interesting?
[0%]

0
[0%]
0
[0%]

0

30
[33.3%]

70
[77.7%]
30
[33.33%]

20
[22.2%]
30
[33.33%]

4

Do you agree company provides an 0
environment where diverse individuals [0%]
can work efficiently?

0
[0%]

0
[0%]

70
[77.7%]

20
[22.2%]

5

Do you agree your ideas are treated 0
with respect?
[0%]

0
[0%]

0
[0%]

0
[0%]

90
[100%]

3

45

[0%]

0.75277
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Table 6: Employee satisfaction Constructs: Mean and Standard Deviation of Employees
Saying Yes and No
S.N Employee satisfaction Constructs

Mean

SD

1

Do you feel proud to work for your company?

3.8

0.51

2

Do you feel satisfied with the training provided for current job?

4

0.94

3

Do you feel satisfied with training offered for advancement?

4.4

0.86

4

Do you feel secured in your job?

4.2

0.65

5

Do you feel you can voice your opinion without fear?

4.1

0.46

Table 7: Employee satisfaction Constructs: Frequency and Percentages of Employees
Saying Yes and No
S.N Employee satisfaction Constructs

No

Rarely Not

Often

Yes

45
[50%]
20
[22.2%]
60
[66.6%]
20
[22.2%]
70
[77.7%]

45
[50%]
60
[66.6%]
20
[22.2%]
70
[77.7%]
20
[22.2%]

sure
1
2
3
4
5

Do you feel proud to work for your company?

0
[0%]
Do you feel satisfied with the training provided for 0
current job?
[0%]
Do you feel satisfied with training offered for 0
advancement?
[0%]
Do you feel secured in your job?
0
[0%]
Do you feel you can voice your opinion without 0
fear?
[0%]

0
[0%]
0
[0%]
0
[0%]
0
[0%]
0
[0%]

0
[0%]
10
[11.1%]
10
[11.1%]
0
[0%]
0
[0%]

Findings and Discussions
This section presents the research findings and discussion of the results with reference to the
specific research objectives.

Impact of Employee engagement on Employee satisfaction
The study sought to find out the impact of Employee engagement on Employee
satisfaction. The results obtained were as shown in table 8 below.
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Table 8: Employee engagement on Employee satisfaction
s.n

Factor

frequency %

1

Strongly disagree

0

0

2

Disagree

0

0

3

Neutral

40

8.8

4

Agree

250

55.5

5

Strongly agree

160

35.5

total

450

100

Frequency Employee engagement
100 %
80%
60%
40%
20%

0

1

2

3

4

5

Factor

Frequency of Employee satisfaction
s.n

factor

frequency %

1

No

0

0

80%

2

Rarely

0

0

60%

3

Not sure

20

4.4

40%

4

Often

215

47.7

20%

5

Yes

215

47.7

total

450

100

100%

0

1

2

3

4

5

Factor
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As shown in the above figure, 0% of respondents gave response as “No” and 0% “Rarely”.
4.4% are not sure and 47.7% gave responses as “Often” and “Yes” that Employee
engagement helps in inculcating Employee satisfaction.
Table 9: Pearson Correlation Between Employee engagement on Employee satisfaction
S.N
1
2
3
4
5

X
23
26
24
25
29
∑X = 127

Y
25
28
25
24
29
∑ Y =130

X2
5.76
0.36
1.96
0.16
12.96
∑ x2 =21.2

Y2
1
4
1
4
6
∑
16

XY
2.4
1.2
1.4
0.8
10.8
y2 = ∑xy
=16.6

r=0.909
1]coefficient of determination= 0.909 x 0.909 [r2] =0.826,2] coefficient of non-determination =
1-0.826 = [1-r2]=0.174,3] determination of alienation = √0.174 = [√1-r2]=0.417,4]significance
of correlation = P.E.= 0.6745 x 1-r2/√N =0.052,. 0.909 > 0.052 ; r>6P.E ; Coefficient of
correlation is certain ; r is significant. The value 0.909** shows the correlation is significant at
0.05 level. There is a significant association between Employee engagement and Employee
satisfaction. Hence, Ho is rejected. Ha is accepted.
Recommendations
Employee engagement is a tool that managers can utilize to help employees bridge the gap
between their present level of performance and their desired level of performance. The
challenge for the organization is to design engagement options that give employees the
information or skills they need and then measure whether those employee engagement options
were effective in producing desired outcomes.
Employee satisfaction plays a very significant role in increasing the level of productivity in an
organization. A satisfied employee is a happy employee and will maintain good atmosphere at
workplace.
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Conclusion
A global economy of endless competition has placed demands on employers never before
seen. Employers face the problems of maintaining high productivity, and low employee
turnover. The companies who fail to improve job satisfaction lose their talented people to the
competitors. Job satisfaction is critical to high productivity, motivation. Employers face the
challenges of finding ways to increase job satisfaction so their businesses stay competitive.
Hence arises the need for the employers to keep their workforce engaged and satisfied with
their jobs.
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ANNEXURE I
Part A {Respondent Details}
Name:
Designation:
Organisation:
Total work experience in years:
Part-B
S.N
1
2
3
4
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Gender:
Age in years:
Educational qualifications

Employee engagement Constructs
Do you agree amount of work expected is reasonable?
Do you agree you can use your skills?
Do you agree work assigned to you is interesting?
Do you agree company provides an environment where diverse individuals can
work efficiently?

SDA
1
1
1
1

DA
2
2
2
2

NE
3
3
3
3

AG
4
4
4
4

SA
5
5
5
5

Note: SDA-Strongly disagree, DA-Disagree, NE-Neutral, AG-Agree, SA-Strongly agree
S.N Employee satisfaction Constructs
No
1
Do you feel proud to work for your company?
1
2
Do you feel satisfied with the training provided for 1
current job?
3
Do you feel satisfied with training offered for 1
advancement?
4
Do you feel secured in your job?
1
5
Do you feel you can voice your opinion without fear?
1
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Rarely
2
2

Not sure
3
3

Often Yes
4
5
4
5

2

3

4

5

2
2

3
3

4
4

5
5
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ABSTRACT
Indian economy is on the path to witnessing growth in many sectors. In finance industry
particularly banking is one of the fast growing competitive sectors. In the area of banking,
many public, private and foreign banks are operating with variety of services offered to the
customers using new technology. To delight the customers banks are providing high quality
services for their needs. This study has tried to find out the impact of SERVQUAL dimensions
on bank loyalty. Structured questionnaire was used to collect data from customers. For
analysis various statistical techniques such as percentage, mean, standard deviation and
regression analysis have been applied.
KEYWORDS: Banking, Technology, Services, SERVQUAL, Regression

INTRODUCTION
Banking operations are becoming increasingly customer dictated as competition is increasing
with the entry of private players as well as foreign banks. The demand for 'banking
supermalls' offering one-stop integrated financial services is well on the rise. The ability of
banks to offer clients’ access to several markets for different classes of financial instruments
has become a valuable competitive edge. Convergence in the industry to cater to the changing
demographic expectations is now more than evident. Bank assurance and other forms of cross
selling and strategic alliances will soon alter the business dynamics of banks and fuel the
process of consolidation for increased scope of business and revenue. The thrust on farm
sector, health sector and services offers several investment linkages. In short, the domestic
economy is an increasing pie which offers extensive economies of scale that only large banks
will be in a position to tap. With the phenomenal increase in the country's population and the
increased demand for banking services, speed, service quality and customer satisfaction are
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going to be key differentiators for each bank's future success. The development of banking
industry in rural and semi urban areas is the other challenging area of the banks to provide
customer satisfaction with respect to available limited resources in rural and semi urban
areas. Thus it is imperative for banks to get useful feedback on their actual response time and
customer service quality aspects of retail banking, which in turn will help them take positive
steps to maintain a competitive edge.
The working of the customer's mind is a mystery which is difficult to solve and
understanding the nuances of what customer satisfaction is a challenging task. This exercise
in the context of the banking industry will give us an insight into the parameters of customer
satisfaction and their measurement. This vital information will help us to build satisfaction
amongst the customers and customer loyalty in the long run which is an integral part of any
business. The customer's requirements must be translated and quantified into measurable
targets. This provides an easy way to monitor improvements, and deciding upon the attributes
that need to be concentrated on in order to improve customer satisfaction. We can recognize
where we need to make changes to create improvements and determine if these changes, after
implementation, have led to increased customer satisfaction. "If you cannot measure it, you
cannot improve it." - Lord William Thomson Kelvin (1824-1907).
Parasuraman et al. (1985) proposed that service quality is a function of the differences
between expectation and performance along the quality dimensions. The success or failure of
service organization depends on its service quality. Many studies have been conducted for
testing the service firm success and its service quality through SERVQUAL which was
proposed by Parasuraman et al. (1985). According to SERVQUAL model, service quality is
combination of Assurance, Responsiveness, Reliability, Tangibility (Physical aspects of
bank) and Empathy. The present study focuses on impact of these SERVQUAL dimensions
on loyalty with focuses on banks. Parasuraman et al. (1985) questionnaire with five
dimensions and 22 variables have been distributed to customers (Parasuraman et al
questionnaire have applied).

Review of Literature
Peter (1990) argued that in service industry like banking interface between customers and the
staff is quite close as there is a direct selling of services and schemes, which adds a new
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dimension to customer service in banks. The study concluded customer care as a critical
factor in the banking industry. According to Lowis (1990), the success of a service
organization depends on the satisfaction of customers. Gummesson (1991) stressed the
importance of reliability and user-friendliness in technology-based services. Bandyo
Phadhyaya (1994) in his study highlighted the importance of innovation in retaining the
customers in services. Pereira (1995) has identified the influencing factors in banking
business, which include mergers and acquisitions, deregulation, increased competition,
changing information systems and technology, and human resources with different skills.
Jacob Mankidy (2000) conducted a research on factors for low quality in bank services and
identified ignorance, overpowering, neglecting colleagues by bank managers as causes.
Mukesh Kumar, et al (2010) have studied SEVQUAL scale in conventional and Islamic
banks and find tangibility, reliability, competence, and convenience as its factors. Vimala D
(2007) scrutinized the extent to which facilities provided by private sector banks have
resulted in increased customer satisfaction level and suggested how improvements attained in
the existing facilities would increase the customer satisfaction level. Trivedi and Agarwal
(2009) examined and highlighted the five dimensions of customer satisfaction, that is,
tangibility, reliability, responsiveness, assurance and sympathy. A bank’s performance and
its strengths and weaknesses are evaluated with regard to a set of satisfaction parameters.
Keerthe and Vijayalakshmi (2009) examined the correlation of the perception level of
customer with the respondents’ demographic profile such as gender, age, and marital status,
number of family members, educational qualification, occupation and monthly income.
Balakrishnan (2010) viewed that the value of services provided should be measured in terms
of quality and quantity. The success of banks depends upon not only ‘just hitech’ but also
‘hightouch’ that is staying in touch with customers. Ghosh and Kailash (2010) measured the
satisfaction level of customers by using factors such as service quality, customer loyalty and
customer commitment. Customers’ knowledge about the services of a bank is also one of the
important factors to get complete satisfaction. Mishra (2010) in his study suggested adopting
different types of marketing strategies to retain and satisfy the customers. The bank has to do
everything to keep the customers happy even with small things. Dissatisfaction of the
customers is voiced through the complaints and rumors over the banking around general and
business population. The service of banking company depends on how services are offered to
customers which is ultimately in the hands of bankers. The efficiency of the employees will
show through their positive attitude towards customers and in welcoming them with a
humane approach. The dissatisfied services or problems identified in the study have been
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discussed by suitable suggestions for keeping the customer in the long run in the banking
dealings
Objectives
To study the demographic profile of the customers in the study area.
1. To explore impact of Servqual dimensions on bank loyalty.
Research Design

1

2

3

4

5

6

Gender
Male
Female
Age in Years
Below 25
26-35
36-45
Above 45
Marital Status
Married
Unmarried
Other
Monthly Income
Up to 10,000
10,001 to 15,000
15,001 to 20,000
Above 20,000
Educational Status
Undergraduates
Graduates
Postgraduates
Others
Employment Status
Self-Employed
Service-Related Work
Professional
Others

Source: Primary data
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270
105

72
28

75
105
135
60

20
28
36
16

240
120
15

64
32
4

90
135
105
45

24
36
28
12

90
150
75
60

24
40
20
16

120
135
90
30

32
36
24
8
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Type of design – Descriptive research – which describe the service quality and loyalty of
banks
Sampling method and sample size- Convenience sampling & size of 375 sample
respondents (It covers three revenue divisions i.e., Ananthapur, Dharmavaram and
Penukonda of Ananthapur District)
Data Analysis
The study of demographic features is also useful in formulating the bank’s marketing
strategy. The demographic profile of the respondents is framed in Table 1.
Table 1 shows that among the 375 respondents, 72% were male and 28% female. Further,
age wise, 20% were in the age group of below 25 years, 28% in the age group of 26 to 35,
36% in the age group of 36 to 45 and 16% in the age group of 45 years above. As for marital
status, 64% were married, 32% were single and only 4% consisted of others.
The survey shows that 24% of the respondents come under the income group of below
Rs.10,000, 36% are in the group of Rs. 10,001 to 15,000, 28% lie between Rs.15,001 to
20,000 and only 12% in the group of above Rs.20,000. Similarly the education level shows
that 24% are undergraduates, 40% graduates, 20% postgraduates and 16% others. Further in
employment status, 32% are self-employed, 36% are engaged in service related work, 24%
are professionals and 8% in other jobs.
Impact of Servqual Dimensions on bank loyalty
Regression analysis with bank loyalty has dependent variable and assurance, responsiveness,
reliability, tangibility, empathy as independent variables have performed. The results are
presented below;
Table-2: Model Summary
Model Summaryb
Model
R
R Square
Adjusted R
Std. Error of the
Square
Estimate
a
1
.784
.614
.609
.53573
a. Predictors: (Constant), Assurance, Responsiveness, Reliability, Tangibility, Empathy
b. Dependent Variable: Bank Loyalty
Source: Primary data
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R – “R” is the correlation between the observed and predicted values of dependent variable.
For the present study it is .784
R-Square - This is the proportion of variance in the dependent variable (Bank loyalty)
which can be explained by the independent variables (Assurance, Responsiveness,
Reliability, Tangibility, and Empathy). This is an overall measure of the strength of
association and does not reflect the extent to which any particular independent variable is
associated with the dependent variable. For the present study R Square value is .614
Adjusted R-square - This is an adjustment of the R-squared that penalizes the addition of
extraneous predictors to the model. Adjusted R-squared is computed using the formula 1 ((1 - Rsq)((N - 1) /( N - k - 1)) where k is the number of predictors. Here, Adjusted R
Square value is .609
Std. Error of the Estimate - This is also referred to as the root mean squared error. It is the
standard deviation of the error term and the square root of the Mean Square for the Residuals
in the ANOVA table (see below).

Table-3: ANOVA
Model
1

Regression
Residual
Total
Source: Primary data

Sum of
Squares
167.072
105.046
272.118

Mean Square
33.414
.287

F

Sig.

116.422

.000b

For the present study ANOVA is significant (0.000). It means regression model predicts the
dependent (bank loyalty) variable significantly well.
In linear regression analysis the test tests the null hypothesis that the coefficient is 0. The ttest finds that both intercept and variable are highly significant (p < 0.001) and thus we
might say that they are different from zero. This table also includes the Beta weights (which
express the relative importance of independent variables) and the collinearity statistics.
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Table-4: Coefficients
Model

Unstandardized
Coefficients
B

1

(Constant)
Assurance
Responsiveness
Reliability
Tangibility

Empathy
Source: Primary data

-.119

Std.
Error
.099

.143
.166
.271
.204
.159

.051
.055
.048
.034
.047

Standardized
Coefficients

t

Sig.

1.204
2.789
3.022
5.663
6.005
3.408

.229

Beta

.146
.163
.295
.280
.166

.006
.003
.000
.000
.001

95.0%
Confidence
Interval for B
Lower
Upper
Bound Bound
-.314
.076
.042
.058
.177
.137
.067

In present study, reliability has highest B value (.271) followed by tangibility (.204),
responsiveness (.166), empathy (.159) and assurance (.143). Means, reliability contributes
more for bank loyalty followed by tangibility, responsiveness, empathy and assurance.

Table-5: Coefficients
Zero-order

Correlations
Partial

.594
.626
.578
.547
.613
Source: Primary data

.144
.156
.284
.299
.175

Part
.091
.098
.184
.195
.111

Collinearity Statistics
Tolerance
VIF
.385
.360
.388
.486
.446

2.598
2.774
2.575
2.056
2.241

Multi-collinearity is a big problem for regression its violation impact the results. Multicollinearity exists when Tolerance is below .1; and VIF is greater than 10 . In this case, there
is not multi-collinearity.
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Limitations of the Study
The geographical scope of the study was limited to Ananthapur District and does not
represent the whole state.

Conclusion
In the modern marketing environment consumers are becoming more and more demanding
hence, the market is glutted with endless products and countless brands. Because of these
countless products and brands organizations are getting in to disastrous condition in the
competition. All organizations are following a single panacea from escaping this disaster i.e.
loyalty. Research shows that 80 per cent profit of organizations comes from 20 per cent loyal
customers. Hence, companies need to focus on loyalty. As per the present study bank loyalty
depends on the following order of SERVQUAL dimensions; reliability contributes,
tangibility, responsiveness, empathy and assurance.
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ABSTRACT
Forecasting is essential for decision making, unless insurance or hedging is selected to deal
with the future. Forecasting the market value of a share is a difficult task. But stochastic
science makes it easy. Forecasting with moving average model still holds its place in
stochastic science because of perfection with trouble-free calculation. Present study aims at
testing the moving average model fit for forecasting the market value of shares. For this, the
closing prices of the shares of State Bank of India (SBI) and Wipro Pvt Ltd from 01-Jan-2013
to 01-Oct-2015 have been utilized from BSE. The model fit has been done with SAS software.
KEYWORDS-: Decision making, Forecasting, SBI, Moving average, Wipro pvt ltd

INTRODUCTION
“Forecasting is essential for decision making, unless insurance or hedging is selected to deal
with the future” (Armstrong, 1988). “For this reason stock price forecasting has attracted
tremendous attention of researchers over the past several decades” (Sang Thanh Do et.al)
Many techniques have been proposed so far to deal with the forecasting (Sang Thanh Do
et.al). “Cost, user's technical ability, problem specific characteristics and desired forecasting
method characteristics are equally important for the selection of a forecasting technique”
(Wheelwright and Clarke, 1976). We can forecast the future results either qualitatively or
quantitatively. Quantitative forecasting methods include: moving average, exponential
smoothing, regression, straight-line projection, Box-Jenkins, etc. Qualitative forecasting
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methods include: sales force composite, executive opinion and customer expectations
(Mentzer & Kahn, 1995). Another classification of forecasting techniques is time-series,
causal, and judgmental. Based on past data, time series forecasting techniques estimate future
results. They include; moving average, exponential smoothing, decomposition, moving
average, exponential smoothing, and Box-Jenkins. In causal models, forecasting results are
estimated based on predictable factors. These include regression. If intuition, opinions, and
probability are used to forecast the future results that method is Judgmental method. These
techniques include expert opinion, sales force composite, Delphi, customer expectations, etc
(Wilson & Keating, 1998). We can forecast the future with three time periods: short-term
(less than three months), medium-term (three months to two years) and long-term (more than
two years). The short-term forecast is used for the daily operations. The long-term forecast is
used more for strategic planning (DeLurgio & Bhame, 1991).
“Established in 1875, BSE (formerly known as Bombay Stock Exchange Ltd.), is Asia's first
and the Fastest Stock Exchange in the world with the speed of 6 micro seconds and one of
India's leading exchange groups. Over the past 140 years, BSE has facilitated the growth of
the Indian corporate sector by providing it an efficient capital-raising platform. Popularly
known as BSE, the bourse was established as "The Native Share & Stock Brokers'
Association" in 1875. BSE is a corporatized and demutualised entity, with a broad
shareholder-base which includes two leading global exchanges, Deutsche Bourse and
Singapore Exchange as strategic partners. BSE provides an efficient and transparent market
for trading in equity, debt instruments, derivatives, mutual funds. It also has a platform for
trading in equities of small-and-medium enterprises (SME). More than 5500 companies are
listed on BSE making it world's No. 1 exchange in terms of listed members. The companies
listed on BSE command a total market capitalization of USD 1.64 Trillion as of Sep 2015. It
is also one of the world's leading exchanges (5th largest in September 2015) for Index options
trading. BSE also provides a host of other services to capital market participants including
risk management, clearing, settlement, market data services and education. It has a global
reach with customers around the world and a nation-wide presence. BSE systems and
processes are designed to safeguard market integrity, stimulate growth, innovation
&competition across all market segments”.
“BSE is the first exchange in India and second in the world to obtain an ISO 9001:2000
certification. It is also the first Exchange in the country and second in the world to receive
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Information Security Management System Standard BS 7799-2-2002 certification for its OnLine trading System (BOLT). It operates one of the most respected capital market educational
institutes in the country (the BSE Institute Ltd.). BSE also provides depository services
through its Central Depository Services Ltd. (CDSL) arm. BSE's popular equity index - the
S&P BSE SENSEX - is India's most widely tracked stock market benchmark index. It is
traded internationally on the EUREX as well as leading exchanges of the BRCS nations
(Brazil, Russia, China and South Africa). BSE has won several awards and recognitions that
acknowledge the work done and progress made like India Innovation Award for the Big Data
implementation , ICICI Lombard & ET Now Risk Management BFSI Company 2013,
SKOCH Order of Merit Certificate was awarded to BSE for E -Boss for qualifying amongst
India's Best 2013, The Golden Peacock Global CSR Award for its initiatives in Corporate
Social Responsibility, NASSCOM - CNBC-TV18's IT User Awards, 2010 in Financial
Services category, Skoch Virtual Corporation 2010 Award in the BSE St AR MF category
and Responsibility Award (CSR) by the World Council of Corporate Governance.
REVIEW OF LITERATURE
T.C.E. Cheng et. al (1990) have forecasted a stock price with the help of multiple regression
technique. The results show that unemployment rate, trade balance, consumer price index and
money supply are all significant in leading the stock price index. Prateek Sharma and Vipul
(2015) have investigated the advanced GARCH models in forecasting the variance of stock
indices by employing 21 stock indices of the world for the period 1 January 2000 to 30
November 2013. The results confirmed the outperformance of advanced GARCH models
over the standard GARCH model. Rebecca Abraham (2005) has tested the Miller price
optimism model using a new proxy for heterogeneous expectations. Ralf Östermark, (1999)
has investigated the

predictability of Scandinavian stock returns with the help of factor

analysis. Three factors are extracted by principal components factor analysis. The
VARIMAX rotated factor loadings matrix clearly suggests the presence of geographically
distinguished returns generating factors: Europe, Asia and America.
Noraddin Mousazadeh Abbassi et al (2014) have predicted the stock market index of the
Tehran Stock Exchange using the compound method of fuzzy genetics and neural network.
The results indicated superiority of the designed system in predicting price index of the
Tehran Stock Exchange. Elli Pagourtzi (2008) has demonstrated the capabilities of PYTHIA
forecasting platform, to compare time series forecasting techniques. Hung‐Gay Fung et al
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(1990) have examined the daily and weekly stock index futures. The results showed that for
daily forecasting, the martingale method outperforms stepwise autoregressive and
exponential smoothing methods. However, for weekly forecasts, the stepwise autoregressive
method is the best. Stanley C.W. Salvaiy (1997) has examined the accounting variable and
stock price determination. Periklis Gogas and Apostolos Serletis (2009) have applied an
autoregressive conditional heteroscedasticity (ARCH)‐type model to capture the time‐varying
conditional variance of Alberta electricity prices. Matthew Lindsey and Robert Pavur (2014)
have studied the superiority of non-Bayesian approach to spare parts forecast than Bayesian
approach. Advanced stochastic models like ARIMA, GARCH, fuzzy genetics, neural
network etc., were tested for efficiency in forecasting. These models require advance
statistics hence it is difficult for investors to perform these models. Hence, the present study
is undertaken with moving averages.
OBJECTIVES
The objective of the present study is to fit the moving average model for share price
forecasting.
METHODOLOGY
Sources of data collection
The data required for the study is collected from secondary data. Secondary data for the
present study has been collected from BSE website, magazines, hand books, journals, theses
and text books. the closing prices of the shares of State Bank of India (SBI) and Wipro Pvt
Ltd from 01-Jan-2013 to 01-Oct-2015 have been collected from BSE.

Tools of analysis
Secondary data was properly analyzed by using moving average method. Interpretations are
made and accordingly significant findings are represented by mean of graphs.
Linear form of 5-Day Moving Average Model
The 5- day moving average model in linear form can be represented as
X t = a0 + a1 Xt-1+ a2 Xt-2+ a3Xt-3+ a4 Xt-4+ a5Xt-5
Where:
a0, a1, a2, a3, a4 and a5
 Are unknown constants
 Are determined by principle of east squares
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Xt
 It is stochastic variable
 It is market value of a share on the tth working day
The suitability of model for given data can be identified as R2, Adjusted R2 and Mean Square
Error (M.S.E.). M.S.E calculates the gaps between actual values and predicted values. The
significance between actual values and predicted values are calculated by using t-test.
DATA ANALYSIS AND FINDINGS
A) SBI Data- Fitting of 5-Day Moving Average Model
In general, an average stock markets get '5' working days if holidays and Sundays are
excluded. Thus it is more appropriate to calculate '5' day trend values instead of otherwise.
The following table-1, 2 and 3 presents the data regarding SBI shares.
Table-1: Analysis of variance for SBI data
Analysis of variance
Source

DF

Sum of squares

Mean square

F-value

Pr>F

Model

5

557189717

111437943

3824.00

0.0001

Error

690

20107765

29142

Corrected

695

577297482

total
Source: Primary data
Table-1 furnishes data about analysis of variance of SBI share. From the table we can
conclude that F test is significant for SBI share data.
Table -2: Root MSE, R-square and Adjusted R-square for SBI data
Root MSE

170.70937

R-Square

0.9652

Dependent mean

1489.11092

Adj R-sq

0.9649

Coeff Var

11.46384

Source: Primary data
Table-2 presents the details about Root MSE, R-square and Adjusted R-square values of SBI
share prices for 5-day moving average model. R-square value is 0.9652, Adjusted R-square
value is 0.9649, Root MSE is 170.70937 and Mean square is 29142. From this we can
conclude that 5-day moving average model explain 96.52 per cent of variability in market
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value of SBI share. Hence, 5-day moving average is a perfect model for prediction of future
market value of SBI share.

Table-3: Parameter Estimates of SBI data
Parameter Estimates
Variable

DF

Parameter

Standard

Estimate

Error

t value

Pr> I t I

Intercept

1

29.96689

12.49260

2.40

0.0167

Priceday-1

1

0.99087

0.03807

26.03

<.0001

Priceday-2

1

-0.00850

0.05359

-0.16

0.8741

Priceday-3

1

-0.00903

0.05359

-0.17

0.8662

Priceday-4

1

0.00226

0.05359

0.04

0.9663

Priceday-5

1

0.00637

0.03805

0.17

0.8672

Source: Primary data
[

The 5-day moving average model for prediction of future market value of SBI share for
observed data is as follows;
X t =29.96689+ 0.99087 Xt-1-0.00850Xt-2-0.00903Xt-3+ 0.00226 Xt-4+ 0.00637Xt-5
Diagram-1: Fit Diagnostics for Market value
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Diagram-2: Residual by Regressors for Market value

B) Wipro Pvt ltd Data- Fitting of 5-Day Moving Average Model
The following table-4, 5 and 6 furnishes the data regarding 5-day moving average of Wipro
pvt ltd shares.
Table-4: Analysis of variance for Wipro pvt ltd Pvt. Shares
Analysis of variance
Source

DF

Sum of squares

Mean square

F-value

Pr>F

Model

5

4437885

887577

3792.10

<.0001

Error

690

161501

234.05963

Corrected total

695

4599386

Table-4 provides data about analysis of variance of Wipro pvt ltd Pvt. Shares. From the Table
we can conclude that F test is significant.
Table -5: Root MSE, R-square and Adjusted R-square for Wipro pvt ltd Pvt.
Shares
Root MSE

15.29901

R-Square

0.9649

Dependent mean

516.37277

Adj R-sq

0.9646

Coeff Var

2.96278
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Table-5 gives the details about Root MSE, R-square and Adjusted R-square values of Wipro
pvt ltd Pvt. Share prices for 5-day moving average model.

R-square value is 0.9649,

Adjusted R-square value is 0.9646, Root MSE is 15.29901 and Mean square is 234.06. The
5-day moving average model for Wipro pvt ltd Pvt. explains 96.49 per cent of variability in
market value of share. For this reason, 5-day moving average is an ideal model for prediction
of future market value of Wipro pvt ltd Pvt. Share.
Table-6: Parameter Estimates of Wipro pvt ltd Pvt. Shares
Parameter Estimates
Variable

DF

Standard
Error
3.80160

t value

Pr> I t I

1

Parameter
Estimate
7.80288

Intercept

2.05

0.0405

Priceday-1

1

0.95838

0.03807

25.17

<.0001

Priceday-2

1

0.00052765

0.05272

0.01

0.9920

Priceday-3

1

-0.00237

0.05273

-0.04

0.9641

Priceday-4

1

0.01874

0.05274

0.36

0.7224

Priceday-5

1

0.00908

0.03809

0.24

0.8117

The 5-day moving average model for prediction of future market value of Wipro pvt ltd Pvt.
Shares share for observed data is as follows;
X t =7.80288+ 0.95838Xt-1+0.00052765Xt-2-0.00237Xt-3+ 0.01874Xt-4+ 0.00908Xt-5
Diagram-3: Fit Diagnostics for Market value
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Diagram-4: Residual by Regressors for Market value

Source: Primary data

CONCLUSION
Forecasting the market value of a share is a difficult task. But, stochastic science makes it
easy. Forecasting with moving average model still holds its place in stochastic science
because of perfection with trouble-free calculation. It is once again confirmed through
present samples of SBI and Wipro that the model helps in finding out the future price of the
share. For SBI and Wipro shares 5- day moving average model explains 96.52 per cent and
96.49 per cent of certainty in market value of share respectively. This type of models gives
insights for future investment.
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