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ABSTRACT 
 

Opening the financial newspapers may give the impression that the drivers of value creation 

in today’s economy are equivalent to financial capital and, well, more financial capital. 

However, very seldom is the role of human resources in the value creation of companies 

celebrated in the same fashion as financial capital and other types of scarce resources, despite 

the fact that flexibility and the ability to acquire and utilize new knowledge seems important 

in today’s globally-oriented competitive environment. In the last couple of decades, the 

speed of change in the business landscape has continuously accelerated, and during the early 

years of the new millennium the knowledge-based society along with rising globalization 

and the developments in the BRIC economies ensured that this momentum continued to 

surge. Human Resources are key to the success of any organization. Employees or human 

resources bring in with them essential skills and competencies which ensure organization 

achieves goals. However, HR as a function has to have a permanent presence in the company 

board which though is an evolving thought. Employees and competences may comprise 

important factors of corporate performance and perhaps it is even the case that the role of 

human resources and competences constitute greater and greater proportions of corporate 

values in a society that is moving away from industrialization and capital and towards 

innovation and knowledge as the backbone of industrial competitiveness. In some streams 

of literature within accounting and management, especially the last couple of decades have 

given rise to discussions concerning the value of human resources; in some instances also 

analysed in the form of human and intellectual capital. This research intends to discern the 

quantitative and qualitative aspects of HR practices and thereby establish a concrete model 

which helps measure HR impact on business performance. Human Resource function plays 

an important role in the up-liftment of the organization. Several organs of the organization 

depend on human resources for their success. In this research we are trying to discern the 

impact of HR practices on the operational performance of Information Technology 

companies. 

In this research study, we also study the impact that HR practices have on different facets of 

organization which have linkages to organizations’ operational performance. This study was 

conducted with 524 employees of 51 IT organizations across 8 cities in India. HR practices 

like Training and Development, Recruitment, Compensation, Rewards and Recognition, 

Work-life balance and Employee Engagement were studies. A pilot study along with focus 

group discussions held helped discern 15 performance parameters which have linkages to 



  

 

organizational performance. A final questionnaire was administered post refinement for the 

final survey. Step wise regression analysis, discriminant analysis along with ANOVA and 

co-relation analysis was used to determine the outcomes of the research. The results reaffirm 

our belief in HR practices showing significant impact on performance parameters 
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CHAPTER – 1 

1      Introduction 
 

 

1.1 Introduction to the Study:  

Opening the newspapers may give the impression that the drivers of value creation in 

today’s economy are equivalent to capital and, well, more capital. However, very 

seldom is the role of human resources in the value creation of companies celebrated in 

the same fashion as financial capital and other types of scarce resources, despite the fact 

that agility and the ability to acquire and utilize new knowledge seems important in 

today’s globally-oriented competitive environment. In the last couple of decades, the 

speed of change in the business landscape has continuously accelerated, and during the 

early years of the new millennium the knowledge-based society along with rising 

globalization and the developments in the BRIC economies ensured that this momentum 

continued to surge. As new types of value propositions gradually emerged, so did new 

types of business models. As such, existing nodes of analysis for identifying sources of 

corporate value, such as knowledge and core management processes became obsolete 

for illustrating value creation. Accordingly, managers as well as external analysts of 

companies must recognize that business models are made up of portfolios of different 

resources and assets and, not merely traditional physical and other assets, and every 

company needs to identify their own relevant business model that links its unique 

combination of assets and activities to value creation. Hence, also the question of which 

role human resources play in the performance of the business model becomes important 

to address (Nielsen, Montemari, 2012). 
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Measuring HR performance is a challenge, even with many proponents of HR 

performance benchmarks and scorecards (Walker and MacDonald 2001; Feather 2008; 

Philips and Philips 2009; Mahoney-Phillips and Adams 2010). Without establishing 

clear and measurable benchmarks of performance, the strategic role of HR in firms 

remains hazy (Boudreau 2007). The HR function must establish credibility with line 

managers, by learning the language of business and being exposed to business realities. 

HR must find quicker ways to re-tool themselves as business’ strategic partners else 

they run the risk of being outsourced as firms look increasingly outside for the next HR 

leader (Salkey 2006; Ostrowski 2010). 

 

Research on business model performance has to a large extent focused on 

customer/product delivery, alignment of corporate risks and cost-revenue structures. 

The question therefore arises: “What is the role of human resources and competences in 

relation to business model success?” Despite the fact that the competence-based strategy 

literature, as well as a series intellectual capital based management models took their 

point of departure in the ability to mobilize and develop employee competences and thus 

also human resources, recent research seems to largely have ignored the role of human 

resources in the success of specific and generic business model set ups (Dr. Christian 

Nielse, Special issue on The role of human resources in business model performance : 

Journal of Human Resource Costing and Accounting). The human resources function 

within companies today needs to look at itself much more as a business, because that is 

how executives are looking at it and expecting it to operate (CIPD 2009 Market Wire 

2005 Kates 2006 Lawler 2006 Porter 2006 Ulrich 2009).  

 

Employees and competences may comprise important factors of corporate performance 

and perhaps it is even the case that the role of human resources and competences 

constitute greater and greater proportions of corporate values in a society that is moving 

away from industrialization and capital and towards innovation and knowledge as the 

backbone of industrial competitiveness. In some streams of literature within accounting 

and management, especially the last couple of decades have given rise to discussions 

concerning the value of human resources; in some instances also analysed in the form 

of human and intellectual capital. This research intends to discern the quantitative and 

qualitative aspects of HR practices and thereby establish a concrete model which helps 

measure HR impact on business performance. 
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1.2 Human Resource Management: 

Human Resource Management (HRM) has been the word that has been used to define 

all those systems made for the management of people inside any institution. The duties 

of an HR manager fall into 3 broad arenas: recruitment and selection, compensation and 

benefits and defining/designing work. Specifically, the aim of HRM is by optimizing 

the effectiveness of its employees, enhance the productivity of an organization.  

 

Till until recently, a company’s HR department was usually given the repute of lower 

ranks of the corporate hierarchy, in spite of the fact that its goal and agenda is to maintain 

and nurture what is often called -as the organization's greatest resource, its employees. 

Only in the recent years, the realization of the importance of HRM to a company's 

overall position and situation has risen tremendously. This realization of the importance 

of HRM extends even to the smallest of the businesses, for it is possible that they may 

not usually possess the similar quanta of HR requirements as the bigger companies, they 

too are rampant with employee management issues that could have a definite impact on 

overall health of the organization.  

1.2.1 Theories in Guiding the Human Resource Management: 

HRM principles and methods for employee management have been taken from 

theories available in diverse fields. Of course, it is not practical here to depict all the 

studied disciplines and other conceptual aspects that have shaped the richness and 

understanding of HRM in the modern world. Therefore, it is assumed that it is only 

relevant and important to give a bird’s eye view of some of the major theories which 

have formed or shaped the HRM thought process this day.  

Organisation life cycle theory  

Cameron & Whetton gave this theory in 1981 which is known as advanced 

organisation life cycle theory.  This theory speaks of organisational development 

right from its formation to growth to maturity to decline and finally death in some 

cases. According to this theory, workforce is the driving force at all stages. 

Organizations may not grow at the maturity stage or survive if there is no 

organisational structure in place which could support HR newness, readiness to 
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innovate, working with teams and performing in the best possible manner. This helps 

companies resist pressure from competition.  

Role behaviour theory  

This concept intends to discern and also forecast the behaviour related patterns of 

individuals and teams in the organisations. This can in turn help managers in decision 

making, and the steps they may take on people management and can also know the 

consequences for such decisions. Some of the learnings from the theory also include 

having the right environment and the setup for employees to enable them to be 

creative (Prachaska et al. 1982). It also talks about using rewards to inculcate and 

endorse positive behaviour in work, and repercussions to manage behaviour which 

is negative (Rogers 1983).  

Theory of Resource dependency  

This theory talks about dependency of the organizations on resources to attain 

competitive advantage. The better skilled the resources, the higher the advantage in 

terms of getting things done quickly or new developments to launch in the market. 

The greater the organisations are able to harness their resources, the more 

competitive they would become. Therefore, as per this theory resources are seen as 

the core of organisational power (Emerson 1962). However, if the organization is 

over dependent on external resources for its growth, it would be risky as there could 

be uncertainties that cannot be controlled by the organisation (Pfeffer & Solansick 

1978). Hence per this theory, the human resources are the important and scarce 

resources which should be selected appropriately, trained, nurtured and retained to 

ensure that competitive advantage to the firm. The human resources form the centre 

of this theory.  

Institutional theory  

The word ‘institution’ may mean different things to different audiences depending 

on their academic and professional orientations (Peters 2000). This theory however 

talks about a discipline that usually is a combination of politics, law, psychology, 

public administration, and economics. When things are taken and studied in totality, 

it helps to discern as to why some of decisions are implemented and their influence 

on the company.  

Transaction cost theory  

Transaction cost theory is the theory which is founded on the financial concept of the 

costs of doing business deals. The concept is that organizations will show growth if 
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the costs of interchanging resources in the organization are economical when 

compared to competition (Commons 1934; Coase 1984; Williamson 1998). These 

costs would cover structures which have rampant bureaucracy, methods and the 

implementation of job contracts. As a result, employment relationships which can 

lead to rising costs of exchange, should be reduced.  

Comparative advantage theory  

The core creator of this theory is the economics scientist by the name ‘David 

Ricardo’. He spoke about the specialisation and division of labour among countries 

and companies. Mr. Ricardo mentioned that that countries should manufacture only 

those things where they have a domestic comparative advantage as compared to the 

rest of the nations (Ricardo 1891). Taking cues from his theory,  nations as well as 

organizations have focused their energies on strengthening key and core internal 

capacity in order to have greater advantage as compared to the competitors and 

thereby reduce the per unit cost of production and distribution. When we talk about 

improving the organization’s internal capacities, it means having the right set of 

employees who are optimally utilised to make economical and superior quality of 

products as well as services (Porter 1980; Grant 1991).  

General systems theory  

All organizations need to interact with their internal as well as external environment. 

The inputs that the Organisations get from the external environment are analysed, 

understood and the outputs in the form of relevant action, strategy or decision are 

sent back to the outside milieu. The environment then sends feedback to the 

company. Buyers or consumers who form a part of the outside environment also send 

feedback. Hence companies can be seen as systems with parts and structures that are 

related and unified in such a way that if any one part or component fails, leads to the 

failure of another. As a result, the systems methodology to discerning firms considers 

the HR function as a part of the firm’s system. The organization also has other 

departments such as finance, development, marketing etc. It is pertinent for the 

company to do well and remain competitive and hence every function ought to help 

one other. The core input to the organization from the environment is the human 

resources.  
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1.2.2 Principles of Human Resources Management: 

Researchers all over comment that modern HRM is directed by many preponderant 

doctrines. Possibly the most important doctrine is the simplest realization that an 

organization’s employees are the most valuable assets of the company. No company 

could be successful if these resources are not effectively managed. Another directing 

principle, which may seem to be similar in scope, conveys that it is the responsibility 

of HR to discover, hire and develop employees whose talents and motives match 

with the vision, mission and future goals of the company. Other human resource 

management factors that impact the culture of the organization directly or indirectly 

through qualitative and quantitative parameters are also frequently called as key parts 

in corporate success. As summarized by Armstrong, "HRM is the strategic 

mannerism to acquire, motivate, develop and manage the organization's talent. 

HRM’s core objective is to shape an appropriate corporate culture, and introduce 

programs which are reflective and supportive of the core values of the enterprise and 

thereby which ensure its success." 

1.2.3 Evolution of Human Resources Function: 

Human Resources function has evolved over the past several centuries from being a 

labour and personnel oriented function to a value creation function. HRMS as a 

discipline and practices has evolved for more than a hundred years. The evolution has 

also happened in the management of people in an organization and has covered diverse 

areas dealing with human resources. Several managers and academicians through their 

conceptual understanding, experimentation, trial and error procedures, theory building 

have contributed to the present day development of the HRM theory, concept and 

practice (Farnham & Pimlott 1979; Storey 1989; Armstrong 1995). Essentially 

environmental factors, the yearning for knowledge, thought process on better ways of 

acquiring and utilizing labour have formed the basis and underlying forces behind the 

evolutions and development of HRM. The organizational environment was quickly and 

drastically changing and that encouraged and pushed the managers to improve the 

efficiency in the production and services delivery by increasingly hiring the best talent 

which can deliver the best results for the organization. This resulted in managers 

developing and coming up with techniques to manage employees or methods that 
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improved capacity to produce, reduced costs of delivering service and at the same time 

continuous availability of competent staff in the organization.  

The concept of HRM evolved as below: 

Era before industrial revolution – In this era, agriculture was in vogue and the society 

was primarily an agrarian economy with restricted production. The number of crafts, 

professions and other aspects were limited carried out usually within the village or a 

community with trainees or novices assisting the master craftsmen. Communication 

channels during this time were also limited. 

Era of industrial revolution (1750 to 1850) – This era saw the movement of the 

economy from pure agriculture to industry based economy. Large scale modernization 

and development of different modes of communication gave way to industrial setup. A 

dedicated department or function was then created to take care of employee’s wages, 

activities related to employee welfare and other related concerns. This led to rise of what 

we know as ‘Personnel Management with the major task as 

– Salaries or wages of the workers 

– Employee records 

– Employee’s healthcare and housing facilities 

The growth of Labour Union (1790) was a significant event that marked this era – The 

workers who were working in the industries or factories had to give long working hours 

and were paid very little wages. Since the conditions were not conducive to work, this 

led to growing unrest across the world. Workers throughout the globe initiated protests 

and this gave rise to the foundation of Labour unions. The Personnel Management 

department now had to cope with both the issues – labours on one hand and other 

stakeholders at the other. This function hence had to be proficient in politics as well as 

diplomacy. This led to the emergence of Industrial Relation or IR department.  

Era of Post Industrial revolution – After 1850, HRM saw a drastic evolution.  

Researchers across conducted diverse studies on HRMS. There were also many 

experiments which were conducted during this period which gave HRM a different and 

new meaning altogether. The importance of HRM as a function also grew. 

Here is a brief overview of the major theories released during this period: 

 The principles of scientific management given by F. W. Taylor (1857 to 1911) 

directed to the foundation of scientific HRM approach which dealt  in 

– Training of Staff or Workers  

– Maintaining uniformity of wages 
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– Attaining higher productivity. 

 Hawthorne studies were conducted by Elton Mayo & Fritz Roethlisberger (1927 to 

1940). The Observations and findings of the research done shifted the focus of the 

HRM function from enhancing employee’s productivity to increasing employee’s 

efficiency via superior job satisfaction. 

 Abraham Maslow’s Theory of Hierarchy of needs ( 1954) & Douglas McGregor 

Theory X and Theory Y (1960) – The research done led to a lot important 

observations which led to the movement from the administrative and laid back 

Labour Management or IR related approach to a more dynamic HRM methodology 

which treated employees as employees and hence valuable resource. 

Thanks to these principles and studies, Human resource management started gaining 

momentum and became progressively the line management function, with strong 

linkage to primary corporate operations. Some of the activities which comprise of 

Human Resource function are depicted below- 

1. Talent Acquisition 

2. Compensation and Benefits 

3. Learning and Development 

4. Performance based pay 

Strategic approach to Human Resource Management 

With the advent and enhancement in technology and knowledge based industries and 

the result of global competition, HRM is assuming an extremely significant role today. 

Its paramount achievement lies is in goal alignment of individuals and objectives with 

organization’s goals and objectives. SHRM or Strategic HRM focuses on actions that 

make the organization stand out from its competition and thereby make long term impact 

on the success of the organization.  
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Source:https://hrdictionaryblog.com/2012/10/28/evolution-of-human-resource-

management 18/12/2018.  

Figure 1.1: Evolution of HRM 

1.3 Evolving Focus of Human Resource Management: 

HRM has now transitioned to become that org function which deals with human resources 

the most important assets of the organization and provides leadership and guides on how to 

deal with problems related to people at all levels in the organization. The broad areas which 

fall under the purview of HRM are compensation and benefits, recruitment and selection, 

performance management, organizational development, health and safety, employee 

motivation, communication, learning and development and administration.  

HRM has also established itself as the strategy and most comprehensive approach used by 

organizations to manage people and its workplace culture and overall environment. Effective 

HRM has enabled employees to contribute in the most effective and productive manner to 

the overall direction of the organization and the achievement of the firm’s goals and 

objectives. HRM has moved away from the old age personnel, administration, and 

transaction based roles which are being now outsourced to a more strategic role. The HRM 

function is increasingly being expected to add value to the optimal utilization of employees 

in a strategic way and to ensure that the programs which are recommended and implemented 

for employees have a definite and measurable business impact.  
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Those days are a passé when HR folks would receive direction or instructions from the 

leadership as per their demands and thought process. HR has found itself at the leadership 

table or in the boardroom and recommends processes, approaches, and solutions that could 

help businesses improve their ability and their people’s ability to effectively contribute to 

the org. In the new avatar, HRM is now focussing on strategic direction and HRM metrics 

and measurements to validate their value to the organization. HR folks who are a part of 

Human Resource Management must exhibit their worth by ensuring their employer and 

company are safe from legal issues and the workplace chaos resulting therefrom. It is 

pertinent for the HR leaders to perform a balancing act and manage all the stakeholders 

whether it is internal employees or external like customers, shareholders or board members. 

Organizations can now not recognize the effectiveness and value of HR functions at their 

own peril. Organizations should transform their Human Resource Management function out 

of the old days to move to the new sunny days. Organizations which will do, will succeed. 

1.4 Introduction to the IT Industry:  

Besides being an industry in its own right, Information Technology is a field that enables 

businesses in all industries to leverage productivity, and function effectively in the modern 

global economy. It is a rapidly changing industry, with new technologies, systems and 

software constantly being developed. New information technology applications are being 

developed in healthcare, and it is a fast growing industry in the defence & security sector. 

Information Technology (IT) is a thing that has drastically changed the daily lives of many 

people, the ways businesses operate as well as the market competitiveness. IT comprises of 

design, development, implementation and management of computer-based information 

systems, in particular software applications and hardware. Today, it has grown to include 

major areas of computing and technology. The Information Technology-enabled Services 

(ITeS) industry provides services that are delivered over telecom or data network to a range 

of external business areas. The impact of IT on all the trade, industry and business have 

never been denied and it affects workers at all levels in the organisations, from the executives 

to middle managements and lower level workers. So, there is no way to deny that in the 

present complex socio-economic environment, computer-based information systems 

become one of the basic necessities of life, livelihood, business and trade. 
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1.5 Indian IT/ITeS Industry Profile:  

The amazing growth of the India’s service areas in general and IT/ ITeS sector in specific, 

has created humongous job opportunities (The IT software and service sector has been 

providing direct employment to approx. 2.8 and indirect employment to nearly 8.9 million 

people as per the 2012 report by NASSCOM) as compared to the other sectors of the 

economy. Ensuring Retention of employees has become a tasking challenge in the Business 

Process Outsourcing (BPO) and Information Technology enabled Services (ITeS) industries 

as the IT sectors have been witnessing high rate of employee turnover. The Associated 

Chambers of Commerce and Industry of India (ASSOCHAM), an industry body, stated that 

during December’10-April’11, the attrition rate in the Business Process Outsourcing (BPO) 

has increased from 40% to 55% during the same period last year (Business Standard, April 

14, 2011). ASSOCHAM, in its report on the IT, ITeS and BPO sector, has stated that attrition 

rate has fallen sharply to the level of about 15-20% from January to June’12 (The New Indian 

Express, August 6, 2012). It has been noticed that more than 2/3rd of IT professionals, who 

quit, have generally ventured for better career options within the same industry (Bhat and 

Kumar, 2011). As a result, it may be reasonably accepted that the problem of employees’ 

voluntary attrition is a considerable issue in the IT/ ITeS sector. The Indian information 

technology sector had started its journey in the early 1990’s when the US based companies 

began to outsource work to low cost and skilled talent in India. In the mid1990’s, major 

policy reforms had been made to recognize IT software as an industry to invest. The 

announcement of CSDT (Computer Software Data Tapes) policy, a notable turning point in 

the Indian software and IT industries liberalized exposure to the latest technologies to 

compete globally and to capture a global software exports. IT industry in India was in its 

course of maturity during the period of 1995 to 2000, with increased investment in R&D and 

infrastructure. The number of Indian firms grew in size India and was then increasingly 

becoming a product destination programme by 2000-2005 offering complex services like 

product management, go-to market strategies etc. In the same period, western firms set up 

number of captives in India. Year 2005 onwards the Indian firms had become multinational 

companies having delivery centres across the world (560 centres in 70 countries, as of 2011). 

IT services, Business Process Outsourcing (BPO), software product and engineering 

services and hardware is what the Indian IT/ITeS sector comprises of. It is evident from the 

researches by NASSCOM, Edelweiss and Aranca (2013) that the market size of Indian IT 

services had become US$ 52.0 billion during FY 2012 and over 76% of the revenue came 

from export market. The market size of BPO, software products and hardware was US$ 19.0 
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billion, 17.0 billion and 13.0 billion respectively during the same financial year (FY 2012). 

Approximately 84% of the revenue of BPO and over 76% of revenue of software and 

engineering services segment came from exports. The domestic market contributed 

significant share of hardware segment. Global In-House Centres (GIC), known as captive 

centres, is one of the chief group drivers of IT/BPO sector in the country. Disposal of skilled 

talent has been the foremost reason behind India’s advent as global outsourcing hub. Indian 

technology and BPO sector (including hardware) is estimated to have generated US$ 101 

billion in revenue during FY 2012 compared to US$ 88.1 billion in FY 2011, at a growth 

rate of 14.4%. As proportion of India’s GDP, the contribution of IT sector has risen to 7.5% 

in FY 2012 from 1.2% in FY 1998 (NASSCOM-Aranca Research, 2013). Despite global 

economic slowdown, the Indian IT sector had experienced a high growth at a CAGR 

(Compounded Annual Growth Rate) of 13.6% during FY2008-2012. The total export from 

the IT-BPO sector (including hardware) was estimated to reach US$ 69 billion during FY’12 

were the contribution of IT services accounted for around 58% and BPO commands a share 

of around 23.2% of total IT exports in the year 2011 from India. As per an estimated 

projection by NASSCOM, Indian IT/BPO exports is to reach US$ 175 billion by 2020. 

Indian IT market size is growing rapidly. As per the research done by several firms, TCS is 

the biggest player in the domain commanding about 10.1 % of total Indian IT/ITeS sectors 

revenue. Wipro (7.7 %) comes next to TCS followed by Infosys (7.0 %), Cognizant (6.1 %, 

2011 calendar year), HCLTech (4.3%) and Tech Mahindra (1.1%). It appears that these top 

six firms share around 36% of total industry revenue showing the market is fairly 

competitive. United States has traditionally been the largest importers of India’s exports. 

During FY12 over 60% of India’s IT-BPO exports were absorbed by US. US and U.K. 

together constitute 79% of India’s IT exports and the remaining percentage is accounted for 

the countries other than these two. However, going forward,  the demand from emerging 

countries is expected to show strong growth. Most of the Indian IT companies have 

developed worldwide networks and that in turn have boosted their growth in revenue, 

technology and innovation.  

1.6 Overview of Global and Indian IT Industry Scenario: 

Amongst the major IT/ITES companies, 35 of them are concentrated in certain places in 

India like Bangalore, Bhubaneswar, Cochin, Coimbatore, Chandigarh, Chennai, Delhi, 

Gurgaon, Hyderabad, Calcutta, Mysore, Madurai, Maneshwar, Mumbai, Noida, Pune and 
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Trivandrum. Bangalore is called the ‘Silicon Valley of India’ as it has many domestic as 

well as multinational IT companies and some of the multinational companies have their 

headquarters in Bangalore (Zachariah and Roopa, 2012). Indian Chamber of Commerce 

(ICC) has ranked the Indian states with respect to the Destination IT Index (DII), constructed 

with the parameters like IT Infrastructure, Government Policy, Availability of skilled 

Manpower, Cost of operations and Potential of software exports etc. It is apparent that the 

South-Indian states are far ahead of the East and the North-eastern states as potential 

destination of IT. A city would become an striking destination for professionals to stay, 

spending extended hours at work to meet almost impossible deadlines in service sector like 

IT/ITeS, only if it can offer amazing infrastructure, quality lifestyle-related facilities and 

after-office entertainment avenues to them. Considering this aspect, the ICC also constructed 

the Lifestyle-related Infrastructure Index (LII) incorporating parameters like number of 

places to hang around or visit, quality of entertainment provided, affordability and 

accessibility of places of interest etc. It appears from the ranks of the Indian important cities 

with respect to LII that Bangalore is at the top of the ranks followed by Mumbai, Pune and 

Delhi (NCR) among the top 12 Indian Cities. 

 

Table 1.1: Classification of Indian IT companies 
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Now, it has become extremely relevant and important to discuss about employee attrition 

in India’s IT sector. As has been discussed earlier the Information Technology (IT) 

sector has been witnessing the highest turnover rates amongst key employees, making 

retention of critical manpower resources a key challenge. It has been observed that in 

comparison with 26 % in 2010, India’s expected employee turnover rate would be 26.9 

% in 2013 and will go up further in 2014 to stand at 27.5 % (The HINDU, June 7, 2013). 

However, D.S. Rawat (secretary general, ASSOCHAM) argued that the uncertain global 

economic environment together with cross-currency fluctuation would compel 

employees to adopt a wait and watch policy. Hence, there has been a sharp decline in 

the attrition levels in the IT-BPO sector which has been grappling with a talent crunch 

due to a shortage of competent managers at the middle and senior management for quite 

some time. It has also been seen that more than two-third of IT professionals, who quit, 

have generally ventured for better career prospects within the same industry (Bhat and 

Kumar, 2011). The attrition level was at a minimum about 5 % among employees with 

a working experience of over 10 years, about 7-10 % for employees with 5-10 years of 

experience and 15-20 % amongst employees with less than 5 years of work experience. 

It is also evident that the attrition rate among fresh and entry-level employees is the 

maximum as they desire hefty pay packages offered by competitive firms, followed by 

blockers in career like issues with the management and high performance-bound 

pressure. Growing and relocating to smaller towns is a significant move by BPOs to 

provide cost advantage to their overseas’ clients. They also are playing a pivotal role in 

honing the job skills of folks in tire III centres where running costs are about 25 % lower 

than in the metropolitan cities. Besides, these centres also help in serving domestic 

financial services markets. Nation specific estimation on employee attrition reveals the 

fact that the employee attrition is the highest in the world in India but in reality, 

individual IT/ITeS company wise information on employee attrition is scarce. However, 

NASSCOM has provided the details on employee attrition rate of the five important 

Indian IT companies (Tata Consultancy Services Ltd., Infosys Technology Ltd., Wipro 

Technology Ltd., HCL Technology Ltd. and Hexaware Technology Ltd.) for past years. 

It is observed that employee turnover rate of each of the five Indian companies has 

reduced in FY’12 in comparison with FY’11. Tata Consultancy Services Ltd., Infosys 

Technology Ltd. and HCL Technology Ltd. have reduced their employee turnover rate 

by around more than 2 % in FY2012 from the previous year. On the other hand, Wipro 
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Technology Ltd. and Hexaware Technology Ltd. have reduced their respective 

employee turnover rate by more than 4 % over the same period. 

Table 1.2: Rate of employee turnover in Indian IT companies  
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CHAPTER -2 

2     Literature Review  
 

 

2.1 Human Resource Practices:  

‘Any practice that deals with enhancing competencies, satisfaction, commitment and 

culture building can be considered an HR practice. The practice can be in the form of a 

system, a process, an activity, a norm, a rule, or just the way things are done. Good HR 

practices definitely make a difference in the functioning of the organization. Effective 

Human Resource practices are those that would make a contribution to one or more of 

the three C’s: Competencies, Commitment and Culture. These need to be identified and 

implemented in the most cost-effective manner, reviewing and revising them from time 

to time to enhance their effectiveness and appropriateness’. (Rao, 1999) According to 

(Yeung and Berman, 1997) HR practices can play three major roles, these roles are: 

i.  Building critical organizational capabilities 

ii.  Enhancing employee satisfaction 

iii.  Improving customer and shareholder satisfaction  

Good HR practices do make a difference in the working efficiency of the organization. They 

enhance internal capabilities of an organization to deal with current or future challenges to 

be faced by an organization. Good Human Resource practices also promote the well-being 

of the employees of the organization. The commitment and motivation built through good 

Human Resource practices can lead to hard work and can have a very good influence on the 

organization. This system, comprising of good HR practices can create a sustainable and 

lasting capability of the organization to manage itself internally and face external challenges. 

HR Practices would essentially include:  
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 Planning of Resources or HRP 

 Recruitment & Selection of the right talent 

 Carrying out Induction and Orientation when the resource had joined 

 Learning & Development  

 Performance Appraisal  

 Career Planning 

 Compensation and other Benefits  

 Rewards & Recognition 

HR Practices have a continuing and significant influence on the working output of the 

employee. The best practices in the industry should cope with challenges such as an 

increasing number of employees, encountering new working environments, cultures, 

restructuring and the pervasive and often deleterious effects of technology. The changing 

Practices in Human Resources will be useful to the organization, as it will reduce the 

expenditure on the employee while increase his productivity. Therefore it is expected of the 

HR managers to implement these changes effectively for the betterment of the organization. 

By implementing some of the innovative HR practices, the quality of internal organizational 

processes improves dramatically. (Rao, 1999).  

In the study done in Bangladesh, “Impact of HR Practices on Organizational Performance 

in Bangladesh” (Mir Mohammed Nurul Absar et-al, 2010), the researchers have studied 

impact of 4 HR practices namely Recruitment and Selection, Training and Development, 

Performance Appraisal and Compensation. The study was conducted for 85 manufacturing 

industries listed under Chittagong Stock Exchange. Modified model of Fomburn, C.J., 

Tichy, N.M., & Devanna, M.A. (1984) was used for the study. The study however, doesn’t 

mention the parameters considered for measuring organizational performance. Also what 

aspects of organizational performance were studied is not clearly mentioned. 

In the study “Unravelling the HRM–Performance Link: Value-Creating and Cost-Increasing 

Effects of Small Business HRM” by Luc Sels, et al, HR work practices have been studied to 

establish impact on firm profitability. This study covers small businesses in Belgium and 

tries to measure direct and indirect linkage of HRWP on productivity and hence profitability. 

This study had covered participation as an additional parameter. The study measures the 

value enhancing effect of HRM intensity on Operational performance of small businesses.  
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In the study, “Effects of HRM practices on Financial Performance of Banks” in Nigeria by 

Ayanda, Adebayo Maruf, et al, 2014, 24 banks were studied. The HRM practices which were 

selected for this research were recruitment, employee training, appraisal of performance, and 

compensation system and employee participation. Stepwise regression analysis was used to 

calculate the empirical evidence besides Pearson correlation and descriptive statistics to 

support theoretical models that link HRM practices with financial performance of banks. 

This research study concluded that all the variables which were tested had a positive relation 

and impact on financial performance of banks but the prominent contributory practices were 

recruitment and selection, training and development, compensation and employee 

participation. 

 

In another study on “The study of HRD on Operational and Financial Performance of 

Manufacturing Companies: A Large Scale Longitudinal Analysis” by Sun Young Sung & 

Jin Nam Choi in 2011, the researchers studied the parameters of selected manufacturing 

firms over a period of 5 years at 3 time points in Korea. The researchers however focussed 

on parameters like employee competence and commitment for measuring impact on 

operational performance and thereby financial performance. The study also focussed on 

actual investment made in HRD and thereby the firm performance. The research however 

cites the limitations that since the study was conducted for manufacturing, the results may 

not be generalized to other industries. The research also cites limitation w.r.t. the manner in 

which training and development has been considered and asked for holistic approach.  

 

In yet more study on, “The Effect of Operational Performance and Focus on Profitability: A 

Longitudinal Study of the U.S. Airline Industry”, the impact of operational performance on 

profitability has been studied. The research however, only deals with the US airline industry 

where parameters are different than the IT industry. It has also been shown through this 

research that operational performance has a significant impact on profitability. The study 

however is limited to studying specific factors for measuring operational performance and 

is limited by country and industry.  

 

In the study on effectiveness of recruitment process in multicultural organizations, the 

researchers J. Gugesh and S. Rani have studied only the recruitment process from the HR 

practices in the multicultural organization setup. This research also talks about retention and 
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hiring of the right candidate which makes recruitment and selection as an important HR 

practice.  

 

Rosemond Boohene conducted a research on effect of HRM practices on corporate 

performance in Ghana. The research however has its limitations in terms of the research 

focussing on a single organization in Ghana which is Graphic Communications Group. The 

selection of respondents was limited to just the employees at the headquarters. Besides, only 

4 HR practices were studied. The researchers call for this research to be done in other sectors 

and study of parameters which affect corporate performance.  

2.2 Talent Acquisition: 

2.2.1 Recruitment:  

Recruitment can be defined as looking for and getting a pool of potential candidates with the 

required knowledge, experience and skills to permit an organisation to select the most apt 

employees to fill job vacancies against given position descriptions and qualifications. 

The aim of the hiring process is to find the widest quantum of applicants to provide the best 

opportunity to select the right people for the anticipated roles in an organisation. 

Acquiring the best candidates for a role can be a competitive advantage for an organisation 

whereas ineffective recruitment and selection can result in humongous disruption, decreased 

productivity, interpersonal challenges and blockages to operations, customer service and 

long term costs.  

Recruitment is the step wise thought through process of recognizing, reviewing, shortlisting 

and hiring of the right candidates for the cause of filling up the positions within the 

organizations. It is an important aspect of human resource management. It is the technique 

of selecting the apt person, for the apt position at the apt time. The educational qualifications, 

experience, abilities and skills of the individuals need to be taken into consideration when 

recruitment takes place. It takes place internally, i.e. within the organization and externally, 

i.e. from the usage of external sources. Internal factors include, the size of the organization, 

recruiting policy, image of organization and image of job. External factors include, 

demographic factors, labour market, unemployment rate, labour laws, legal considerations 
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and competitors. Efficiency in the recruitment processes generates productivity and builds a 

good working environment and good relations between the employees. 

2.2.2 Selection:  

Once a pool of candidates has been identified through the recruitment process the most 

appropriate candidate, or candidates are identified through a selection process including but 

not limited to interviewing, reference checking and testing. The purpose of the selection 

process is to ensure that the best person or people are appointed to the role or roles using 

effective, fair and equitable assessment activities. 

Selection is the process of picking or choosing the right candidate, who is most suitable for 

the job. It is the process of interviewing the candidates and evaluating their qualities, which 

are necessary for a specific job and then selection of the candidates is made for the right 

positions. The selection of right candidates for the right positions will help the organization 

to achieve its desired goals and objectives. When selection of the employees takes place, it 

is vital to ensure that they possess the desired qualifications, skills and abilities that are 

required to perform the job duties in a well-organized. 

Recruitment is called a positive process with its approach of attracting as many candidates 

as possible for the vacant positions. It is the process of identifying and making potential 

candidates to apply for the jobs. On the other hand, selection is called a negative process 

with the elimination of many candidates as possible. There are numerous individuals, who 

apply for the jobs, but selection is made only of those individuals, who are qualified and 

proficient. Selection is important, the reason being, hiring of good resources can help in 

increasing the overall performance of the organization. Both the processes of recruitment 

and selection are considered important for the effective functioning of the organizations and 

they take place simultaneously. They are imperative for growth and development of the 

organization. 

2.2.3 Significance of Recruitment and Selection: 

The recruitment and selection of the individuals within the organizations result from a 

thorough and a systematic process. The employees need to possess complete knowledge of 

the strategies and methods that are required to get implemented for recruitment and selection. 

Legislation and good practice and the range of recruitment sources and selection methods as 
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well as possessing the skills and abilities in interviewing and evaluating potential employees 

highlight the significance of recruitment and selection. The areas that highlight the 

significance of recruitment and selection have been stated as follows:  

When job vacancies arise within the organizations, then the employers give due 

consideration to the recruitment and selection processes. These processes enable the 

employers to identify and analyse the positions that are required to get filled in order to 

achieve the desired goals and objectives. Vacant positions within the organizations signify 

the lack of human resources and these are regarded as barriers within the course of 

implementation of tasks and in the achievement of goals and objectives. Thus, whether it 

may take place on an immediate basis or may be a time consuming process, importance of 

these processes is recognized during the time of job vacancies.  

Resources are considered as the most important asset of any organization, hence, hiring the 

personnel with appropriate skills and abilities is important. The patterns of recruitment and 

selection differ from one company to another. When machines, equipment and devices are 

made use of to enhance productivity, then it is the human resources that operate them. The 

machines, devices and other equipment are made use of in an effective way, when they are 

put into operation by skilled and proficient personnel. It is vital that individuals should 

possess complete knowledge regarding how to make use of machines and enhance 

productivity. In some cases, this job may be manageable, whereas in others it may be tedious 

and demanding. Therefore, recruitment and selection are considered as important aspects in 

any organization and should be made of appropriate personnel.  

The significance of recruitment is recognized by the fact that organization gets satisfied with 

more productive employees. It not only enhances productivity and profitability, but also 

encourages good relationships among the employers and the employees. It contributes 

towards growth and development of the organization. It determines the current and future 

job requirements. It helps in increasing the success rate of selecting the right candidates, who 

are able to make efficient use of their skills and abilities in leading to growth and 

development. It helps in evaluating the effectiveness of various recruitment methods. It 

determines the present future requirements of the organizations and formulate plans 

accordingly. Recruitment strategies contribute in the implementation of managerial 

functions in an operative manner (Recruitment and Selection, 2016). 
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The significance of selection is recognized, because it helps in choosing the most suitable 

and qualified candidates, who can meet the requirements of the jobs within an organization. 

For meeting the goals and objectives of the organization, it is vital to evaluate the various 

attributes of each candidate, such as their qualifications, skills, abilities, experiences, 

personality, nature and overall attitude. The other candidates, who have not found to be 

suitable to carry out the job duties are eliminated. The organization is required to follow 

appropriate selection processes, the reason being, if the selection is not carried out in an 

appropriate manner, then it would impose unfavourable effects upon the organization and 

loss would be incurred to the employer in terms of money, time, and efforts. 

2.3 Learning and Development: 

Training and Development is an important organ of an organization which puts emphasis on 

the improvement of the performance of not only individuals but also groups. Training is 

considered to be an educational process which typically involves the honing of skills, 

concepts, alteration of attitude and attaining ample knowledge to enhance the performance 

of the employees. Effective & efficient training of employees enables them to enhance their 

skills & knowledge, which eventually helps the company to improve and perform better. 

Training is usually done to prepare the employees and make them future ready. Hence it is 

pertinent for the organizations to invest in the learning of their employees. To remain ahead 

of the curve and to be better than competition, organizations have to continuously invest in 

their manpower by engaging them in several personal and professional developmental 

programs.  

Development of organization is a holistic manner of striving to build the attitude and aptitude 

to achieve sustained desired results. 
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Figure 2.1: Organizational Development 

2.3.1 Importance of Training and Development: 

For companies to keep evolving and be better, it is pertinent for the organizations to have 

unceasing training and development programs for their employees. Competition of the 

organizations and the business environment also keeps changing continuously. Hence it is 

important to keep learning and acquire new skills. The importance of training and 

development is as follows: 

• Optimal utilization of resources 

• Skill Development 

• Enhance the productivity 

• To nurture enthusiasm and spirit of the team 

• Having the right culture within the organization 

• Quality and Safety improvements 

• Focus on increasing the profitability of the organization 

• Boost the morale of the employees and corporate image 

2.3.2 Necessity to Train and Develop the Employees: 

Learning and advancement of employees involves a lot of cost in terms of resources – time, 

money, infrastructure, trainers and hence is a costly activity. The external environment is 

however changing and hence the company needs to keep itself at pace with the changes in 

the external environment. Below are some of the critical reasons as to why global 
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organizations across the globe conduct learning and development sessions for their 

employees: 

 When there is a genuine need to enhance the employees’ performance 

 To carry out benchmark in terms of industry performance 

 To train employees into specific and critical jobs 

 To evaluate the new techniques for enhancing the employee productivity 

2.3.3 Benefits of training and development: 

As discussed above, learning and development initiatives have a considerable investment. 

This however is of benefit for the companies in the long run and hence they ensure 

employees are trained at regular intervals. Some of the advantages of T&D are: 

 It helps employees to develop new skills and enhance their knowledge. 

 It helps better productivity and efficiency of the individuals and groups. 

 Appropriate T&D initiatives can help mitigate constraints in operations. 

 Much enhanced and elaborate jobs can be created to make the organization effective. 

 Motivation of the employees is high and which helps them realize their goals and 

ambitions. 

2.3.4 Disadvantages of training and development: 

There are also some shortcomings and drawbacks along with all the benefits and positives 

listed above. These are: 

1. It involves a considerable amount of investment in conducting the sessions. Also 

employees need to give their time which for the organization may be non-revenue 

generating activities. 

2. The employee may get trained and quit which may result in a considerable loss for 

the organization.  

2.3.5 Process of Training and Development: 

T&D is an incessant process as the external environment and technology evolve and hence 

the necessary skills, know-how levels and work quality needs continuous improvement. 
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Since businesses are getting altered rapidly, it is important that organizations focus on 

developing their human resources after continuously evaluating them & help them build 

their overall persona. 

The following are the steps for training and development process: 

1. Training Need Identification 

2. Clear Goals and Objectives to be attained thru training 

3. Finalizing the methods of training 

4. Conducting and implementing the relevant session for employees 

5. Evaluating the outcome after the training and development programs in terms of 

performance. 

6. Monitor and evaluate the performance and decide if further sessions are required. 

2.4 Performance Appraisal System or PAS: 

Appraising an employee’s performance is defined as a systematic process, in which the work 

done and impact made by an employee to the organization is assessed by the manager, 

against set criteria, such as know-how of the job, quality and quantity of outcome, ability to 

lead, work ethic and other competencies which should be in line with the goals of the 

organization. 

Performance appraisal is also known as rating of employee performance, performance 

evaluation, employee assessment, performance review, merit rating, etc. 

It is conducted to discern the present abilities and strengths of the employee as well assess 

the same keeping in mind the requirements of the future. It is aimed at ensuring the true 

worth of the employee is realized by the company where the employee works. 
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2.4.1 Relation between Performance Appraisal and Analysis of Job: 

Analysis of the job helps identify the parameters which are required and necessary to succeed 

in a certain job. At the time of performance appraisal, the performance of an individual is 

evaluated against these set criteria which are considered important for the overall success in 

the job.  

 

Figure 2.2 Relationship of Performance Appraisal and Analysis of Job 

2.4.2 Purpose of Appraising the Employee performance: 

 Assess employee performance on a scale against required competencies for a role. 

 Training need identification basis the gaps during appraisal. 

 Sometimes it is also linked to the pay raise given to an employee. 

 It helps facilitate communication between superior and subordinate. 

 To help employees know and realize where they stand in terms of performance. 

Data that is available from the performance appraisal is documented and used for different 

purposes of the organization. 
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2.4.3 Performance Appraisal Process: 

 

Figure 2.3 Performance Appraisal Process 

The figure shown above is a step by step methodical manner of carrying performance 

appraisal process within an organization. Here each step is of importance and arranged in a 

manner which is systematic. The frequency of the appraisal cycle is usually once a year, 

however in some organizations this is also carried out half yearly, quarterly and most 

recently in a continuous fashion. 

2.4.4 Methods of Appraising Performance of Employees: 

It is critical to select the appropriate method for evaluating the employee performance before 

starting the process. There are several methods which have been introduced, time and tested 

to gauge the quantity and quality of work that an employee has performed depending on the 

job profile and kind of industry of the organization. These have been broadly put in two 

categories: 

 

https://businessjargons.com/wp-content/uploads/2017/12/process-of-performance-appraisal.jpg
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 Traditional Methods 

1. Rating Scales 

2. Checklists 

3. Forced Choice 

4. Forced Distribution 

5. Critical Incident 

6. Performance test and observation 

7. Field review 

8. Confidential Record 

9. Essay method 

10. Comparative Evaluation Approaches 

11. Cost Accounting Method 

12. Behaviorally Anchored Rating Scales 

 Future Oriented Methods (Also known as Modern Methods of Performance 

Appraisal)  

1. Management by objectives 

2. Psychological Appraisal 

3. Assessment Centres 

4. 360-Degree Feedback 

5. 720-Degree Feedback 

Performance Appraisal is a component of performance management. This is key to 

attaining competitive advantage by evaluating the performance of the employees in the 
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organization, identifying training needs, rewarding high and expected performance thereby 

motivating and retaining the right kind of talent.  

2.4.5 Advantages of Performance Appraisal: 

It is believed that appraisal of performance of employees is an added cost that the company 

invests which can be justified by following advantages: 

Promotion to the right candidate: Performance Appraisal aids the managers to carve out 

the promotion programmes for efficient employees. Alternatively, some of the non- 

performers could be let go of.  

Compensation: Performance Appraisal also helps in deciding the compensation packages 

for employees. We are able to do Merit rating through performance appraisal. Performance 

Appraisal values performance of the employees. Compensation packages which include 

bonuses, high salary rates, extra benefits, allowances and pre-requisites are dependent on 

performance appraisal. The criteria hence is purely merit rather than seniority. 

Employees Development: The continuous and meticulous procedure of performance 

appraisal helps the managers to frame training policies and programmes. It helps to analyse 

and evaluate the strengths and weaknesses of employees. It also helps in framing the future 

development programmes for the employees. 

Candidate Hire Validation: Performance Appraisal helps the managers to understand the 

reliability and significance of the recruitment procedure. The hiring managers come to know 

whether the hiring strategies are right and the methodology used valid and thereby take 

corrective actions to better the selection procedure. We can also know the enhancements that 

can be made in the selection methods. 

Communication: Effective communication between employees and employers is key to the 

success of employee performance. As a part of performance appraisal, communication can 

be had in the following ways: 

 The employers can know the skills of the employees. 

 The employees can also understand their strengths and create trust and confidence in 

the managers. 
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 It also helps in maintaining cordial and congenial relationship between management 

and workers. 

 It nurtures the essence of work and enhances the morale of employees.  

Effective communication is ensured by all of the above factors. 

Motivation: Appraising the performance of employees also serves as a tool for motivation. 

We can determine the efficiency of a person by evaluating performance of employees. This 

indeed motivates an employee to perform the job in a better way and provides the right 

motive to improve performance. 

2.5 Work Life Balance: 

The term "WORK-LIFE BALANCE" (WLB) was coined in 1986, although its usage in 

everyday language was being made for a number of years. Interestingly, work/life programs 

existed as early as the 1930s. The policies and procedures established by an organization 

with the goal to enable employees to efficiently do their jobs and at the same time provide 

flexibility to handle personal concerns or problems at their family front In fact; dual-wage-

earning families in general are working longer hours. A balance work and life is supposed 

to exist when there is a proper functioning at work and at home with a minimum of role 

conflict. Therefore, the incompatibility between the demands from the work and non-work 

domain give rise to conflict and consequently, people experience a lack of WLB. There is 

confirmation of the fact that people entering the workforce today are laying emphasis on the 

importance of WLB more than their predecessors. In spite of this, the extent to which this 

balance is being achieved is far less than what is desired. In fact, researches bring to mind 

that graduates are being drawn into situations where they have to work for progressively 

longer hours and so experience an increasingly unsatisfactory balance between home life 

and work-life. 

2.5.1 Definition of Work Life Balance: 

Experts say there is no single definition and some don't even like to use the phrase. But 

generally they agree work-life balance translates to satisfaction with one's entire life --

professional and personal --and it can be reached even while working long hours. Let's first 

define what work-life balance is not: It does not mean an equal balance. Trying to schedule 
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an equal number of hours for each of your various work and personal activities is usually 

unrewarding and unrealistic. Life is and should be more fluid than that. 

Your best individual work-life balance will vary over time, often on a daily basis. The right 

balance for you today will probably be different for you tomorrow. The right balances for 

you when you are single will be different when you marry, or if you have children; when 

you start a new career versus when you are nearing retirement.3.There is no perfect, one-

size fits all, balance you should be striving for. The best work-life balance is different for 

each of us because we all have different priorities and different lives. However, WLB is 

defined as -―The amount of time you spend doing your job compared with the amount of 

time you spend with your family and doing things you enjoy. Experts say success lies not 

only in carefully defining how you want to spend your time, but in making sure you adjust 

your life and work as your needs change. Sometimes even small changes can make a 

difference. An unmanageable schedule and out-of-control home life can lead to depression, 

poor performance at work, and conflict with family and a feeling of burnout that can lead 

physicians to question whether to stay in medicine at all. WLB is a comfortable state of 

equilibrium achieved between an employee's primary priorities of their employment position 

and their private lifestyle. Most psychologists would agree that the demands of an 

employee's career should not overwhelm the individual's ability to enjoy a satisfying 

personal life outside of the business environment. 

2.5.2 The Importance of Work-Life Balance 

Technology has improved people’s lives in many different ways. People can live longer, 

healthier lives because of technological advancements. A student can access vast resources 

of information to complete assignments and a mother can see and talk to a daughter that is 

thousands of miles away. The advancements in the way people access information, 

communicate with one another, and complete tasks have allowed for flexibility in the 

workplace. It has also created a lack of distinction between work and family time. It is 

important to draw a distinction between work and life. People who are constantly tied to 

their jobs deal with the symptoms of stress and burnout. If a person doesn’t have a time to 

relax and recharge, their ability to do their job decreases and their performance level suffers. 

Thus, from a management point of view, it is important to encourage a person to take time 

off from work instead of putting in long hours. Creating a schedule that allows a person to 

do activities they enjoy will help them to be better employees, friends, and family members. 

Once the time to work is over the person needs to learn to walk away from the laptop and 
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not answer the cell phone for work calls. This type of balance is not easy to achieve because 

there will always be people who want to make demands on an individual’s time. People need 

to learn that it is okay to say no and only agree to take on additional tasks if they are 

important. Without creating a work-life balance a person isn’t able to take time to enjoy the 

life they have worked so hard to create. They aren’t available for friends and family 

members, and often take their stress out on the ones they love. They can also suffer from 

illness and physical disorders that stem from prolonged stress such as heart disease, 

alcoholism, and even diabetes. 

2.5.3 The Negative Effects of Work Life Conflict 

Long work hours and highly stressful jobs not only hamper employees’ ability to harmonize 

work and family life but also are associated with health risks, such as increased smoking and 

alcohol consumption, weight gain and depression. Work life conflict has been associated 

with numerous physical and mental health implications. According to a 2007 study by 

Duxbury and Higgins, women are more likely than men to report high levels of role overload 

and caregiver strain. This is because women devote more hours per week than men to non-

work activities such as childcare, elder care and are more likely to have primary 

responsibility for unpaid labour such as domestic work. Furthermore, other studies show that 

women also experience less spousal support for their careers than their male counterparts. 

Although women report higher levels of work-family conflict than do men, the numbers of 

work-life conflict reported by men is increasing. Work-life conflict has negative implications 

on family life. According to the 2007 study by Duxbury and Higgins, 1 in 4 Canadians report 

that their work responsibilities interfere with their ability to fulfil their responsibilities at 

home. Employees, especially the younger generation who are faced with long hours, the 

expectations of 24/7 connection and increasing pressure of globalization are beginning to 

demand changes from their employers. Also, people in the elderly employee segment are 

working longer now than in the past and are demanding different work arrangements to 

accommodate their life style needs. In one survey of physicians, control over work schedule 

was the greater predictor of reported work-life balance. 2Demographic and work-life factors, 

in order of how strongly they affect work-life balance. Control over schedule and hours 

worked, Total weekly hours worked, Number of children at home, Total weekly hours "on 

call", Age, Gender, Income. 
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2.5.4 Trends of WLB: 

The challenge of work-life balance in our society is unlikely to disappear. The concept of 

work life balance is gaining a great deal of attention in both the academic and corporate 

worlds. The employees are often preoccupied with work when not working, and when in the 

company of family and loved ones, experience an inability to be meaningfully engaged in 

no work spheres. Modern work has become more knowledge based, fluid, and intellectual; 

overworked people think about work all of the time. For many people, work has become 

cognitively intrusive. To understand work/life balance a cognitive approach was been 

introduced that is "Cognitive Intrusion of Work”. In simple terms, this means that work/life 

balance is not just about finding "physical time" to do all that needs to be done. Instead, and 

more importantly, it is about the "cognitive space" necessary to process, organize, and 

respond to the thinking demands of life within a complex society. Total life planning is the 

latest and innovative approach to work life benefits that helps employees understand the 

important aspects of their professional life, personal lives and their relativity. Their goal is 

to encourage employees to look at their lives as a whole and assess relationships, emotional 

and physical wellbeing, careers, spirituality, and their personal financial situation. From 

these programs, employees can assess their available choices to improve balance in their 

lives and develop an individualized life plan. The most successful programs set a goal 

oriented environment with a meaningful and transformational component for each 

individual. The concept of total life has the major benefits such as renewed employee energy, 

enthusiasm and attachment for work, and enhanced productivity. Total life planning 

programs may be offered in conjunction with benefits such as health, life, and disability 

insurance, or on a standalone basis. 

2.5.5 WLB Policies: 

Work-life balance policies frequently include benefits such as flexible work hours, child-

and elder-care provisions, paid maternity leave, adoption assistance, leave/time off, 

education assistance, health assistance, and housing assistance. Flexible work hours, 

telecommuting, and job sharing also may encourage work-life balance, and for some 

organizations may help reduce costs for non-work-related absences. However, research 

clearly shows that regardless of what the organization promotes, direct supervisors/managers 

greatly influence the work-life balance of their subordinates. Managers who focus on the 

desired work product, rather than requiring “face time” or logging overtime hours, can better 
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enable their employees to balance work and life demands. An important caveat to note: when 

organizations advertise a culture of work-life balance to job applicants but then fail to 

implement or enforce the policies, they may quickly lose those new hires. Also important to 

note, the menu of work-life balance supports should be broad enough to meet the needs not 

only of parents with children, but also singles and childless couples. Modern technologies, 

providing constant accessibility to internet and mobile devices, can blur the boundaries 

between work and non-work. Some employees’ workplaces are portable—traveling in the 

car or airplane, and residing at home or other locations –thus pushing work activities into 

what were traditionally non-work spaces. Conversely, employees easily can import personal 

activities (e.g., online shopping, videos, music, texting family and friends) into the 

workplace. This new capacity created by technology appears to be a mixed blessing for 

employees and their organizations. By creating pressure for employees to be “always on,” 

technology’s constant accessibility may lower employee satisfaction and productivity, 

which defeats its purpose. If employees feel obligated and are rewarded for responding to 

incoming technological communications, they may develop a compulsion to instantly check 

their messages, which interrupts the flow of their personal lives (Tarafdar, Tu, Ragu-Nathan, 

& Ragu-Nathan, 2011). Yet, a benefit of modern technology is the relative ease of 

telecommuting. Most telecommuters give back at least half of the commute time to work 

time (Hill, Miller, Weiner, & Colihan, 1998), and they value having greater flexibility and 

control over their schedules. 

2.5.6 The Six facets of WLB are: 

1) Self-Management 

It can be challenging to manage oneself particularly in getting the right quantum of sleep, 

exercise and nutrition. It is recognition of the fact that effectively using the spaces in our 

lives is vital, and that available resources, time, and life are finite. It means taking charge of 

self and one’s own life by becoming captain of our own ship. 

 

2) Time Management 

Effective management of time involves making the best possible use of one’s day and the 

supporting resources that can be called upon – one keeps pace when the resources match the 

challenges faced. Management of time is enhanced via right goals and understanding what 

is both significant and critical, versus either of. It involves identifying what one does best 

and when, and amassing the necessary tools to accomplish specific tasks. 
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3) Stress Management 

Societies by their very nature tend to become more complex over time. As is the case of 

increasing complexity, stress on the individual is unavoidable. There has been a scenario 

where there are several people around us, lot of noise which have made it essential for one 

to have self-time and peace. Stress is increased when we multi-task ultimately as against 

focusing on one activity at a certain point of time. 

 

4) Change Management 

The world being a fast paced one, change is probably and hence the only constant. 

Continuously taking up new methods and re-adapting others is critical to the success of a 

career and a happy home life. Change management is said to be effective when it involves 

making regular and concentrated efforts to ensure that the quantum and speed of change at 

work and at home does not become too much for the individual. 

 

5) Technology Management 

Managing technology effectively means that we ensure that technology serves us, rather than 

abuse us. Technology has always been with us, since the very inception. The rate of change 

in the recent times has been tremendous, thereby making every player in the market seek 

expanded market share. Technology has drastically evolved and has formed a core part of 

our lives. The idea however is to ensure we don’t get too much engrossed into technology 

and gadgets so as to avoid living a virtual life and live a truly real life free from the hazards 

of technology. 

 

6) Leisure Management 

This is one of the most ignored aspects of the WLB aligning disciplines. Management of 

leisure acknowledges that is very important to take ample rest and have leisure time for self. 

This is an important component of human existence. However if we keep doing the same 

activity time and again, however enjoyable, can lead to monotony. Thus, for effective leisure 

management, it is important to keep doing different activities.   
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2.6  Compensation and Benefits: 

Compensation and benefits refers to all the compensation and other monetary and non-

monetary perks that a firm gives to its employees. Compensation and benefits is a key aspect 

of Human Resource Management as it helps to keep the workforce motivated. It helps give 

benefits to employees based on their performance and actions and brings the best out the 

employees at workplace. Compensation is a systematic approach to providing monetary 

value to employees in exchange for work performed. Employee compensation may achieve 

several purposes in recruitment, job-performance and job satisfaction. "Employee 

compensation refers to all forms of pay going to employees and arising from their 

employment". Compensation can be defined as all the rewards earned by employees in return 

for their labour.  

Compensation in typically divided into direct & indirect components. 

•Direct Financial Compensation consisting of pay received in the form of wages, salaries, 

bonuses and commissions provided as regular and consistent intervals. •Indirect Financial 

Compensation including all financial rewards that are not included in direct compensation 

and can be understood to form part of the social contract between the employer and employee 

such as benefits, leaves, retirement plans, education, and employee services. 

•Non-Financial compensation referring to topics such as career development and 

advancement opportunities, opportunities for recognition, as well as work environment and 

conditions. In determining effective rewards, however, the uniqueness of each employee 

must also be considered. People have different needs or reasons for working. The most 

appropriate compensation will meet these individual needs. To a large degree, adequate or 

fair compensation is in the mind of the employee. A good compensation strategy includes a 

balance between internal equity and external competitiveness. Compensation and benefits 

affect the productivity and happiness of employees, as well as the ability of your organization 

to effectively realize its objectives. It is your advantage to ensure that your employees are 

creatively compensated and knowledgeable of their benefits. 

2.6.1 Importance of compensation and benefits 

Organizations recruit individuals to achieve their organizational goals and people join 

organizations to make a living & build their career. One of the biggest factors and reasons 

why people join companies is to earn compensation and benefits, salaries, perks, incentives, 

etc. which is given to them. Besides the company's reputation and job profile, the monetary 



  Literature Review 

38 

 

emoluments offered as salary are pivotal in attracting good people to work for the 

organization. There has been a significant correlation between compensation of the 

employees and their loyalty, motivation to work and do well. However, companies which 

offer lesser salaries see a high attrition rate and comparatively lesser output from their 

employees. All these factors thus enable in making C&B a significant aspect of human 

resource practices. 

2.6.1.1 Role of Compensation in Organisation: 

 An ideal compensation system will have positive impact on the efficiency and results 

produced by employees. It will encourage the employees to perform better and 

achieve the standards fixed.  

 It will enhance the process of job evaluation. It will also help in setting up an ideal 

job evaluation and the set standards would be more realistic and achievable.  

 Such a system should be well defined and uniform. It will apply to all the levels of 

the organization as a general system. 

 The system should be simple and flexible so that every employee would be able to 

compute his own compensation receivable. 

 It should be easy to implement, should not result in exploitation of workers. 

 It will raise the morale, efficiency and cooperation among the workers. It being just 

and fair would provide satisfaction to the workers. 

 Such system should also solve disputes between the employee union and 

management. 

 The system should follow the management principle of equal pay. 

 It should motivate and encourage those who perform better and should provide 

opportunities for those who wish to excel. 

 Sound Compensation/ Reward System brings peace in the employees and 

relationship of employer and employees. 

2.6.2 Components for C&B: 

There can be ample ways in which employees can be compensated for their work. In most 

of the cases, it is given in terms of a CTC (cost to the company) or gross salary. Some of 

the various components of C&B are mentioned below: 
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1. Fixed Component: This is the fixed base salary which an employee gets regardless of 

anything. This is clearly stated in the offer letter. This compensation is such that is received 

by the employee or a worker till he or she is a part of the company. 

2. Variable Component: This is a performance based pay component which could depend 

on either the individual’s performance or organization’s performance or both. This is purely 

a performance based component. The performance of an individual determines the payout 

of this component for an individual. Hence it also acts as a motivation for the employees 

ensuring they perform better.  

3. ESOPs: Employee Stock options are given to the employees. At other times, employees 

are given shares of the company, usually at a price lower than the market. Employees 

generate wealth out of them by the increase in the stock price and the progress of the 

company. This is usually given employees at senior management level who have served the 

company for a considerable quantum of time or employees who are critical to the 

organization. 

4. Other benefits: There are also several other benefits which an employee is entitled to. 

These include health facilities and insurance policies, transportation or conveyance 

sponsored by the organization, free lunches or snacks, gift cards, vouchers, coupons, etc.. 

All these play a significant role in uplifting the morale of the employees. These perks are 

usually given by the company to recognize the efforts of the employee. 

2.6.3 Difference between compensation and benefits 

Both these components – compensation as well benefits are significant in raising the 

motivation levels of the employees. They do their jobs while getting paid for the same. 

However, compensation and benefits have considerable difference between them. 

Compensation includes the monetary component which is paid to an employee i.e. salary, 

bonus or any other cash component. While Benefits refer to the non-monetary components 

which the employees get like health insurance and housing benefits. The employee doesn't 

pay for the benefits as these are on top the fixed compensation. 
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2.7 Employee Engagement: 

In the recent years, one of the most popular concepts that has emerged is Employee 

engagement. Human resource practitioners and senior managers have made it the most 

important area in the organizations today (Bhatla, 2011). A lot of attention has been garnered 

by Employee engagement among many human resource practitioners, business 

entrepreneurs and academic researchers across the globe (Larkin, 2009; Sharma & 

Anupama, 2010). Some of the most important resources of every organization are Human 

resources. The success or failure of the organizations is largely dependent upon employees 

working in it (Khan, 2013). There is a large scale competition in the global markets today in 

this era of globalization and industrialization. This has made it necessary for the 

organizations to have workforce which is engaged for the survival and smooth functioning 

of the organization. The service industry in particular has raked up Employee engagement 

as an important technique that is often used now a days in the corporate world. Gallup 

Consulting Firm was the first firm to first coin and use this term ‘Employee Engagement’. 

Academicians then made it a part of the management curriculum. Just like other job related 

aspects like job satisfaction, involvement, organizational citizenship and commitment, 

several organizations and consulting firms consider employee engagement as similar to these 

aspects of the job. 

It has been observed that the global nature of work and also the diversity of workforce is 

rapidly changing. This is resulting in the business scenario also changing. Every form wants 

to achieve a distinct competitive advantage in the global market. This is possible only if the 

organization is able to make the best utilization of its resources and human resources in 

particular. Employee engagement has widespread benefits like better relations with co-

workers and better working environment. The production and business performance of the 

organizations improve as an engaged workplace encourages commitment and energy among 

the employees of the organization. It has other benefits like higher retention of employees 

and talent pool, fosters loyalty of customers and improves not only organizational 

performance but also value of the stakeholders ((Wilson, 2009; Markos & Sridevi, 2010). 

The satisfaction of the employees results into higher productivity and therefore profitability 

(Larkin, 2009; Lee, 2012). Uncertainty of business environment can be handled if we have 

highly engaged employees. To remain ahead of the competition and to accomplish what the 

competitors would find difficult to copy, the organization needs to acknowledge this very 

fact on employee engagement (Kumar & Swetha, 2011). 
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Highly disengaged employees are three times less sincere than their counterparts who are 

highly engaged (Kular, Gatenby, Rees, Soane, & Truss, 2008). Therefore if the organization 

wants to improve performance, it should focus on the aspect of employee engagement 

(Basbous, 2011; Sundaray, 2011). Org effectiveness is a key aspect which is decided by 

engagement of employees. Employee engagement results in boosting of employee morale, 

loyalty and hence enhanced retention. Also, the average lifespan of the employee in the 

organization also considerably increases. They don’t quit early resulting in organization 

benefiting from their experience. Such an employee would also then leave no stone unturned 

to give the best possible and serve customers to ensure ultimate delight. The productivity is 

also high as the absenteeism rate is extremely low. This is in the long run beneficial to all 

the stakeholders involved.  

Employee is engaged towards her job due to several dimensions. These are continuity in the 

organization, relationships with other staff members, what the employee thinks about the 

organization’s consideration for him/her and whether the organization values his/her 

contribution. Saradha and Patrick, (2011) have discussed that employee engagement 

activities considerably enhance the overall performance of an organization. Performance of 

the organization can be highly improved and functioning of the organization can be bettered 

using this technique.  

 

2.7.1 Importance of Employee Engagement: 

2.7.1.1 Productivity gets boosted by engaged employees 

Per the literature review and details mentioned above, it can be observed that engaged 

employees are highly productive. According to a Gallup poll, when it comes to productivity, 

engaged employees are 21% more productive than those who are less engaged or 

disengaged. 

Employees who succeed in their endeavours feel good about their contributions to the 

organization and hence are naturally more likely to be proud to work for the organization, 

be happy to come to work each day, and feel valued. 

The organization on its part needs to find avenues to engage its people, whether that would 

mean giving them challenges or more responsibilities, means one is also finding ways to 

boost one’s organization’s productivity. In all, it’s a win-win situation for all involved.  
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2.7.1.2 Customer satisfaction skyrockets when engagement is high 

The best people to interact with the customers are the people or all those employees who are 

truly passionate about their work. The reason is that the passion that these employees possess 

is infectious and the customers would take note of it. As per Quartz, the most engaged 

employees are highly inclined to put in the efforts that catapults the productivity of the 

organization to higher levels, the sales folks are happy and that results in coming up with a 

more confident and trustworthy pitch of the product. Thus it is clear that when engaged 

employees deal with customers, the later truly will experience superb services. Those who 

are valued by their companies and they also believe in the value of helping customers are 

much more likely to deliver a better customer experience and increase satisfaction. 

2.7.1.3 Retention is easy when employees are engaged 

Engaged employees are involved and completely dwell in their roles and are therefore less 

likely to quit their job. Sometimes the best and the most talent employees aren’t engaged—

and hence there is a risk of losing them. Keeping them engaged is hence absolutely critical 

to keeping them at the organization doing their best work. 

If an organization is dealing with low retention rates, it could be primarily due to engagement 

levels which need to be worked upon at the earliest possible. Because when the best people 

at an organization leave, the rest of the people will notice. This could lead to a domino effect. 

2.7.1.4 Company culture is enhanced by Employee Engagement 

Employees who are engaged in what they do are, in general, much easier to work with. This 

is not because they’re happier or more cheery, either. This is because they symbolize a 

culture of being engaged. According to Forbes, it’s a workplace that's “designed, first and 

foremost, around its company values.” This is a two way street – the organizations must 

strive to create a culture where employees goals align to the mission of the organization and 

the mission should bring the employees into action making it align to their personal goals as 

if were their own.  

The company’s values are being lived in by every engaged employee every day at work, and 

hence are recognized across the organization for it. The most engaged employees must be 

celebrated as a step towards creating a culture of engagement. 
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2.7.1.5 Engagement is a symptom of success 

Praise is an extremely important component of the motivation of an employee. An employee 

feels more engaged at work when he/she feels that his/her work is being recognized and is 

adding value to the overall functioning of the organization. When the employee is successful 

in achievement of his/her goals, it ultimately translates into higher levels of engagement and 

bonhomie within the teams.  

2.8 Operational Performance: 

The concept of business excellence was first introduced by Japanese scientists and engineers 

following the practices and techniques they learned from Deming after the Second World 

War. The Deming prize, introduced in 1951, was the first global prize based on a business 

excellence model (Balvir, 2010). 

In 1984 the CAE Quality award appeared in Canada, with 300 public and private firms were 

recognized with this award. This was followed by the introduction of the Malcolm Baldrige 

National Quality Award (MBNQA) in the USA in 1987. The introduction of this award had 

great effect, “MBNQA helped US industry in revitalizing its competitiveness and slowly 

gained recognition as a de facto global standard on customer oriented management systems 

and practices” (Balvir, 2010). 

By year 1988, had Australia followed the USA by introducing its MBNQA award, many 

national and international firms adopted the MBNQA concepts. These movements were 

followed by a large scale quality model from the European Foundation for Quality 

Management (EFQM). The EFQM Excellence Model set the benchmark for the European 

Quality Award in 1991, which was renamed the European Excellence Award in 2004 

(Balvir, 2010) . 

The EFQM Model was largely based on the concepts of the Total Quality management, 

which considers that all stakeholders share the benefits and applies different weightings 

applied to each of the stakeholder groups (Dotun, 2001; Oakland and Tanner, 2008). The 

EFQM Model allows people to understand the cause and effect relationships between what 

their firms do and the results it achieves, consisting of 8 fundamental rules (EFQM, 2012): 

 Adding value to the customers 

 Creating sustainable future 
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 Developing organizational capacity 

 Harnessing creativity and innovation 

 Leading with vision, inspiration and integrity 

 Managing with agility 

 Succeeding through talented people 

 Sustained outstanding results. 

Oakland and Tanner (2008) discussed the business excellence concept based on the resource-

based view (RBV) theory, arguing that business excellence can contribute to the 

improvement of a firm’s specific assets, enabling the development of complex social 

relationships (Oakland and Tanner, 2008). Dotun (2012) identified that major benefit of 

adapting excellence model in firms as the opportunity for self-evaluation and benchmarking 

toward best practices in different areas. “If used properly, these tools will help organizations 

evaluate their current level of performance, identify and prioritize areas for improvement, 

integrate improvement actions in their business plan and identify best practice. The 

opportunity to carry out future assessments against the Model also mean that progress 

towards excellence can be measured and promotes continuous improvement” (Dotun, 2012).  

According to Dawei (2011) the operational excellence is an element of business excellence, 

which includes other elements such as capability to adapt, unique voice, and strategic fit. 

According to Van (2011), the application of operational excellence in service environment 

is not clear. Therefore, so this study serves the purpose of achieving clarifying this 

relationship, by investigating the dimensions of excellence in manufacturing firms that are 

logically common with service, and considering how these dimensions might be reflected 

into the service environment. 

The scope of HRM varies from one firm to another (Khan et al., 2010), but includes various 

activities including recruitment, whether external or internal (Melnic and Putu, 2011), 

selection, essential for ensuring that candidates best fit the job criteria (Khan et al., 2010), 

training to improve employee’s skills (Marescaux et al., 2013), and appraisal, which enables 

tracking of employee performance, progress and rewards (Dessler, 2013; Baptiste, 2008). 

All these HRM practices are key to achieving operational effectiveness and customer 

satisfaction (Burke and Cooper, 2005). 
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Many researchers tried to conceptualize the service operations performance according to two 

dimensions, first relating to financial/monetary gain such as profit and market share 

enhancement and/or cost reduction while the second relating to non- financial value gain 

like product/service quality enhancement, delivery performance, customer and employee 

satisfaction, and community impact. 

Service quality defined by Edvardsson as “the firm’s effort that is given in order to meet and 

satisfy the expectations and requirements which customers anticipate “(Pandelis et al., 2009; 

Tsaur et al., 2004). Improving on quality provides firms with the opportunity to bridge the 

gap between what they are capable of offering and what customers demand. This could be 

achieved by improving the process and outcome at the same time as researchers advised 

(Tsaur et al., 2004). 

Service quality has been defined as the effort exerted by a firm to satisfy customers’ 

expectations (Pandelis et al., 2009; Tsaur et al., 2004). Quality improvement provides firms 

with the opportunity to bridge the gap between what they are capable of offering and what 

customers demand (Lytle and Timmerman, 2006). This could be achieved by improving the 

process and outcome at the same time as researchers advised (Tsaur et al., 2004). Superior 

operations capabilities increase the efficiency in the delivery system as well as reducing the 

operations cost to achieve competitive advantage (Day, 1994; Prithwiraj et al., 2008). 

According to the literature, there is no doubt that HRM is a source of competitive advantage. 

A focus on HRM has proven to have a positive impact on many areas such as organizational 

performance, service quality and operational excellence. Effective commitment, which 

measures the attachment of employees to a firm, is a key player in this process, as it 

moderates many other factors. This commitment type is based on the emotional ties that 

employee develops with the organization primarily via positive work experiences. Effective 

commitment is the responsibility of everybody in the firm, from top management to 

individual employees across all units. Firms who professionally apply human resources 

management best practices can gain the fruits of operational excellence, but only if they also 

achieve effective commitment, since even high skilled but uncommitted employees may 

cause operational difficulties in executing the mission. The importance of focus for service 

organizations has been discussed by Heskett (1986), Swamidass (1991), and Rothand Menor 

(2003) and has received limited empirical investigation. Specifically, it has been tested by 

Huete and Roth (1988) in banks, by McLaughlin et al. (1995) in the health care sector, and 
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finally by Boyer et al. (2002) through the case study of Sotheby’s. Empirical findings from 

the Profit Impact of Marketing Strategies (PIMS) database suggested that a link between 

quality and profitability might exist for both manufacturing and services (Buzzell and Gale 

1987). This triggered a stream of research on the relationships between customer 

satisfaction, customer retention, market share, and profitability (Nelson et al. 1992, Fornell 

1992, Anderson et al. 1994, Rust et al. 1995, Loveman 1998). More recently, operations 

management scholars have joined this stream of research. Voss et al. (2005) have studied 

the relationship between service quality and customer satisfaction, while Zhao et al. (2004) 

investigated the relationship between the quality systems used in services and business 

performance based on case studies in China. A common theme is noticeable in previous 

empirical studies; they neglect the potential impact of productivity on profitability. 

According to Zeithaml et al. (1996), understanding of the complex relationship between 

quality of service and profitability requires simultaneous investigation of other relationships 

such as the link between productivity and profitability. Few studies have looked at the 

relationship between productivity and profitability in services. Schefczyk (1993) studied the 

impact of productivity on financial performance in the airline industry. Using data 

envelopment analysis (DEA), he combined multiple outputs and inputs to develop a measure 

of total factor productivity for a cross section of 15 international air carriers, and he found 

that productivity was linked to return on equity.  

Human resources are considered the most important asset of an organization, but very few 

organizations are able to fully harness its potential. Lado and Wilson (1994, p. 701) define 

a human resource system “. . . as a set of distinct but interrelated activities, functions, and 

processes that are directed at attracting, developing, and maintaining (or disposing of) a 

firm’s human resources.” Traditionally, management of this system has gained more 

attention from service organizations than from manufacturing organizations. However, to 

enhance operational performance, effectively managing this system is equally important in 

both types of organizations. Needless to say, sophisticated technologies and innovative 

manufacturing practices alone can do very little to enhance operational performance unless 

the requisite human resource management (HRM) practices are in place to form a consistent 

socio-technical system. For this reason, manufacturing organizations need to carefully 

evaluate their existing HRM practices and modify them, if needed, so that employees can 

effectively contribute to operational performance improvement issues. A review of empirical 

articles published between 1986 and 1995 in 13 OM research outlets revealed that less than 
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five percent of these articles fell into the “HRM for operations” category (Scudder and Hill, 

1998). This lack of attention is surprising when one considers human resources’ critical role 

in achieving superior performance in competitive priorities, such as low cost, quality, 

delivery, flexibility, and innovation. 

Much of the previous research on the relationship between HRM practices and 

organizational performance has concentrated on a single HR practice, such as compensation, 

selection, etc. (Gerhart and Milkovich, 1990). However, a growing number of researchers 

have argued for instituting complementary bundles of HRM practices to enhance 

organizational performance (Ichniowski et al., 1993; Osterman, 1994). “Human resource 

practices are said to be bundled when they occur in fairly complete, mutually reinforcing or 

synergistic sets” (Dyer and Reeves, 1995, p. 657).  

Delery and Doty (1996, p. 829) raise concern that the results of their study of HRM practices 

on organizational performance in the banking industry may not be valid in other industries. 

These authors urge that “. . . the current findings need to be validated in other industries to 

rule out industry as an important contingency factor.” Similar cautions can be made for 

country effects. A bundle of internally consistent practices is more effective than the sum of 

the effects of the individual practices due to their mutually reinforcing support (MacDuffie, 

1995). The resource-based view also supports this notion by stressing that individual 

practices have a limited ability to generate competitive advantage in isolation. However, in 

combination, these complementary resources can help a firm attain greater competitive 

advantage (Barney, 1995). Researchers (Wheelwright, 1978; Schmenner, 1981; Hayes and 

Wheelwright, 1984; Hill, 1989) have proposed a wide variety of operational performance 

measures for manufacturing facilities. These include cost, quality, delivery, and flexibility. 

Lately, the rate of new product introduction has also been included in this list (Vickery et 

al., 1997). 

Organizations use human resource (HR) practices as critical strategic tools for promoting 

favourable behaviour among employees and leveraging their knowledge, skills, and abilities, 

which should increase productivity and performance (Bartlett, 2001; Bates & Chen, 2004; 

Clardy, 2008; Katou, 2009). For this reason, human resource development (HRD) or training 

and development of employees has been acknowledged as the most foundational activity of 

the HR system (Dhamodharan, Daniel, & Ambuli, 2010; Gubbins, Garavan, Hogan, & 

Woodlock, 2006; Scott & Meyer, 1991). A number of empirical studies have demonstrated 
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the significance of a set (or system) of HR practices in explaining the operational efficiency 

and financial performance of organizations (Delaney & Huselid, 1996; Katou, 2009; Macky 

& Boxall, 2007). The major thrust of SHRM literature is the premise and findings that HR 

practices enhance various aspects of organizational effectiveness, including productivity, 

employee retention, market value, and financial performance (Becker et al., 1997; Huselid, 

1995; Richard & Johnson, 2004; Zhang & Li, 2009). In addition, scholars have proposed 

that HR practices promote financial outcomes by improving operational performance, such 

as productivity and flexibility of organizational functioning (Huselid, 1995). HRD programs 

are, by definition, designed and implemented to improve employee capability to perform 

effectively and meet performance expectations (Schwoerer, May, Hollensbe, & Mencl, 

2005). Extensive HRD efforts provide a wide array of training and development 

opportunities to employees, which are likely to upgrade their knowledge and skills. 

Training is indeed a positive predictor of knowledge and skills of individuals (Bates & Chen, 

2004; Clardy, 2008). Employees exposed to various HRD programs are in a good position 

to improve their capability, and thus effectively leverage their capacity in conducting their 

tasks (Liao et al., 2009; Schwoerer et al., 2005). Organizational support or care as perceived 

by employees increases the perceived insider status of employees. With increased insider 

perception, employees are also likely to have greater attachment and desire to remain with 

the organization, and thus be ready to exert considerable effort on its behalf (Masterson & 

Stamper, 2003; Rhoader & Eisenberger, 2002). In such a situation, employees develop a 

trusting relationship with and attachment toward the organization, which elicit desirable 

reciprocal attitudes such as organizational commitment (Bartlett, 2001; Macky & Boxall, 

2007). 

Quantitative approaches are often based on objective measures, such as the presence, 

proportion, amount, or intensity of HR practices (Kehoe & Wright, in press; Lopez et al., 

2005). In contrast, qualitative approaches tend to rely on more subjective assessments of 

management endorsement or employee satisfaction with HR practices (Delaney & Huselid, 

1996; Katou, 2009). Although these distinctions are more apparent in operationalizing HR 

practices in different studies, they may have substantive implications in conceptualizing the 

orientation or strategy of the organization related to the practice in question. For example, 

management-driven HRD efforts in investing financial resources may not be the same as 

HRD efforts perceived by employees as beneficial. “Our company has competitive 

advantage over other companies in (a) new product development, (b) efficiency of task 
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procedures, (c) cost reduction, (d) product quality, and (e) overall productivity and defect 

reduction” (Katou, 2009). Scholars often found industry type to be a critical determinant of 

organizational performance (Swanson & Holton, 2001). 

Furthermore, given that the vast majority of studies of SHRM have been based on 

organizations in Western countries (Delaney & Huselid, 1996; Huselid, 1995; Macky & 

Boxall, 2007; Richard & Johnson, 2004) while very little research covering this domain has 

been done in Indian subcontinent. 

2.9 Research Gap: 

The above literature review reveals the following research gaps which make this study more 

meaningful, relevant, appealing and contributing to the field of research in this domain. 

 The earlier studies have covered primarily 4 HR practices namely Recruitment and 

Selection, Training and Development, Compensation and Benefits and Performance 

Appraisal and that too in manufacturing sector or services specific to banking but 

none in IT industry.  

 Work life balance and Employee Engagement have been studied in isolation in 

several studies but not in tandem with other HR practices. 

 No HR practice bundle has been created and studied covering all the six HR practices 

studied as part of this research. 

 Impact of HR practices on operational performance has been extensively studied in 

manufacturing setup while there is little relevant literature in services and even 

meagre or no study on impact in Information Technology companies.  

 Most studies capturing impact of HR practices has been studied in western countries, 

however as per literature, there is evidence of variance in results due to geography. 

Hence the study in India makes it even more unique.  

 Operational performance in the past studies has typically included manufacturing 

measures and no study covers services sector based parameters of ‘Effective 

Commitment’, ‘Employee Efficiency’ and ‘Product/Service Quality’ in one study. 

This bundle again is unique. The study hence is unique and novel.  
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CHAPTER -3 

3 Conceptual Framework 
 

 

Human Resource function plays an important role in the up-liftment of the organization. 

Several organs of the organization depend on human resources for their success. In this 

research we are trying to discern the impact of HR practices on the operational performance 

of Information Technology companies. Hence it is imperative for us to discuss the rationale 

behind this research, the selection of HR practices and parameters used to evaluate HR 

practices. It is also important for us to discuss how the parameters to evaluate operational 

performance were chosen. 

3.1 Human Resource Practices: 

HRM practices are a process of attracting, motivating, and retaining employees to ensure the 

survival of the organization (Schuler and Jackson, 1987). HRM practices are designed and 

implemented in such a way that human capital plays a significant role in achieving the goals 

of the organization (Delery and Doty, 1996). The appropriate use of HRM practices 

positively influence the level of employer and employee commitment (Purcell, 2003). HRM 

practices such as, training and development, performance appraisal encourage the employees 

to work better in order to increase the organizational performance (Snell and Dean, 1992; 

Pfeffer, 1998). 

The last several years have seen significant growth in the implementation of retention 

compensation strategies. Frye’s study showed that there exists positive relationship between 

compensation and organization performance. It was reported by him that the key role in 

recruitment and retention of skill employees is played by compensation. Performance 
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aligned compensation strategy is used by many organizations to reward employees. 

Employee’s performance is positively influenced by performance-linked compensation 

(Brown et al., 2003). Significant relationship between compensation and performance of the 

employee was shown by Huselid in his research. Integration of performance management 

and compensation that result in enhanced will of the employee to work efficiently works as 

an effective HRM strategy. Significant correlation between compensation and performance 

of the employee has been shown by researchers. It is important that employers view 

compensation practices in favourable light as compensation practices heavily influence 

employee recruitment, turnover and productivity. 

According to Collins & Druten (2003) researchers have produced compelling evidence for 

the causal link between how people are managed and organisational performance. They 

argue that the effectiveness of human resource practices, particularly employee selection 

procedures, performance appraisals, rewards and benefits management, and employee 

training and development (the matching model of HRM) often have a direct bearing on 

organisational productivity and performance. Contributing to this assertion, Schuler and 

Macmillan (1984) present that, the result of effectively managing human resources is an 

enhanced ability to attract and retain qualified employees who are motivated to perform. To 

them, the benefits of having the right employees motivated to perform include greater 

profitability, low employee turnover, high product quality, lower production costs, and more 

rapid acceptance and implementation of corporate strategy. These invariably lead to higher 

productivity. 

Keeping these factors and earlier research in mind, we have chosen the following HR 

practices for our study: 

 Recruitment and Selection 

 Training and Development 

 Performance Appraisal 

 Compensation and Benefits 

 Work Life Balance 

 Employee Engagement 
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3.2 Recruitment and Selection: 

Recruitment and selection involve getting the best applicant for a job. Huselid (1995) notes 

that recruitment procedures that provide a large pool of qualified applicants, paired with a 

reliable and valid selection regime, will have a substantial influence over the quality and 

type of skills new employees possess. Mullins (1999) also points out that the important thing 

is for some suitable plan to be used; and that the plan is appropriate to the essential or desired 

characteristics of the candidate. It is also necessary to comply with all legal requirements 

relating to employment and equal opportunities, to follow recommended codes of practice 

and to ensure justice and fair treatment for all applicants. Bohlander, Snell & Sherman 

(2001) indicate that it is important for managers to understand the objectives, policies and 

practices used for selection. In that way, they can be highly involved in the process from the 

very beginning. Those responsible for making selection decisions should have adequate 

information upon which to base their decisions. Robbins (1991) further observes that an 

organisation’s human resource policies and practices represent important forces for shaping 

employee behaviour and attitudes. The selection practices will determine who is hired. If 

properly designed, it will identify competent candidates and accurately match them to the 

job. 

The important facets of Recruitment and Selection are sourcing the right kind of candidates 

for the role, maintaining a pool of profiles, communicating clearly with the relevant 

stakeholders and clearly relaying the job description. 

Another important facet in recruitment and selection is timely closure of requirements while 

keeping the candidates informed on their candidature. 

The selection process relates to asking relevant questions to gauge the appropriateness of the 

candidate for the role and also checking for job fit of the candidate.  

The aptness of the recruitment process entails enough and clear communication regarding 

the job profile, role, candidature, time management, readiness of interview panel for smooth 

experience, appropriate selection process and ensuring that the entire process is unbiased.  

3.3 Training and Development: 

Learning and development definitely makes positive impact towards organizational growth. 

Training refers to the methods used to develop skills in the employees required to perform 
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the job (Dessler, 2008). Learning and development is considered as one of the most 

important factors of the human resource activity. Relevant knowledge and skills are 

developed through training and hence it can be used as a tool to increase employee’s 

performance. Employees who undertake training make a conscious effort to hone their skills 

and inculcate additional skills or competencies. Training can be used as a tool to increase 

efficiency and effectiveness of employees in order to increase organizational performance 

(Cook and Hunsaker, 2001). Organizations have achieved their goals by focussing on 

employee training and doing exhaustive programs to train the employees in relevant areas. 

This also helps the organizations develop competitive advantage over their competitors. 

Programs used to train employees are significant to achieve organization goals and hence 

are key to the success of the organization. Appropriate training which is provided to 

employees can help have desired change in the employees.  

Training and development involves programs, on the job trainings, workshops, simulations, 

etc to enhance the learning experience of an employee.  

To gauge the effectiveness of training, the very pertinent question is content of the training 

or agenda of the training – what does the training cover and what will be the learning 

outcome. 

Training has to align to the training needs of the employees rather than working in isolation. 

There may be trainings which the employees may not require or don’t feel relevant attending. 

Hence topics covered must meet the expectations of the participants. 

Another facet of training and its being effective is the regular organization of sessions for 

continuous development of all workforce. Hence frequency of training programs is 

important. Trainings in bursts or once in a blue moon won’t meet the learning objectives.  

Training awareness and planning is important for candidates to plan and attend the trainings 

organized. A training calendar published well in advance helps employees at all level plan 

and also be aware of the trainings that would be conducted.  

The length of training or duration of training is also important to align to the objectives of 

the training. Trainings which are of too short a duration or of longer duration tend to either 

not meet the learning objectives or tend to bore the attendants thereby taking away their 

interest from the trainings. 
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Trainings are important to keep the employees with the latest trends and be ahead of the 

curve. New age technologies are taught to employees through different well designed 

training modules.  

A very important component of trainings is the instructor who is conducting the training. A 

knowledgeable instructor commands respect and maintains enthusiasm of the attendants. An 

unknowledgeable instructor on the other hand kills the interest of the attendants and the 

whole purpose of training is defeated. 

While the trainer may be knowledgeable, the job is half done, the effectiveness of the trainer 

in delivering the training is more important. An effective trainer engages the audience and 

also ensures learning objectives are met.  

The environment or the setup in which the training takes places is hygiene and impacts the 

training delivery and training receptiveness. The setup should be conducive to learning and 

all the deterrents should be done away with.  

3.4 Performance Appraisal: 

Performance appraisal is a systematic evaluation of an employee’s performance in his 

assigned tasks. The overriding purpose of performance appraisal is to increase motivation 

and employees self-esteem. Sels et al. (2003) stated that performance evaluation increase 

the employee’s productivity that in turn increases organizational performance. Performance 

appraisal enhances professional growth by pointing out the area of performance 

enhancement. Transparent performance evaluation motivates employees to work more in 

order to achieve the organizational objectives (Singh, 2004). Wan et al. (2002) reported that 

merit based performance appraisal increase employee’s motivation and commitment that has 

a significant effect on organizational performance. The key to organization’s success relates 

to the willingness of employees to play extra role (Ahmad and Schroeder, 2003). Satisfied 

employees lead towards reduced turnover and absenteeism. 

The performance appraisal process starts with defining definite goals and objectives to be 

achieved by the employee. It is important that every individual knows about his/her roles 

and responsibilities to perform. 
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The performance of the employees is also a function of whether the employees are aware of 

the organization goals and how can then they contribute towards high performance culture.  

When the employee is performing the job, feedback or communication on his/her 

performance should be given on a continuous basis to ensure the employee knows the areas 

of improvement and can act upon. 

Performance Appraisal has to be continuous and timely. Appraising an employee of 

performance which is six months old isn’t relevant in the current context. Hence, timely 

feedback should be shared with the employees. 

Performance appraisal is a systematic process of appraising employees of their performance. 

Hence it has to be periodic and not a one-time activity.  

3.5 Work Life Balance: 

Work-life balance (WLB) refers to the ability of individuals to pursue successfully their 

work and non-work lives, without undue pressures from one domain undermining the 

satisfactory experience of the other. A “good” work-life balance is defined as a situation in 

which workers feel that they are capable of balancing their work and non-work 

commitments, and, for the most part, do so. Work and family are the two most important 

domains in a person’s life. Work-life balance is a major aspect of the quality of work and 

life of individuals and couples trying to manage multiple roles. In India, organizations have 

recognized the need for and value of Work-Life Balance policies. What makes a firm best is 

not just technology, bright ideas, masterly strategy or the use of tools, but also the fact that 

the best firms are better organized to meet the needs of their people, to attract better people 

who are more motivated to do a superior job (Waterman 1994). With increasing competition, 

the issue of maintaining work-life balance is a challenge for both the employees as well as 

the employers. The concept of work-life balance not only includes the family-friendly 

perspectives of earlier HR policies, but is also much wider in the sense that it seeks to help 

all employed people, irrespective of marital or parental status so that employees can 

experience a better fit between their professional and private lives (White et al., 2003). 

Keeping this broader perspective in mind, UK’s Department of Trade and Industry defines 

work-life balance as being ‘about adjusting working patterns regardless of age, race or 

gender, (so) everyone can find a rhythm to help them combing work with their other 

responsibilities or aspirations’ (Maxwell and McDougall, 2004). 
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As discussed above, work life balance is a concept where employees are able to manage 

work and personal life with effectiveness. There could be several facets of knowing whether 

an employee is really having the balance. 

In IT organizations, most employees work beyond working hours as they are bound by work 

and not timelines. Hence, whether they have ample time to pursue their own personal 

activities is a good judge of their work life balance. 

Another important parameter which determines work life balance is whether the employee 

is able to spend sufficient and required time with the family ensuring their physiological 

needs are met.  

Picking up a new hobby in the recent past gives an insight into whether the employee has 

found time to take up a hobby beyond working hours. If an employee doesn’t find time for 

additional activities, it is a clear indication of the employee being too bound by work. 

Whether an organization is scoring on WLB can also be discerned on the organization 

policies. Some organizations have mandatory leave policy and encourage employees to avail 

leaves or take time off from work to pursue an area of interest and come back rejuvenated.  

Ignoring family commitments due to work is again a sign of missing work life balance. If 

there is a balance, the family and work life balance can be maintained leading to happy 

employees, happy organization and happy family. 

‘Man is a social animal’, Aristotle had quoted. Time to socialize, meet friends, relatives also 

is a sign of being able to maintain work life balance.  

3.6 Compensation and Benefits: 

Compensation is a process of providing monetary value to employees for the work they 

performed. Compensation can be used to hire skilled employees, reward the performance, 

encourage company loyalty by reduce turnover. Compensation may include Basic Pay, 

Overtime, Bonuses, Travel/Accommodation Allowance, Stock Options, Medical 

Allowance, Commissions, and Profit Sharing. A recent study conducted by Hay points out 

that 20% employees plan to switch their current positions in at least five years. Employee 

retention turnover has become a more prominent aspect of organizational life. The 

implementation of retention compensation strategies has seen significant growth over the 
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last several years. A study conducted by Frye (2004) show positive relationship between 

compensation and organization performance. Frye (2004) reported that compensation 

strategies play an important role in recruiting and retaining skilled employees. Most of the 

firms used Performance-based compensation to reward employees (Collins and Clark, 

2003). Performance-based compensation positively influences employee’s performance 

(Brown et al., 2003). A research study by Huselid (1995) showed a significant relationship 

between compensations and employee performance. An effective HRM strategy is to 

integrate performance and compensation system that enhance employee’s will to work 

effectively and efficiently (Wright, 2003). Teseema and Soeters (2006) indicate a significant 

correlation between compensation and employee’s performance. It is important that 

employer view compensation practices in a favorable light as compensation practices 

heavily influence employee recruitment, turnover and productivity. 

An employee’s sense of satisfaction is when he/she feels that they are rewarded well and 

enough for the effort they have put in. Employees unhappy with compensation tend to be 

disgruntled leading to performance impact. 

Employees look for a good mix of financial and non-financial benefits which suits them on 

all fronts and they are able to mix and match the benefits – tangible or intangible which are 

available to them. 

Communication of structure and its components are important. Employees should be aware 

of the breakup of the compensation and what are the different kinds of allowances or 

deductions.  

Fairness and transparency of compensation structure and distribution of rewards is key to 

employee satisfaction. Employees who feel they are treated unfairly or in a biased manner 

tend to be dissatisfied and disengaged.  

The compensation should purely be a function of an individual’s achievement at work rather 

than his/her stature or relationship with bosses. This gives an employee confidence that their 

effort is being recognized and putting in effort can get them better compensation or rewards. 

Compensation of employees don’t work in isolation but have to be aligned to organizational 

goals. If the organization is doing well, employees should be rewarded. However, paying 

excessive salaries when company is not faring well is a sure shot recipe of failure.  
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3.7 Employee Engagement: 

Employee engagement is creating an environment in which employees are engaged and 

take actions relevant to their jobs. Employee engagement helps the organization in retaining 

its employees as it increases ownership and commitment and fosters an environment to make 

the employees motivated and contributing. Employee contribution influence employee’s 

performance positively (Locke et al., 1997). Employee engagement increase job satisfaction, 

motivation and employees commitment as employees feel themselves more involved in the 

success of the organizational goals (Mullins and Peacock, 1991). Empowering the 

employees by involving them in decision making contribute to the success of organization 

as it increases the productivity, saves time for decision making, lowers the gap between 

supervisor and subordinates, encourages a strong sense of teamwork among workers. Smith 

(1997) focused on empowering employees in order to release their potential. Nykodym et al. 

(1994) indicate that empowering the employees can reduce conflict among employees. 

The components of the questionnaire are predominantly based on the tried and tested 

Gallup’s Q12 model of employee engagement. 

The employees should have the necessary tools and accessories to carry out their jobs 

satisfactorily without hindrance. 

The job expectations should be clearly communicated to the employees to ensure they know 

what is expected out of them and don’t have to grope in the dark. 

The employee should have the opportunity to do their best every day, should have right 

frame of mind and explores new avenues to grow and learn. 

The supervisor or the manager plays an important role in motivating the employee or 

showing empathy towards the employee symbolizing that the manager cares for the 

employee. 

Employees also feel engaged when they feel cared for feel that they are progressing in the 

job and if the organization is concerned about the individual’s growth. 

Employees having the opportunities to learn and grow are highly engaged. Also, feeling 

whether they are made feel ‘important’ by making their opinion count at work.  
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3.8 Operational Performance: 

Now we shall present rationale for choosing parameters for Operational Performance: 

Many researchers tried to conceptualize the service operations performance according to two 

dimensions, first relating to financial/monetary gain such as profit and market share 

enhancement and/or cost reduction while the second relating to non- financial value gain 

like product/service quality enhancement, delivery performance, customer and employee 

satisfaction, and community impact. 

Service quality defined by Edvardsson as “the firm’s effort that is given in order to meet and 

satisfy the expectations and requirements which customers anticipate “(Pandelis et al., 2009; 

Tsaur et al., 2004). Improving on quality provides firms with the opportunity to bridge the 

gap between what they are capable of offering and what customers demand. This could be 

achieved by improving the process and outcome at the same time as researchers advised 

(Tsaur et al., 2004). 

Service quality has been defined as the effort exerted by a firm to satisfy customers’ 

expectations (Pandelis et al., 2009; Tsaur et al., 2004). Quality improvement provides firms 

with the opportunity to bridge the gap between what they are capable of offering and what 

customers demand (Lytle and Timmerman, 2006). This could be achieved by improving the 

process and outcome at the same time as researchers advised (Tsaur et al., 2004). Superior 

operations capabilities increase the efficiency in the delivery system as well as reducing the 

operations cost to achieve competitive advantage (Day, 1994; Prithwiraj et al., 2008). 

According to Zeithaml et al. (1996), understanding of the complex relationship between 

quality of service and profitability requires simultaneous investigation of other relationships 

such as the link between productivity and profitability.  

Past empirical research has mostly investigated the effects of HRM practices on financial 

performance (cf. Delery and Doty, 1996) and some on efficiency and employee turnover (cf. 

Huselid, 1995). However, very few studies have examined the impact of HRM practices on 

operational performance measures, such as quality, cost or delivery (cf. MacDuffie, 1995) 

or intangible performance measures, such as organizational commitment (cf. Kalleberg and 

Moody, 1994). Organizational commitment is an indicator that testifies to whether the HRM 

practices employed in an organization are able to foster psychological links between 
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organizational and employee goals. This is an intangible outcome of a HRM system and is 

important to retaining employees and exploiting their potential to the fullest extent over time. 

For the purpose of our study, we have chosen the following three broad operational 

performance parameters: 

 Organization Commitment  

 Employee Productivity/Efficiency 

 Product/Service Quality 

These factors are also relevant to Information Technology sector which is a service based 

industry unlike manufacturing sector where operational performance is calculated with 

slightly different measures. These factors also resemble a combination of both qualitative 

and quantitative measures. 

Now we shall discuss each of the parameters using which the Operational Performance was 

measured.  

3.8.1 Organization Commitment: 

Most of the previous studies as earlier mentioned have focussed on manufacturing sector 

and have considered only quantitative parameters like time to produce, number of defects, 

etc. Since we are studying the impact of HR practices on operational performance, it is even 

more compelling to include parameter which is qualitative in nature but has equal association 

with operational performance.  

Organization commitment may be defined in a number of different ways, including effective 

emotional bonding between individuals and the firm (Ashman, 2007; Buchanan, 1974); an 

individual’s belief in the firm’s values and willingness to be part of the firm’s “family” 

(Porter et al., 1974; 1979), an employee’s commitment to a firm as the “right thing to do” 

(Wiener, 1982). 

The organizational commitment concept is complex and multidimensional (Allen and 

Meyer, 1990; Angle and Lawson, 1993; Hackett et al., 1994; Meyer et al., 1990; 

Somers,1993), and may simultaneously arise from a number of factors such as an emotional 

attachment, a responsibility to repay a debt, or a view that the cost of leaving is too high 

(Meyer et al., 1990).  
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Effective commitment, which measures the attachment of employees to a firm, is a key 

player in this process, as it moderates many other factors. This commitment type is based on 

the emotional ties that employee develops with the organization primarily via positive work 

experiences. Effective commitment is the responsibility of everybody in the firm, from top 

management to individual employees across all units. Firms who professionally apply 

human resources management best practices can gain the fruits of operational excellence, 

but only if they also achieve effective commitment, since even high skilled but uncommitted 

employees may cause operational difficulties. 

This was discerned with direct and indirect cues on organizational commitment. Employees 

having a bonding with the organization obviously will be committed to the organization.  

The employees also will look forward to a long term relationship and association with the 

organization due to the bond or loyalty they have for the organization. 

Every employee performs the assigned tasks. However, a better measure of effective 

commitment is whether employees go beyond their call of duty and perform. Delivering 

results instead of simply doing tasks is very important and a critical indicator of organization 

commitment.  

When employees feel a sense of bonding or are attached to the organization, they are also 

motivated to work since they intend to deliver results for the organization. Hence, whether 

employees are motivated to work is an indicator of organization commitment. 

Employees when attached to the organization look at collaborations within the organization. 

They work as a team to achieve results rather than working in silos or in individual capacity. 

Hence, employee’s ability to collaborate with other individuals putting organizational 

interest before self is an indicator of organization commitment. 

3.8.2 Employee Productivity: 

Employee productivity signifies whether employees are able to complete assigned tasks with 

high level of efficiency and desired quality. 

Organizational performance is generally indicated by effectiveness (whether an organization 

can achieve its objectives), efficiency (whether an organization uses resources properly), 

satisfaction of employees and customers, innovation, quality of products or services, and 
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ability to maintain a unique human pool (Delaney & Huselid, 1996; Dyer & Reeves, 1995; 

Guest, 2001; Katou & Budhwar, 2007). Moreover, it is believed that workers’ productivity 

can be improved by motivating and empowering employees through the introduction of 

‘high commitment/involvement/performance work practices’ (e.g. Arthur, 1994; Becker and 

Huselid, 1998; Delery and Shaw, 2001; Huselid, 1995). 

Employees can be productive when they have the right skillset to perform the job at hand. 

Without the right skills, the employees won’t be able to perform the task at hand and hence 

there will be delivery issues or quality issues. 

Absenteeism can highly affect the productivity at work. More so, if the absenteeism is 

unplanned. Hence unplanned leaves can derail the plans of others in the organization which 

can heavily affect the productivity of all the members in the team. 

While skill is important to perform the job, the job gets performed when there is a will to do 

the job. When an employee has the will to do the job, the work gets delivered on time and 

with high effectiveness.  

While the skill and intent are important to do the job at hand and deliver results, the world 

and technology are changing at a tremendous pace and hence to stay relevant, it is important 

that employee learn continuously and improve. But for that it is also important for employees 

to identify their learning needs or skill gaps and get those addressed.  

Completion of work on time and with utmost sincerity is a hallmark of high productivity. 

High performance organizations involve completion of the tasks and deliver results.  

3.8.3 Product/Service Quality: 

Productivity is only one operational performance outcome that can be influenced by HRM. 

Other operational outcomes include, for example, the innovation rhythm, the quality of the 

product or service obtained, customer satisfaction, lead time, on-time delivery and so on 

(Peccei and Rosenthal, 2001). 

Since we are studying the Information Technology companies, there are companies which 

build products which can be replicated as is (e.g. Salesforce, Oracle, etc.) while there are 

services based organizations which do only services like building custom softwares or doing 

testing for their clients (e.g., Infosys, TCS, etc.).  
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Customer satisfaction is also a function of good product or services quality. Good quality of 

product or service will also impact satisfaction of the customer, better the quality, higher the 

satisfaction and vice versa. Besides, for the research it would be difficult to reach out to the 

customers of the companies studied and gauge their satisfaction level.  

Product or service quality can only be sustained if there is continuous innovation and 

improvements therein keeping in mind the changing needs of the customers. Hence, how 

much an organization or its employees have contributed to the innovation at work is an 

indicator of the urge of the organization to build high quality product or service.  

High performance organizations have high standards when it comes to product or service 

quality. Case in fact, Google or Apple or Infosys who have set high standards for themselves. 

Adherence of employees to these high set standards is an indicator of their willingness to 

deliver high quality product or service.  

Benchmarking of customer service experience is undertaken by organizations who are 

sensitive to customer needs. This is reflected in their product and service quality. When the 

customer is at the centre of the value proposition, it ultimately results in customer centric 

and customer sensitive product or service. This is also an indicator of the problem turnaround 

time – how quickly customer query or issue gets resolved.  
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CHAPTER - 4 

4 Research Methodology 
 

 

Research Methodology explains the thought process of the research carried out. It narrates 

the identified HR practices for the purpose of this study and its impact on the identified 

parameters of performance in the IT organizations. The method and procedures adopted are 

listed below:  

4.1 Problem Statement: 

In a world in which financial results are measured, a failure to measure human resource 

policy and practice implementation dooms it to second-class status, oversight, neglect, and 

potential failure. The feedback from the measurements is essential to refine and further 

develop implementation ideas as well as to learn how well the practices are actually 

achieving their intended results. 

Several qualitative models for HR efficacy have been proposed and illustrated; however no 

definite model exists for measuring impact of individual HR practices and HR practices in 

totality, specific to the IT industry in India. This research takes a stab at one of its kind 

research where a lot of effort and care has been taken to mingle qualitative and quantitative 

aspects of Human Resource Practices and their impact on Operational performance of the 

company.  
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4.2 Research Objectives: 

4.2.1 Primary Objectives: 

 To study the impact of HR practices on the operational performance of IT companies 

in India. 

 To study the impact of Training and Development on the operational performance of 

IT companies in India. 

 To study the impact of Recruitment and Selection on the operational performance of 

IT companies in India. 

 To study the impact of Compensation and Benefits on the operational performance 

of IT companies in India. 

 To study the impact of Performance Appraisal on the operational performance of IT 

companies in India. 

 To study the impact of Rewards and Recognition on the operational performance of 

IT companies in India. 

 To study the impact of Work Life Balance on the operational performance of IT 

companies in India. 

 To come up with a model to identify and measure correlation between HR practices 

and organizational performance. 

4.2.2 Secondary Objectives: 

 To study the HR practices in various organizations. 

 To study the HR practices impacting business performance of companies in IT 

industry. 

 To evaluate correlation within HR practices 

 To evaluate impact of individual HR practice on the operation performance of IT 

industry. 

 To evaluate the cumulative impact of HR practices on the operational performance 

of IT industry. 

 To study the measurable factors comprising of operational performance in the 

organizations. 

 To provide a tested theoretical framework for studying the impact of HR practices 

on performance of the organization. 
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4.3 Research Approach: A Bridge between Qualitative and Quantitative 

Research 

Qualitative approach is about subjective assessment of conduct, attitudes and views and has 

a petite concern with the objectivity. This domain of research does not entail ample of 

quantitative analysis as the data generated is not in quantitative form. Where as in 

Quantitative research approach, rigorous quantitative analysis is done as the entire data 

generated is in the quantitative form. Quantitative research approach can be further divided 

into 

 Inferential  

 Experimental  

 Simulation.  

Inferential approach is used to infer relationships of populations where in survey is 

conducted to study the population to determine the characteristics of the population. In 

experimental approach effect of manipulation of some variables on the other variables is 

studied. Simulation approach allows observing dynamic behaviour of a system under 

controlled conditions created by artificial environment (C.R.Kothari and Gaurav Garg). 

As a part of this research, we are trying to study the HR practices and their impact on 

organizational performance. Hence, it becomes extremely essential to study and rate the HR 

practices of different organizations on an established scale and understand their overall 

performance and thereby discern if there is any correlation or not and if so what is the level 

of correlation. This research also takes cognizance of the fact performance is an outcome 

that can be attributed to several factors directly or indirectly. There can be no single 

determiner of performance. However, at the same time the research strives to evaluate if 

companies faring well on HR practices also score high on parameters which directly or 

indirectly affect organization performance. In such a scenario, HR practices become an 

important asset for the companies and also a key differentiator. Hence the research studies 

the key HR practices and parameters that are key to up the operational performance of the 

organizations. Also, survey was conducted to study the HR practices as independent 

parameters and their impact on organization performance as a dependent parameter. 

 Hence this research uses both inferential and experimental research in the domain of 

quantitative research. The research also has focused on exploratory research by conducting 
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focus groups to arrive at parameters which should be considered for operational performance 

impact either directly or through a linkage. Since the concepts of HR are qualitative in nature, 

a fair amount of thought has gone into making this as pure quantitative research as possible 

while minimizing bias if any. 

4.4 Research Design: 

A good research should have a perfect blend of the theory and the practical learning. 

Research design is a blue print of any research project. The research design is a clinical 

outline to direct the study towards achievement of the research objectives and involves 

decisions on research process and data collection methods used (Aaker et al, 2001). It is 

basically the conceptual structure of the research within which the entire research work is to 

be carried out. Research design answers the key questions of research comprising of six Ws 

and one H (What, Why, When, Where, Who, Which and How) of the research work. 

4.4.1 What:  

What is the purpose of the research? What is being studied in this research? 

For any research it is of utmost importance to decide what exactly the research is about. Here 

in this research we are evaluating the impact of HR practices on operation performance of 

IT industry companies. This research will help HR practitioners and academia alike in 

furthering the scope of management studies and help business with key insights into HR 

practices and how these influence performance. 

4.4.2 Why:  

Why is this study required? It is important to understand why this research is being 

conducted. 

There is meagre or no research on this topic linking HR practices to performance and that 

too specifically for IT industry. The literature review depicts several research papers on this 

topic in foreign countries but none in India and none in IT industry even globally. 
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4.4.3 When:  

Whether it is appropriate time to study the subject finalized for the research? Untimely study 

leads to immature outcomes or redundant research where no value gets added. Conducting 

the research at the right time makes it most beneficial for all the stakeholders involved. 

Information Technology is a great enabler and the world is depending more and more on 

automations or products driven by great software designs. Life is changing quickly every 

minute due to the wonderful softwares created by IT companies. There is a lot of acceptance 

and push for HR policies and practices to create world class companies. We are in the right 

sweet spot to conduct this research where we have a blend of management function (HR) 

which is gaining prominence and a revolutionary sector (IT) which is making progress by 

leaps and bounds. 

4.4.4 Where:  

The geographical area to be covered under the research is another important question. It is 

practically impossible to cover entire population under any research the same way it is also 

not possible to cover entire geographical area under any research. Hence it becomes pertinent 

to decide where the research is to be conducted. 

The current study is conducted in India with data availed from all key IT hubs over several 

cities like Bangalore, Hyderabad, Chennai, Pune, Delhi – NCR, Mumbai, etc. These cities 

make up for more than 80% of the IT crowd in India. 

4.4.5 Who:  

After finalizing the geographical arena, it is important to decide the target set or the 

respondents who will be administered with the survey. The validity and reliability of the 

research is greatly impacted by the target set and the quality of responses received. 

People working in the IT sector who have had exposure to the HR practices of the 

organization for a minimum period of 6 months were considered for the research. Employees 

from both Private Ltd. And Public Ltd. companies were administered with the questionnaire. 

This can also help us understand if there is a significance difference in the HR practices 

score of the private versus public limited companies.  
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4.4.6 Which:  

Relevance and accuracy of data are key aspects of any research. Getting appropriate 

responses asks for appropriate questions. 

Appropriate scales for measuring HR practices have been studied using available literature 

and also factors having direct and indirect linkages to operation performance to design the 

questionnaire effectively. Focus groups were also conducted to understand how different HR 

practices influence employees. It was an effort of over 6 months of deliberation, revisions 

and dilemmas before finalizing the final questionnaire. Pilot study was also conducted to 

evaluate respondents’ understanding of the questions and the questions and even parameters 

at places have been modified wherever required. 

Secondary data has been collected from relevant literature i.e. research papers, articles, 

reports, websites, etc. Details of the same are presented in Literature review. 

4.4.7 How:  

After the design of the reliable and valid instrument, it becomes critical to use right statistical 

tools to analyse the data appropriately and derive results in line with the set objectives of the 

research. 

For this research SPSS has been used as a statistical tool to evaluate the data and help make 

sense out of it while gathering key insights into the research variables. The data has been 

analysed using Frequency distribution and Graphical Analysis; Multivariate Cross 

tabulation; Descriptive statistics; Inferential Statistics – T-test; Relationship Analysis – 

Pearson’s Coefficients Correlations, Stepwise Regression. The same have been explained at 

length in the later part of this chapter. 

Descriptive research design is mainly applied to improve insights into the already available 

research considering several demographic parameters. The research is first of its kind in the 

India IT industry. Research in other sectors/domains in India and overseas have been carried 

out, however the research is unique in its own ways. 
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4.5 Sampling Design: 

Sampling Design refers to the procedures and techniques used for selection of samples. It 

depicts the detailed plan for selection of samples from the universe. The details like 

Universe, Target Population, Sampling Techniques, Sample size etc. have been provided as 

under. 

4.5.1 Universe and Target Population: 

The universe for this study is any employee in IT industry in India who has experienced 

different HR practices for 6 months in the company. As per an information by NASSCOM, 

Direct employment within the IT-BPM sector has grown at a CAGR of over 7 per cent in 

the past five years to cross the 3.1 million mark and 1.3 Crores as indirect employment. 

Being one of the largest organized private sector employers in India, the sector is also 

playing a key role in enabling higher levels of employment in adjacent verticals like 

hospitality, security services, house-keeping etc. taking the indirect employment at a 

multiple of 3X. 

This forms our universe for the research; however we have restricted response from 

employees who have been in the company for at least 6 months.  

4.5.2 Sampling Methodology: 

There are major two categories of sampling techniques namely Probability sampling and 

Nonprobability sampling. These two categories differentiate themselves on the grounds of 

the selection process. Selection of the category depends upon the nature of population i.e. 

finite or infinite and types of research. 

4.5.2.1 Probability Sampling:  

Probability is sampling is selecting sample by giving equal chance of all the units of the 

population for selection as a sample. Probability of getting selected as a sample is equal for 

every single unit or member of the population hence it is called Probability sampling. This 

can happen only when the researcher is fully aware about all the units of the population. 

Probability sampling can further be classified in to 1) simple random sampling, 2) stratified 

random sampling, 3) cluster random sampling and 4) systematic random sampling.  
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4.5.2.2 Non probability sampling:  

Non probability sampling can be used when the target population is infinite or it is not 

possible to define the population properly or target population keeps on changing every now 

and then. In such cases researchers need to apply practical parameters as per the requirement 

of the research and convenience. In this technique all members or units of population do not 

get equal chance of getting selected as sample. Mainly there are four popular non-random 

sampling. 1. Convenient sampling, 2 Judgmental sampling, 3 Quota sampling and 4 

Snowball random sampling. Convenient random sampling is used by researchers wherein 

they can select any member of the population as sample which comes in their way. This 

method is not appropriate for exhaustive research except for pilot survey. In judgmental 

sampling researcher selects the sample with a specific purpose. In this research there is no 

such requirement of judgmental sampling. Snowball random sampling is applied for the 

research wherein population is small and pre-defined. In the present research population is 

neither finite nor small hence this is also not suitable for this research. In quota sampling the 

population is divided in different segments according to various demographic characteristics 

i.e. geographic location, skill set, age, income, occupation or any other segments based on 

the research topic. 

For the purpose of this study, since the respondents were determined to be from IT 

companies who have work at least for 6 months in the organization, Judgemental sampling 

was used. This is also because IT industry has high concentration in certain cities like 

Bangalore, Hyderabad, NCR and hence it is rational to pick candidates from companies in 

these cities. It is also easier to get candidates from these locations for the survey and therefore 

establishing greater relevance for the objectives of the research.  

4.6 Sample Size: 

Sample size determination is a key decision for any kind of research as appropriate sample 

size will lead to reliable result which portray the correct picture of the area under study and 

in case of inappropriate or inadequate sample the results will not depict the correct picture. 

Sample size has been determined by using the standard model for sample size; 

Sample size = z2*(p)*(1-p)/c2, where, z = z value (1.96) for 95% confidence level 

p = percentage of probability of picking up a choice expressed as decimal 
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c = confidence interval 

4.7 Data Collection: 

To develop the conceptual model greater amount of secondary data was used and to refine 

the questionnaire and model and validate it primary data in terms of pilot survey and focus 

group was used. 

4.7.1 Secondary Data: 

The data which was collected and used earlier by some other researcher for similar or related 

studies or may be for different kind of studies which is helpful in conducting the present 

research is called secondary data. Secondary data is already published data in different forms 

like newspapers, research papers, articles in periodicals, books, magazines, websites etc. For 

this research secondary data has been collected from all possible data collection sources. 

Research articles published in reputed national as well as international journals are referred 

for collection of data analysis. Careful deliberation has been stressed up on while selecting 

secondary data source in order to ensure relevance to the topic and refinement of the data. 

4.7.2 Primary Data: 

Primary data is the data specifically collected by the researcher for the purpose of the current 

research. It is original data collected by the researcher himself/herself. Primary data is 

always customized as per the need of the current research. Primary data gives more 

confidence to researcher as the same is collected by him / her for specific purpose. However, 

utmost care is also required for collecting primary data as a little mistake can make a vast 

difference in the results and take it far away from the reality. There are a couple of ways of 

collecting primary data 1) Observation method and 2) Questionnaire method. Both the 

method have been used for the present research. 

4.7.2.1 Observation Method:  

In observation method researcher need to observe various aspects related to the research and 

set of observations are analysed to get the results. 

4.7.2.2 Questionnaire Method:  

In this method researcher prepares a questionnaire using a set of questions related to the 

study and required data. The responses from respondents are then collected for the 
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questionnaire which is analysed to get the outcome. Researcher can use either open ended 

questions or closed ended questions depending upon requirement of the study. Responses of 

closed ended questions can be easily grouped and analyse whereas responses to open ended 

questions need to be analysed subjectively. Extreme care was taken while drafting the 

questions so as the respondents can understand the same in the manner it was asked. The 

same was checked through the pilot survey also and corrections were made where required. 

Five points likert scale was used to record the responses. 

4.8 Hypothesis:  

Testing of hypothesis is a scientific manner of checking if the hypothesis is acceptable.  The 

testing of hypothesis involves the following steps:  

First we clearly state the null and alternative hypothesis. The null and alternative hypothesis 

in hypothesis testing can be a one tailed or two tailed test. 

Step2 involves determining the size of the test. This would mean the researcher should 

decide if she would want to go for a one tailed or 2 tailed test to get appropriate critical value 

and the region of rejection.  

Step 3 involves computing the test statistic and the probability value. Here the researcher 

also needs to decide on the confidence interval depending on the approach used for testing.  

Step 4 revolves around the step involving decision making. This stage of the testing of 

hypothesis aids researcher’s decision making on whether to accept or reject the null 

hypothesis. This is done by comparing the subjective criterion mentioned in the second step 

with the objective test statistic mentioned in step 3.   

Step 5 involves studying the details and drawing conclusion about the data studied and 

interpret the results. 

There are three basis approaches used to test the hypothesis. All these three approaches need 

different subjective criterion and objective statistics, but it has been concluded that all the 

three ways give the same conclusion. 

The first approach involves testing the statistic approach. 
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The first step is similar in all the approaches. This is stating of the null as well as the 

alternative hypothesis.  

Step 2 of the test statistic method is determination of the size of the test and obtaining of 

critical value. Step 3 involves computing the test statistic. Step 4 is to decide rejection or 

acceptance of the null hypothesis basis the comparison of the tabulated and calculated 

value.  If the value tabulated in hypothesis testing is more than the calculated value, then the 

null hypothesis is not rejected which means it is accepted. The final step of this method of 

testing of hypothesis is making substantive interpretation. 

The second approach of hypothesis testing is the probability value approach.   

The third approach is the confidence interval approach.   

The first approach of hypothesis testing is a classical test statistic approach, which computes 

a test statistic from the empirical data and then makes a comparison with the critical value.  If 

the test statistic in this classical approach is larger than the critical value, then the null 

hypothesis is rejected. Otherwise, it is accepted. We have framed and tested hypothesis using 

this approach. Hypothesis have been framed and tested in chapter 5.  

4.9 Statistical Tools: 

To analyse the data collected from the respondents various statistical techniques were used 

in order to test the various hypothesis and attain the results for the research questions. Details 

of all the statistical techniques used in the research are given hereunder: 

4.9.1 Descriptive Statistics: 

The measures used to understand the data in proper and better manner are known as 

Descriptive Statistics. Descriptive Statistics can be divided into four parts 1) Measures of 

central tendency 2) Measures of dispersion 3) Measures of asymmetry and 4) Measures of 

relationships (C. R Kothari). 

4.9.1.1 Measures of Central Tendency: 

a.) Mean: Mean is the value derived by dividing the total of the values of the items of the 

data set by the number of items in the data set. In normal language it is also known as 

“Average”. 
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b.) Median: To identify the value of Median items in data set needs to arranged in ascending 

order. After arranging the items, if total number of items is odd the value of the item in the 

centre is the median and if total number of items is even, the average of the values of two 

central items if the median. 

c.) Mode: The item or the value of the item which repeated the most is Mode for the data 

set. 

4.9.1.2 Measures of Dispersion: 

a.) Range: Range for a data set is the distance between the highest and the lowest values / 

items. 

b.) Standard Deviation: Standard deviation shows the distance of the item/value from the 

mean in a data set. Standard deviation is square root of the squares of deviations of the 

item/value from the average. 

4.9.1.3 Measures of Relationship: 

a.) Co-variance: Co-variance is the expected value of the product of the deviations from the 

mean of the two items, and estimated by the addition of products of deviations from the 

mean for related values of the two items, divided by the number of items. It shows how much 

two items vary together. 

b.) Correlation: Correlation shows the relationship between two or more variables. In case 

of positive correlation changes in the variables are in the same direction and in case of 

negative correlation the changes are in opposite direction. 

4.9.2 Inferential Statistics: 

Inferential statistics is used to make an estimation about the population basis the results 

obtained by measuring samples and to judge the probability whether the changes observed 

among variables are reliable or the same have happed by chance. 

4.9.2.1 T Test:  

There are three types of T Tests 1) One sample T Test, 2) Independent sample T Test and 3) 

Paired sample T Test. In one sample T Test mean of the sample is compared to a known 

value when population standard deviation is not known. Independent sample T Test is used 

to check the changes in the result due to change in one variable. Paired sample T Test is used 
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to understand whether there is significant difference in the result for different value of one 

variable. 

4.9.2.2 Multiple Regression:  

Multiple regression shows the statistical relationship between the dependent variable and 

multiple independent variables. It gives a mathematical model to find the value of impact 

arises due to change in variables on the value of dependent variable. 

4.10 Data Analysis Tools: 

To analyse the primary data collected through questionnaire two most commonly used data 

analysis tools were used. 

1.) SPSS 

2.) Microsoft Excel 
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CHAPTER - 5 

5 Data Analysis and Interpretation 
 

 

5.1 Data Analysis: 

5.1.1 Demographic Analysis: 

5.1.1.1 Gender: 

 

Figure 5.1: Gender Distribution 

Table 5.1: Gender Distribution 

Gender Count Percentage 

Male 350 66.79% 

Female 174 33.21% 

Grand Total 524 100.00% 

 

The Gender wise distribution shows that of the total sample whose data was received with 

completion, there were 350 male respondents and 174 female respondents out of a total of 
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524 respondents. This results in male respondent composition at 66.79% and female 

respondent portion at 33.21%. While the sampling was judgemental non-probabilistic, this 

may be representative of the overall employee base composition in the IT industry with 67% 

employees being males while 33% being females. 

5.1.1.2 Age Group: 

 

Figure 5.2: Age group distribution 

Table 5.2: Gender Distribution 

Age Group Count Percentage 

20-30 307 58.59% 

30-40 200 38.17% 

40-50 17 3.24% 

Grand Total 524 100.00% 

 

For the purpose of this study, the data was taken for age in the age groups ’20-30’, ’30-40’, 

’40-50’ and ‘Above 50’. As per the analysis of data of the respondents, it is observed that of 

the total respondents, a major chunk – 307 (58.59%) belonged to the age group of 20-30 

years which again could be symbolic of the demographic at IT companies. 200 belonged to 

the age group 30-40 which is 38.17% while 17 (3.24%) belonged to the age group of 40-50 

years. The respondent base hence resembles a young to middle aged population which again 

would be a characteristic of the IT industry. 
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5.1.1.3 City Wise Classification of Data: 

 

Figure 5.3: City wise classification of data 

Table 5.3: City wise classification of data 

City Percentage Count 

Ahmedabad 9.73% 51 

Bangalore 29.58% 155 

Chennai 3.24% 17 

Gandhinagar 2.10% 11 

Hyderabad 7.25% 38 

Mangalore 0.57% 3 

Mumbai 6.11% 32 

NCR 23.66% 124 

New Delhi 2.86% 15 

Pune 14.89% 78 

Grand Total 100.00% 524 

 

The data of respondents depicts the different cities at which the respondents work. The IT 

industry in India is concentrated in a few pockets primarily being the ‘Silicon valley of India’ 

which is Bangalore, ‘Cyberabad’ which is Hyderabad, National Capital Region (NCR), 

Pune, Mumbai, Ahmedabad and others. The respondents here may not show the actual 

picture since this is a judgemental sampling and respondents approached may not be in exact 

9.73%

29.58%

3.24% 2.10%
7.25%

0.57%
6.11%

23.66%

2.86%

14.89%

0.00%
5.00%

10.00%
15.00%
20.00%
25.00%
30.00%
35.00%

CITY-WISE DISTRIBUTION

Total



                                                                                               Data Analysis:  

85 

 

quota or proportion to the actual on ground reality. The maximum respondents belong to 

Bangalore (155, 29.58%) followed by NCR region (124, 23.66%). 

5.1.1.4 Marital Status:  

Table 5.4: Marital status of the patient 

Marital Status Count Percentage 

Married 217 41.41% 

Unmarried 307 58.59% 

Grand Total 524 100.00% 

 

 

Figure 5.4: Marital status of the patients 

This data shows the marital composition of the respondents. Of the 524 respondents, 217 

(41.41%) of the respondents were married and 307 (58.59%) respondents were unmarried.  

5.1.1.5 Status of the Company: 

Table 5.5: Status of company 

Legal Status Count Percentage 

Private Ltd 327 62.40% 

Public Ltd 197 37.60% 

Grand Total 524 100.00% 
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Figure 5.5: Distribution based on legal status 

This data shows the legal status of the companies to which the respondents belonged. The 

questionnaire sought data on the legal status as ‘Sole Proprietorship’, ‘Partnership’, ‘Private 

Ltd.’, ‘Public Ltd.’ and other. The respondents belonged to Private Ltd. (327, 62.40%) 

companies while 197 respondents (37.60%) belonged to the Public Ltd. Companies. This 

gives us an idea that many IT companies offering different products and services have 

mushroomed in India and companies prefer ‘Private Ltd.’ as the legal status while running 

the companies.  

5.1.1.6. Income Group: 

 

Figure 5.6: Distribution based on income group  

 

 

 

 

327, 62.40%

197, 37.60%

DISTRIBUTION BASED ON LEGAL STATUS 

OF THE COMPANY

Private Ltd

Public Ltd

151
221

152

0

200

400

25001-50000 50001-75000 Above 75000

D I S T R I BUT ION  B A S E D  O N  I N C O ME  GR O U P 

( I N R )

Total

Table 5.5 



                                                                                               Data Analysis:  

87 

 

Table 5.6: Distribution based on income group 

Income Level Count Percentage 

25001-50000 151 28.82% 

50001-75000 221 42.18% 

Above 75000 152 29.01% 

Grand Total 524 100% 

 

The data was sought for Income in the following categories - ‘Less than equal to 25000’, 

‘25001-50000’, ‘50001-75000’ and ‘Above 75000’. It has been observed that 151 

respondents belonged to the ‘25001 – 50000’ income group, 221 respondents belonged to 

the ‘50001 – 75000’ income group and 152 respondents belonged to the ‘Above 75000’ 

income group category. This shows that IT companies surveyed have a decent pay structure 

for their employees and distribution of respondents also shows normality. 

5.1.1.7. Product/Service Organization: 

Figure 5.7: Distribution based on product/service organization   
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Table 5.7: Distribution based on product/service organization 

Product/Service Org Count Percentage 

Product  182 34.73% 

Services 342 65.27% 

Grand Total 524 100% 

 

The IT industry companies provide services, build products or both. In the services business, 

softwares are custom built for the clients which asks for perennial flow of projects to run the 

business. In the products business, companies build a product or product suite and sell the 

same to the customers as is with little or no modifications. For e.g., companies like TCS, 

HCL, Infosys typically are services companies while Zoho is a product organization. Zoho 

has built a standard product which can be used as is by organizations. This approach then 

focusses on the customer acquisition and generating revenues by adding as many customers 

as possible. As a part of our survey, the respondents from the product organization were 182 

(34.73%) in number while 342 (65.27%) belonged to the services organization. This also 

shows that major chunk of IT companies are into services business while product 

organizations are gradually taking charge and many organizations are now focussing on 

developing products which can be standardized and used repeatedly.  

5.1.1.8. Education: 

Figure 5.8 : Education level of employees 
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Table 5.8: Education level of employees 

Education Count Percentage 

Graduate 283 54.01% 

PG 176 33.59% 

Professional 65 12.40% 

Grand Total 524 100% 

 

Data was sought from the respondents on their educational qualification. The data points 

selected were – ‘Under Graduate’, ‘Graduate’, ‘Post Graduate (PG)’, ‘Professional’ and 

‘Others’. The data analysis shows that of the 524 respondents, 283 (54.01%) were graduates, 

176 (33.59%) were post graduates and 65 (12.40%) had professional qualification. The 

largest percentage which is Graduate indicates that a large number of employee base in the 

IT industry is software engineer, typically, B.E. (Bachelor of Engineering), B.Tech. 

(Bachelor of Technology) or BCA (Bachelor of Computer Application). The exact details of 

degree were not sought for the study. There is a considerable number of employee base 

which is 176 with PG qualification which could be M.Tech (Master of Technology), M.E. 

(Master of Engineering), MCA (Master of Computer Application) or MBA (Master of 

Business Administration). Here too the exact degree was not sought for the study. There 

were 65 respondents with professional qualification which could be CA (Chartered 

Accountants), LLB (Bachelor of Law) or any other professional degree. This also depicts 

the composition of employee base in IT companies with majority of the employee base being 

engineers.  

5.2 Cross Tabulation: 

Table 5.9: Cross Tab of Gender and Age Group 

Gender 20-30 30-40 Above 40 Grand Total 

Male 219 122 9 350.0 

Female 88 78 8 174.0 

Grand Total 307 200 17 524.0 
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Table 5.10: Cross Tab of Income and Age Group 

Income 20-30 30-40 Above 40 Grand Total 

25001-50000 115 35 1 151.0 

50001-75000 155 61 6 222.0 

Above 75000 37 104 10 151.0 

Grand Total 307.0 200.0 17.0 524 

 

Tables 5.9 and 5.10 above depict the cross tabulations of different parameters like Gender 

and Age Group, Income and Age Group. From the first cross tab we can see that there are 

219 male respondents in the age group of 20-30, 122 in the age group of 30-40 and 9 above 

40. Similarly there are 88 female respondents in the age group of 20-30, 78 in the age group 

of 30-40 and 8 in the age group above 40. 

From the income vs. age group cross tab, we can see that maximum respondents are in the 

income group of 50001- 75000 of which the maximum (155) are in the age group of 20-30 

whereas the maximum respondents in the income range of ‘Above 75000’ are in the age 

group ’30-40’. In percentage terms however, the respondents in the age group of ‘Above 40’ 

are maximum in the income group of ‘Above 75000’. 

Table 5.11 Cross Tab of Gender and Income Group 

Income 25001-50000 50001-75000 Above 75000 Grand Total 

Male 113 162 75 350.0 

Female 38 60 76 174.0 

Grand Total 151 222 151 524.0 
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Table 5.12: Cross Tab of Gender, Marital Status and Income Group 

Income 25001-50000 50001-75000 Above 75000 Grand Total 

Male 113 162 75 350 

Married 36 57 38 131 

Unmarried 77 105 37 219 

Female 38 60 76 174 

Married  10 76 86 

Unmarried 38 50  88 

Grand Total 151 222 151 524 

The cross tabs in tables 5.11 and 5.12 show the distribution of gender and income and gender, 

marital status and income group. From table 5.11, we get to know that among the 

respondents, the female respondents are more in percentage in the income group ‘above 

75000’ as compared to male members. While gender parity is an often discussed concept, 

these numbers are encouraging when it comes to pay parity between male and female 

respondents. This however being a small representative sample may not give us indepth 

detail into income group ‘above 75000’. Also from the table 5.12, it is interesting to note 

that all females in the income group ‘Above 75000’ are married while there are some male 

members (37) in the same category but are unmarried. This can be attributed to the cultural 

tendency of females getting married at a comparatively younger age than male. Male 

members being bread earners in several households get into marital bond at a comparatively 

higher income range once they have settled in and psychologically are comfortable taking 

care of their family members. 

Table 5.13: Cross tabulation of Income, Gender and Education 

Income 25001-50000 50001-75000 Above 75000 Grand Total 

Graduate 95 112 76 283 

Male 76 82 39 197 

Female 19 30 37 86 

Post Graduate 38 80 58 176 

Male 19 73 28 120 

Female 19 7 30 56 
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Professional 18 30 17 65 

Male 18 7 8 33 

Female  23 9 32 

Grand Total 151 222 151 524 

 

The above cross tab shows the different compositions of gender wise and education 

qualification wise income group of respondents. It is interesting to observe that female 

respondents possess higher education qualifications than male members. This can be 

attributed to their tendency of pursuing higher education before starting to earn. Also, as a 

percentage, there are more PG respondents in the higher income group than any other 

education category. The number of males and females pursuing professional courses is 

almost equal.  

Table 5.14: Cross tabulation of Income, Gender and Product/Service Organization 

Income Product Services Grand Total 

25001-50000 56 95 151 

Male 43 70 113 

Female 13 25 38 

50001-75000 62 160 222 

Male 48 114 162 

Female 14 46 60 

Above 75000 64 87 151 

Male 32 43 75 

Female 32 44 76 

Grand Total 182 342 524 

 

The above cross tab reveals that of the total respondents in the product organization, the 

higher percentage of respondents is in the ‘Above 75000’ income category. This to an extent 

justifies the notion that product organizations are good pay masters as compared to services 

organization where the maximum respondent percentage is in the ’50001-75000’ income 

group. 
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5.3 Reliability: 

Reliability test is important to check the reliability of the scale of the factors so that they can 

be evaluated for internal consistency. We have used ‘Cronbach’s Alpha’ to test the internal 

consistency of the constructs. A Cronbach alpha value of α > 0.5 is acceptable while α > 0.7 

is desirable to check the reliability of the constructs. As a part of this study, analysis has 

revealed that the value of cronbach alpha for all constructs is more than 0.7 proving the 

internal consistency of the constructs.  

Table 5.15: Cronbach Alpha value for constructs 

No. Construct Cronbach's Alpha N of Items 

1 Training & Development 0.975 9 

2 Recruitment & Selection 0.951 7 

3 Performance Appraisal 0.923 5 

4 Work Life Balance 0.923 6 

5 Compensation & Benefits 0.934 6 

6 Employee Engagement 0.912 7 

7 Operational Performance  0.97 15 

Table 5.16: Reliability test of the construct – Training & Development 

No. Construct (Training 

& Development) 

Scale 

Mean if 

Item 

Deleted 

Scale 

Variance if 

Item 

Deleted 

Corrected 

Item-Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

1 The courses provided 

are adequate to meet 

developmental goals 

26.46 87.392 0.883 0.972 

2 The topics covered 

meet expectations of 

participants 

26.534 83.439 0.928 0.97 

3 Sessions are 

organized 

periodically 

26.748 82.17 0.904 0.971 
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4 The training calendar 

is published in 

advance. 

26.63 85.308 0.892 0.971 

5 Trainings provided 

are of sufficient 

duration 

27.015 80.585 0.904 0.971 

6 Courses on new age 

technology are 

provided 

26.639 83.929 0.901 0.971 

7 Instructors are 

knowledgeable  

26.51 87.248 0.864 0.973 

8 Trainers are effective 

in delivering training 

26.483 84.889 0.862 0.973 

9 Training setup 

provides for a 

comfortable learning 

environment 

26.874 82.692 0.885 0.972 

 

The Cronbach alpha value for ‘Training and Development’ construct is 0.975. The cronbach 

α value for each of the items is less than 0.975 indicating high reliability of the constructs. 

The α value will be 0.972 if the item ‘The courses provided are adequate to meet 

developmental goals’ is deleted which is less than the cronbach α value of 0.975 indicating 

that since the construct has high reliability, the overall α value will come down if this item 

was deleted. Similarly, the α value will be 0.97 if the item ‘The topics covered meet 

expectations of participants’ is deleted again indicating a very strong reliability. Similar is 

the case for other items of the construct. Hence, we can conclude that the construct for 

‘Training and Development’ is reliable. 
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Table 5.17: Reliability test of the construct – Recruitment & Selection 

No. Construct (Recruitment 

& Selection) 

Scale 

Mean if 

Item 

Deleted 

Scale 

Variance if 

Item 

Deleted 

Corrected 

Item-Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

1 The recruitment team 

clarified all the queries 

related to organization 

and job profile 

23.926 29.385 0.906 0.937 

2 The information about 

the recruitment was 

communicated well 

23.865 32.377 0.74 0.951 

3 Time management in 

selection process was 

ensured 

23.989 28.868 0.865 0.942 

4 I was kept well 

informed about the 

status of my 

candidature  

23.529 31.11 0.86 0.941 

5 The interviewers asked 

relevant questions 

23.689 30.911 0.798 0.946 

6 Overall the recruitment 

process was 

appropriate 

23.803 32.472 0.844 0.944 

7 The recruitment and 

selection process is 

unbiased 

23.609 30.797 0.85 0.942 

 

Table 5.17 above shows the cronbach’s α value for different items of the construct 

‘Recruitment and Selection’. The overall cronbach’s α value for the construct is 0.951. Each 

item of the construct has α value less than 0.951 indicating high reliability of the construct. 

If the item ‘The recruitment team clarified all the queries related to organization and job 

profile’ was deleted, the cronbach’s α value will become 0.937 which is less than the value 
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0.951 indicating a drop in reliability if this item was deleted, hence the item should be 

retained. Similarly for other items, the value falls in line with the reliability value for α. 

Table 5.18: Reliability test of the construct – Performance Appraisal 

No. Construct 

(Performance 

Appraisal) 

Scale 

Mean if 

Item 

Deleted 

Scale 

Variance if 

Item 

Deleted 

Corrected 

Item-Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

1 Performance appraisal 

gives each appraisee 

an idea of what is 

expected 

14.906 11.037 0.774 0.914 

2 Company’s goals are 

communicated to the 

workforce 

14.361 12.786 0.757 0.915 

3 The feedback 

provided is clearly 

understood. 

14.935 10.52 0.877 0.89 

4 The process is timely.  14.885 12.878 0.772 0.913 

5 There is periodic 

review of 

performance. 

14.805 11.381 0.867 0.892 

Table 5.18 above shows the cronbach’s α value for different items of the construct 

‘Performance Appraisal’. The overall cronbach’s α value for the construct is 0.923. Each 

item of the construct has α value less than 0.923 indicating high reliability of the construct. 

If the item ‘Performance appraisal gives each appraise an idea of what is expected’ was 

deleted, the cronbach’s α value will become 0.914 which is less than the value 0.923 

indicating a drop in reliability if this item was deleted, hence the item should be retained. 

Similarly for other items, the value falls in line with the reliability value for α. Hence, all the 

items for the construct have been retained suggesting high reliability of the construct. 
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Table 5.19: Reliability test of the construct – Work Life Balance 

No. Construct (Work 

Life Balance) 

Scale 

Mean if 

Item 

Deleted 

Scale 

Variance if 

Item 

Deleted 

Corrected 

Item-Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

1 My job leaves me 

with enough time to 

pursue personal 

activities 

18.855 19.294 0.597 0.923 

2 I spend enough time 

with my family 

18.511 16.755 0.845 0.899 

3 I picked up a new 

hobby in the last 6 

months 

18.773 18.011 0.741 0.914 

4 My organization 

encourages me to 

take time off from 

work 

18.618 18.726 0.836 0.904 

5 I don’t tend of ignore 

any of my family 

commitments 

18.101 17.594 0.82 0.903 

6 I have considerable 

time to socialize. 

18.2 17.258 0.861 0.897 

Table 5.19 above shows the cronbach’s α value for different items of the construct ‘Work 

Life Balance’. The overall cronbach’s α value for the construct is 0.923. Each item of the 

construct has α value less than or equal to 0.923 indicating high reliability of the construct. 

If the item ‘I spend enough time with my family’ was deleted, the cronbach’s α value will 

become 0.899 which is less than the value 0.923 indicating a drop in reliability if this item 

was deleted, hence the item should be retained. Similarly for other items, the value falls in 

line with the reliability value for α. The first item has α value same as the cronbach’s α value 

for the construct. Hence, all the items for the construct have been retained suggesting high 

reliability of the construct. 



  Data Analysis and Interpretation 

98 

 

Table 5.20: Reliability test of the construct – Compensation & Benefits 

No. Construct 

(Compensation & 

Benefits) 

Scale 

Mean if 

Item 

Deleted 

Scale 

Variance if 

Item 

Deleted 

Corrected 

Item-Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

1 I am well rewarded 

for my job 

18.454 19.962 0.868 0.914 

2 My job gives me a 

good mix of financial 

and non-financial 

incentives 

18.513 20.594 0.848 0.917 

3 The compensation 

structure is 

communicated well to 

me 

18.218 22.213 0.693 0.934 

4 The policy adopted by 

the organization is 

transparent 

18.141 23.361 0.751 0.931 

5 The compensation is 

linked to my 

achievements at work 

18.26 19.604 0.864 0.915 

6 The goals of the 

company affect 

compensation at work 

18.185 21.031 0.836 0.918 

Table 5.20 above shows the cronbach’s α value for different items of the construct 

‘Compensation and Benefits’. The overall cronbach’s α value for the construct is 0.934. Each 

item of the construct has α value less than or equal to 0.934 indicating high reliability of the 

construct. If the item ‘I am well rewarded for my job’ was deleted, the cronbach’s α value 

will become 0.914 which is less than the value 0.934 indicating a drop in reliability if this 

item was deleted, hence the item should be retained. Similarly for other items, the value falls 

in line with the reliability value for α. The third item ‘The compensation structure is 

communicated well to me’ has α value same as the cronbach’s α value for the construct. 
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Hence, all the items for the construct have been retained suggesting high reliability of the 

construct. 

Table 5.21: Reliability test of the construct – Employee Engagement 

No. Construct (Employee 

Engagement) 

Scale 

Mean if 

Item 

Deleted 

Scale 

Variance if 

Item 

Deleted 

Corrected 

Item-Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

1 I am provided with 

all tools essential to 

carry out my job 

22.485 17.065 0.876 0.885 

2 My job expectations 

are adequately 

explained to me 

22.401 19.961 0.781 0.894 

3 I have the 

opportunity to do my 

best every day 

22.137 22.004 0.702 0.903 

4 My supervisor cares 

for me as a person 

22.483 19.795 0.827 0.889 

5 Someone has talked 

to me in the last 6 

months about my 

progress 

22.368 19.659 0.782 0.894 

6 I have had the 

opportunity to learn 

and grow 

22.542 23.717 0.51 0.912 

7 My opinion counts at 

work 

22.408 21.412 0.702 0.903 

 

Table 5.21 above shows the cronbach’s α value for different items of the construct 

‘Employee Engagement’. The overall cronbach’s α value for the construct is 0.912. Each 

item of the construct has α value less than or equal to 0.912 indicating high reliability of the 

construct. If the item ‘I am provided with all tools essential to carry out my job’ was deleted, 
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the cronbach’s α value will become 0.885 which is less than the value 0.912 indicating a 

drop in reliability if this item was deleted, hence the item should be retained. Similarly for 

other items, the value falls in line with the reliability value for α. The sixth item ‘I have had 

the opportunity to learn and grow’ has α value same as the cronbach’s α value for the 

construct. Hence, all the items for the construct have been retained suggesting high reliability 

of the construct. 

This shows that the all the constructs for independent variables have passed the reliability 

test and should be a part of the study. 

Table 5.22: Reliability test of the construct – Operational Performance 

No. Construct 

(Operational 

Performance) 

Scale 

Mean if 

Item 

Deleted 

Scale 

Variance if 

Item 

Deleted 

Corrected 

Item-Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

1 Have a bonding with 

the organization. 

55.061 126.245 0.807 0.968 

2 Look at association 

over a long term 

period. 

55.248 126.045 0.867 0.967 

3 Have the right skill 

set to perform their 

jobs. 

55.101 124.604 0.908 0.966 

4 Have added features 

to enhance 

product/service 

quality. 

55.25 125.278 0.882 0.966 

5 Have contributed to 

the innovation in 

product/service. 

55.099 127.742 0.876 0.967 

6 Meet organization 

standard of task 

delivery. 

55.41 124.242 0.849 0.967 
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7 Go beyond the call of 

duty to deliver 

results. 

55.448 117.491 0.906 0.966 

8 Follow high 

standards of 

Customer Service. 

55.09 126.105 0.891 0.966 

9 Are motivated to 

work. 

55.676 126.717 0.756 0.968 

10 Collaborate with 

other employees in 

the organization. 

55.355 124.336 0.818 0.967 

11 Avoid unplanned or 

unwanted leaves. 

55.555 130.312 0.75 0.969 

12 Willingly engage in 

the work at office. 

55.044 128.642 0.664 0.97 

13 Avoid delay of 

assigned work. 

55.328 119.785 0.794 0.969 

14 Know areas of 

improvement and 

skill up-gradation. 

55.336 125.505 0.844 0.967 

15 Complete assigned 

tasks in time. 

55.124 128.258 0.711 0.969 

 

Table 5.22 above shows the cronbach’s α value for different items of the construct 

‘Employee Engagement’. The overall cronbach’s α value for the construct is 0.970. Each 

item of the construct has α value less than or equal to 0.970 indicating high reliability of the 

construct. If the item ‘Have a bonding with the organization’ was deleted, the cronbach’s α 

value will become 0.968 which is less than the value 0.970 indicating a drop in reliability if 

this item was deleted, hence the item should be retained. Similarly for other items, the value 

falls in line with the reliability value for α. The twelfth item ‘Willingly engage in the work 

at office.’ has α value same as the cronbach’s α value for the construct. Hence, all the items 

for the construct have been retained suggesting high reliability of the construct. 
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This shows that the all the items for dependent parameter which is Operation Performance 

have passed the reliability test and should be a part of the construct. 

Table 5.23 Reliability test of the construct – Organization Commitment 

No. Construct 

(Organization 

Commitment) 

Scale 

Mean if 

Item 

Deleted 

Scale 

Variance if 

Item 

Deleted 

Corrected 

Item-Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

1 Have a bonding 

with the 

organization. 

15.15 14.038 0.967 0.904 

2 Look at association 

over a long term 

period. 

15.45 13.976 0.853 0.917 

3 Go beyond the call 

of duty to deliver 

results. 

15.65 10.601 0.926 0.911 

4 Are motivated to 

work. 

15.85 14.412 0.702 0.924 

5 Collaborate with 

other employees in 

the organization. 

15.52 13.642 0.807 0.924 

 

The above table shows the Cronbach’s alpha values. The overall cronbach alpha value is 

0.924. Since each construct has cronbach alpha value less 0.924, the construct is highly 

reliable.  
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Table 5.24: Reliability test of the construct – Product/Service Quality 

No. Construct 

(Product/Service 

Quality) 

Scale 

Mean if 

Item 

Deleted 

Scale 

Variance if 

Item 

Deleted 

Corrected 

Item-Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

1 Have added features 

to enhance 

product/service 

quality. 

12.13 5.493 0.915 0.921 

2 Have contributed to 

the innovation in 

product/service. 

11.94 6.451 0.797 0.949 

3 Meet organization 

standard of task 

delivery. 

12.28 5.284 0.899 0.929 

4 Follow high standards 

of Customer Service. 

11.91 5.987 0.92 0.922 

 

The above table shows the Cronbach’s alpha values. The overall cronbach alpha value is 

0.949. Since each construct has cronbach alpha value less 0.949, the construct is highly 

reliable.  

Table 5.25: Reliability test of the construct – Employee Productivity  

No. Construct 

(Employee 

Productivity) 

Scale 

Mean if 

Item 

Deleted 

Scale 

Variance if 

Item 

Deleted 

Corrected 

Item-Total 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

1 Have the right skill 

set to perform their 

jobs. 

19.83 16.919 0.911 0.895 

2 Avoid unplanned 

or unwanted leaves. 

20.34 18.887 0.724 0.92 
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3 Willingly engage in 

the work at office. 

19.78 17.853 0.723 0.918 

4 Avoid delay of 

assigned work. 

20.08 14.221 0.834 0.912 

5 Know areas of 

improvement and 

skill up-gradation. 

20.13 17.081 0.811 0.907 

6 Complete assigned 

tasks in time. 

19.9 17.332 0.788 0.91 

 

The above table shows the Cronbach’s alpha values. The overall cronbach alpha value is 

0.924. Since each construct has cronbach alpha value less 0.924, the construct is highly 

reliable 

5.4 Descriptive Statistics: 

Table 5.26: Descriptive statistics of overall HR Practices 

No. Construct Mean Median Mode Std. Deviation Range 

1 Training & Development 3.33 3.67 4.56 1.15 3.00 

2 Recruitment & Selection 3.96 4.29 4.57 0.92 2.57 

3 Performance Appraisal 3.69 4.00 4.40 0.85 3.00 

4 Work Life Balance 3.70 3.50 4.67 0.84 2.67 

5 Compensation & Benefits 3.66 4.17 2.50 0.91 3.17 

6 Employee Engagement 3.73 4.29 4.29 0.75 3.00 

7 Operational Performance  3.95 3.87 4.60 0.80 3.33 

 

The above table shows the descriptive statistics of overall HR practices. For the responses 

received on a scale of 5 for each question item under each practice, an average of the overall 

item score has been calculated to arrive at an Overall Item Average. The Training and 

Development (T&D) practice for example has a 9 item construct for each of which input 

was taking on a scale of 5. The mean for all the responses received for the Practice – Training 

and Development is 3.33 indicating that the responses are near ‘Neither Agree nor Disagree’ 

and ‘Agree’. The Median for the same is 3.67 indicating the mid value of averages of all 
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respondents for the practice. The mode of 4.56 denotes that the maximum averages of all the 

respondents for the ‘T&D’ practice is near ‘Agree’ and ‘Strongly Agree’. The standard 

deviation of 1.15 denote that the responses are 1.15 points away from the mean which means 

that responses vary between ‘Neutral’ and ‘Strongly Agree’. The range denotes the 

difference between the highest score and the lowest score. This is 3 in case of ‘T&D’ which 

shows that there is considerable spread in the data. 

Recruitment and Selection has mean, median and mode closer to each other as compared to 

other practices. Training and Development practice and Compensation and benefits (C&B) 

fare lower than other practices on the average score. C&B has a modal score of 2.5 indicating 

that majority of respondents are dissatisfied with the practice and have rated as ‘Disagree’ 

or ‘Neutral’ on most question items. The range for all the practices is between 2.5 to 3 

showing a significant spread in the responses received. 

Table 5.27: Descriptive Statistics of Training and Development Practice Construct 

No. Construct (Training & Development) Mean Median Mode SD Range 

1 The courses provided are adequate to 

meet developmental goals 

3.53 4.00 3.00 1.07 3.00 

2 The topics covered meet expectations of 

participants 

3.45 4.00 2.00 1.25 3.00 

3 Sessions are organized periodically 3.24 4.00 4.00 1.35 4.00 

4 The training calendar is published in 

advance. 

3.36 4.00 2.00 1.18 4.00 

5 Trainings provided are of sufficient 

duration 

2.97 4.00 4.00 1.45 4.00 

6 Courses on new age technology are 

provided 

3.35 4.00 2.00 1.25 4.00 

7 Instructors are knowledgeable  3.48 4.00 4.00 1.10 4.00 

8 Trainers are effective in delivering 

training 

3.50 4.00 2.00 1.25 4.00 

9 Training setup provides for a comfortable 

learning environment 

3.11 3.00 2.00 1.35 4.00 
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The mean of all items is near 3 and 3.5 suggesting that most responses are between ‘Neither 

Agree nor Disagree’ and ‘Agree’. The median is 4 for all items but 9th indicating that most 

responses are ‘Agree’ to the item. The median of the 9th construct item is 3 indicating that 

most responses to this item are ‘Neither Agree nor Disagree’. The modal value of most 

constructs is 2 indicating ‘Disagree’ as the favorite choice while for constructs 3, 5 and 7, 

the modal value is ’4’ indicating ‘Agree’ as the most common responses for these questions.  

The range is 4 in all the cases but 1st and 2nd indicating that the spread in the responses is 

quite high and could range from ‘Strongly Disagree’ to ‘Strongly Agree’ which also shows 

how HR practice of T&D could be perceived or received differently by different employees 

in different organizations. Also that certain organizations would invest considerably in T&D 

while others would choose not to. 

Table 5.28: Descriptive statistics of Recruitment and Selection Practice Construct 

No. Construct (Recruitment & 

Selection) 

Mean Median Mode Std. Deviation Range 

1 The recruitment team clarified 

all the queries related to 

organization and job profile 

3.81 4.00 4.00 1.12 3.00 

2 The information about the 

recruitment was communicated 

well 

3.87 4.00 4.00 0.98 3.00 

3 Time management in selection 

process was ensured 

3.75 4.00 4.00 1.22 4.00 

4 I was kept well informed about 

the status of my candidature  

4.21 5.00 5.00 0.99 3.00 

5 The interviewers asked relevant 

questions 

4.05 4.00 5.00 1.08 3.00 

6 Overall the recruitment process 

was appropriate 

3.93 4.00 4.00 0.87 3.00 

7 The recruitment and selection 

process is unbiased 

4.13 4.00 5.00 1.04 3.00 

The table 5.28 above reflects the statistics of Recruitment and Selection (R&S) practice. 

There were 7 items on which the practice was evaluated. The average for each item is near 
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4 indicating that each item has been marked as near to the scale point ‘Agree’ by the 

respondents. The median in all cases except for the 4th item which is ‘I was kept well 

informed about the status of my candidature’ is 4 which means that the central score for each 

item is ‘4’ indicating scale point ‘Agree’ is the central value of the responses received.  

The modal data shows that the score for the items is either 4 or 5 indicating that ‘Agree’ and 

‘Strongly Agree’ as the most common responses for the items used for the practice. The 

standard deviation value is near to 1 and indicates considerable proximity to the mean. The 

range for the practice is 3 in most cases indicating a spread of 3 scale points between 

responses which could range from ‘Disagree’ to ‘Strongly Agree’ or ‘Strongly Disagree’ to 

‘Agree’.  

Table 5.29: Descriptive statistics of Performance Appraisal Construct 

No. Construct (Performance 

Appraisal) 

Mean Median Mode Std. Deviation Range 

1 Performance appraisal gives 

each appraisee an idea of what 

is expected 

3.57 4.00 4.00 1.11 4.00 

2 Company’s goals are 

communicated to the workforce 

4.11 4.00 5.00 0.83 4.00 

3 The feedback provided is 

clearly understood. 

3.54 4.00 4.00 1.10 3.00 

4 The process is timely.  3.59 4.00 4.00 0.80 4.00 

5 There is periodic review of 

performance. 

3.67 4.00 4.00 0.97 3.00 

The above table provides the descriptive statistics of the Performance Appraisal Construct. 

The mean of the items varies between 3.5 and 4 indicating that the responses are near 

‘Agree’. The median for all items is ‘4’ indicating that the central value of the responses 

received is ‘Agree’. The mode of the data is ‘4’ for all constructs but 2nd (Company’s goals 

are communicated to the workforce) for which the mode is 5 which means that the maximum 

respondents ‘Agree’ and ‘Strongly Agree’ on the question items mentioned here. The 

standard deviation is near 1 which means that responses are comparatively closer to each 

other. The range of 4 and 3 signifies that there is a certain section of the data where responses 
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range from ‘Strongly Disagree’ to ‘Strongly Agree’. This again brings to our attention the 

fact that HR practice of Performance Appraisal could be administered or implemented 

differently within different organizations, hence such spread between responses. 

Table 5.30: Descriptive statistics of Work Life Balance Practice Construct 

No. Construct (Work Life Balance) Mean Median Mode SD Range 

1 My job leaves me with enough time to 

pursue personal activities 

3.36 3.00 3.00 0.99 3.00 

2 I spend enough time with my family 3.70 4.00 5.00 1.09 3.00 

3 I picked up a new hobby in the last 6 

months 

3.44 3.00 4.00 1.02 4.00 

4 My organization encourages me to take 

time off from work 

3.59 4.00 4.00 0.83 3.00 

5 I don’t tend of ignore any of my family 

commitments 

4.11 5.00 5.00 1.00 3.00 

6 I have considerable time to socialize. 4.01 4.00 5.00 1.00 3.00 

 

The above table denotes the descriptive statistics of Work Life Balance practice construct. 

The mean of the different items ranges from 3.36 to 4.11 indicating that the responses are 

near ‘Neither Agree nor Disagree’ and ‘Agree’. The median of 3 in items 1 and 3 denote that 

the central value is ‘Neither Agree nor Disagree’ while median of 4 denotes central value as 

‘Agree’ for the constructs numbered 2, 4 and 6. The item numbered 5 has a median value of 

5 indicating ‘Strongly Agree’ as the central value. The standard deviation is near 1 for most 

items signifying some deviation from the mean. The range of the constructs is 3 and 4 

showing that the data is spread between ‘Strongly Disagree’ and ‘Strongly Agree’.  

The respondents in different organizations have differently evaluated the Work Life balance 

practice on the different question items as mentioned here. This either could be that some 

facets of the work life balance are present while some are missing or all those mentioned in 

the items are present or absent altogether.  
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Table 5.31: Descriptive statistics of Compensation and Benefits Practice 

No. Construct (Compensation & 

Benefits) 

Mean Median Mode Std. Deviation Range 

1 I am well rewarded for my job 3.50 4.00 4.00 1.13 3.00 

2 My job gives me a good mix of 

financial and non-financial 

incentives 

3.44 4.00 4.00 1.08 4.00 

3 The compensation structure is 

communicated well to me 

3.74 4.00 4.00 1.03 4.00 

4 The policy adopted by the 

organization is transparent 

3.81 4.00 4.00 0.82 4.00 

5 The compensation is linked to 

my achievements at work 

3.69 4.00 5.00 1.18 4.00 

6 The goals of the company 

affect compensation at work 

3.77 4.00 4.00 1.03 4.00 

 

The above table provides descriptive insights into the Compensation and Benefits practice. 

The mean score indicates that all the items have a value between 3 and 4 and typically 

between 3.5 and 4 indicating the scale point value as ‘Agree’.  

The median in all cases is ‘4’ indicating that the central score for all the items is ‘Agree’ The 

mode also in all cases but the 5th items is 4 indicating that the scale point ‘Agree’ is the most 

popular choice amongst the respondents. The 5th items which is ‘The compensation is linked 

to my achievements at work’ has modal value of 5 indicating that respondents ‘Strongly 

Agree’ with this item. 

 The standard deviation is close to 1 indicating proximity to mean. The range in almost all 

cases is 4 indicating a considerable spread between highest and lowest score which is 

‘Strongly Disagree’ and ‘Strongly Agree’.  
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Table 5.32: Descriptive statistics of Employee Engagement Practice 

No. Construct (Employee 

Engagement) 

Mean Median Mode Std. Deviation Range 

1 I am provided with all tools 

essential to carry out my job 

3.65 4.00 5.00 1.23 3.00 

2 My job expectations are 

adequately explained to me 

3.74 4.00 3.00 0.95 4.00 

3 I have the opportunity to do my 

best every day 

4.00 4.00 4.00 0.75 4.00 

4 My supervisor cares for me as 

a person 

3.65 4.00 3.00 0.93 4.00 

5 Someone has talked to me in 

the last 6 months about my 

progress 

3.77 4.00 3.00 0.99 3.00 

6 I have had the opportunity to 

learn and grow 

3.60 4.00 3.00 0.67 3.00 

7 My opinion counts at work 3.73 4.00 4.00 0.83 4.00 

 

The above table shows the descriptive statistics for the ‘Employee Engagement’ practice. 

The practice has been evaluated on a 7 item five point likert scale. The mean score for the 

construct is between 3.5 and 4 for different items indicating an inclination towards ‘Agree’ 

as a response by the respondents.  

The median score for all the items is 4 indicating the central score for the items is 4 which 

means ‘Agree’ is the central response for all the items. The standard deviation is close to 1 

indicating values near mean which is ‘Neither Agree nor Disagree’ and ‘Strongly Agree’.  

The range of the data depicts values ranging from 3 to 4 data points which could be between 

‘Strongly Agree’ and ‘Strongly Disagree’ to ‘Strongly Disagree’ and ‘Agree’ or ‘Disagree’ 

and ‘Strongly Agree’.  
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Table 5.33: Descriptive statistics of Operational Performance 

No. Construct (Operational 

Performance) 

Mean Median Mode Std. Deviation Range 

1 Have a bonding with the 

organization. 

4.16 4.00 5.00 0.91 4.00 

2 Look at association over a long 

term period. 

3.98 4.00 4.00 0.87 4.00 

3 Have the right skill set to 

perform their jobs. 

4.12 4.00 5.00 0.90 4.00 

4 Have added features to enhance 

product/service quality. 

3.97 4.00 4.00 0.89 4.00 

5 Have contributed to the 

innovation in product/service. 

4.12 4.00 4.00 0.77 3.00 

6 Meet organization standard of 

task delivery. 

3.81 4.00 4.00 0.98 4.00 

7 Go beyond the call of duty to 

deliver results. 

3.77 4.00 4.00 1.25 4.00 

8 Follow high standards of 

Customer Service. 

4.13 4.00 5.00 0.84 4.00 

9 Are motivated to work. 3.55 4.00 4.00 0.94 4.00 

10 Collaborate with other 

employees in the organization. 

3.87 4.00 4.00 1.00 4.00 

11 Avoid unplanned or unwanted 

leaves. 

3.67 4.00 4.00 0.75 4.00 

12 Willingly engage in the work at 

office. 

4.18 4.00 5.00 0.94 3.00 

13 Avoid delay of assigned work. 3.90 4.00 5.00 1.28 4.00 

14 Know areas of improvement 

and skill up-gradation. 

3.89 4.00 4.00 0.92 4.00 

15 Complete assigned tasks in 

time. 

4.10 4.00 4.00 0.91 4.00 
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The table above shows the descriptive statistics for the Operational Performance. The 

operational performance was measure on 15 item 5 point likert scale. The mean score 

suggests that the values like between 3.5 and 4.2 indicating proximity to ‘Agree’. 

Interestingly, the median for all the items has a value of 4 which indicates that the central 

value in all items aligns to the scale point ‘Agree’.  

The mode for different construct items is 4 or 5 indicating ‘Agree’ and ‘Strongly Agree’ as 

the most common responses received from the respondents. The standard deviation shows 

values ranging from ‘Neither Agree nor Disagree’ to ‘Strongly Agree’. The range in most 

cases is 4 indicating a wide spread in the responses received typically from ‘Strongly 

Disagree’ to ‘Strongly Agree’.  

5.5 Inferential Statistics: 

5.5.1 Chi Square Test: 

Chi-Square Test for Independence test is applied when you have two categorical variables 

from a single population. It is used to determine whether there is a significant association 

between the two variables. 

Table 5.34: Chi-Square Tests (Age & Income) 

  Value df Asymp. Sig. (2-sided) 

Pearson Chi-Square 126.294a 6 0 

Likelihood Ratio 130.004 6 0 

Linear-by-Linear Association 93.256 1 0 

N of Valid Cases 524     

a. 3 cells (25.0%) have expected count less than 5. The minimum expected count is .03. 

H0: There is no significant association between Age and Income. 

H1: There is significant association between Age and Income. 

The above Chi Square test result shows that there is significant association between Age and 

Income. So we reject the Null Hypothesis and accept the alternate hypothesis.  
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Table 5.35: Chi-Square Tests (Gender & Income) 

  Value df Asymp. Sig. (2-sided) 

Pearson Chi-Square 32.034a 3 0 

Likelihood Ratio 31.62 3 0 

Linear-by-Linear Association 21.778 1 0 

N of Valid Cases 524     

a. 2 cells (25.0%) have expected count less than 5. The minimum expected count is .33. 

 

H0: There is no significant association between Gender and Income. 

H1: There is significant association between Gender and Income. 

The Chi Square Test results indicate that the results are significant. Hence we reject the Null 

Hypothesis and accept the alternate hypothesis. Thus there is significant association between 

Gender and Income.  

Table 5.36: Chi-Square Tests (Age & Marital Status) 

  Value df Asymp. Sig. (2-sided) 

Pearson Chi-Square 524.000a 2 0 

Likelihood Ratio 710.883 2 0 

Linear-by-Linear Association 472.882 1 0 

N of Valid Cases 524   

a. 0 cells (0.0%) have expected count less than 5. The minimum expected count is 7.04. 

H0: There is no significant association between Age and Marital Status. 

H1: There is significant association between Age and Marital Status. 

The above results shows that the Chi Square test is significant. Hence we reject the Null 

Hypothesis and accept the alternate hypothesis. Thus we can say that there is significant 

association between Age and Marital Status. 

5.6 Correlation Analysis 
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Correlation analysis is a method of statistical evaluation used to study the strength of a 

relationship between two, numerically measured, continuous variables (e.g. height and 

weight). This particular type of analysis is useful when a researcher wants to establish if 

there are possible connections between variables. 

Table 5.37: Codes and Full Form of Practices Evaluated 

Code Full Form 

OTD Overall Training & Development 

ORR Overall Recruitment & Selection 

OPA Overall Performance Appraisal 

OWL Overall Work Life Balance 

OCB Overall Compensation & Benefits 

ECOM Overall Organization Commitment 

OEF Overall Employee Efficiency/Productivity 

PRSQ Overall Product/Service Quality 

OEE Overall Employee Engagement 

OOI Overall Operational Performance  

 

Table 5.38: Correlation Analysis of HR Practices & Operational Performance 

    OTD ORR OPA OWL OCB OEE OOI 

OTD 

Pearson Correlation 1 .785* .751* .849* .789* .826* .669* 

Sig. (2-tailed)   0 0 0 0 0 0 

N 524 524 524 524 524 524 524 

ORR 

Pearson Correlation .785* 1 .765* .780* .731* .795* .784* 

Sig. (2-tailed) 0   0 0 0 0 0 

N 524 524 524 524 524 524 524 

OPA 

Pearson Correlation .751* .765* 1 .811* .738* .824* .781* 

Sig. (2-tailed) 0 0   0 0 0 0 

N 524 524 524 524 524 524 524 

OWL 

Pearson Correlation .849* .780* .811* 1 .775* .816* .764* 

Sig. (2-tailed) 0 0 0   0 0 0 

N 524 524 524 524 524 524 524 
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OCB 

Pearson Correlation .789* .731* .738* .775* 1 .774* .676* 

Sig. (2-tailed) 0 0 0 0   0 0 

N 524 524 524 524 524 524 524 

OEE 

Pearson Correlation .826* .795* .824* .816* .774* 1 .665* 

Sig. (2-tailed) 0 0 0 0 0   0 

N 524 524 524 524 524 524 524 

OOI 

Pearson Correlation .669* .784* .781* .764* .676* .665* 1 

Sig. (2-tailed) 0 0 0 0 0 0   

N 524 524 524 524 524 524 524 

*- Correlation is significant at the 0.01 level (2-tailed). 

H0: There is no significant relationship between Training and Development and 

Recruitment and Selection. 

H1: There is significant relationship between Training and Development and 

Recruitment and Selection. 

The above table depicts the Pearson correlation value of 0.785 for OTD and ORR. 

Correlation value above 0.7 signifies strong correlation. Also, it is significant at 0.01 level 

of confidence. Hence these results are obvious for us to reject the null hypothesis. This means 

that the alternate hypothesis is accepted. Thus we can conclude that there is a significant 

relationship between Training and Development and Recruitment and Selection. 

H0: There is no significant relationship between Training and Development and 

Performance Appraisal. 

H1: There is significant relationship between Training and Development and 

Performance Appraisal. 

The above table depicts the value of Pearson Correlation between OTD and OPA as 0.751. 

Correlation value above 0.7 signifies strong correlation. Also, it is significant at 0.01 level 

of confidence. Hence these results are obvious for us to reject the null hypothesis. This means 

that the alternate hypothesis is accepted. Thus we can conclude that there is a significant 

relationship between Training and Development and Performance Appraisal. 
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H0: There is no significant relationship between Training and Development and Work 

Life Balance. 

H1: There is significant relationship between Training and Development and Work 

Life Balance. 

The above table depicts the value of Pearson Correlation between OTD and OWL as 0.849. 

Correlation value above 0.7 signifies strong correlation. Also, it is significant at 0.01 level 

of confidence. Hence these results are obvious for us to reject the null hypothesis. This means 

that the alternate hypothesis is accepted. Thus we can conclude that there is a significant 

relationship between Training and Development and Work Life Balance. 

H0: There is no significant relationship between Training and Development and 

Compensation and Benefits. 

H1: There is significant relationship between Training and Development and 

Compensation and Benefits. 

The above table depicts the value of Pearson Correlation between OTD and OCB as 0.789. 

Correlation value above 0.7 signifies strong correlation. Also, it is significant at 0.01 level 

of confidence. Hence these results are obvious for us to reject the null hypothesis. This means 

that the alternate hypothesis is accepted. Thus we can conclude that there is a significant 

relationship between Training and Development and Compensation and Benefits. 

H0: There is no significant relationship between Training and Development and 

Employee Engagement. 

H1: There is significant relationship between Training and Development and Employee 

Engagement. 

The above table depicts the value of Pearson Correlation between OTD and OEE as 0.826. 

Correlation value above 0.7 signifies strong correlation. Also, it is significant at 0.01 level 

of confidence. Hence these results are obvious for us to reject the null hypothesis. This means 

that the alternate hypothesis is accepted. Thus we can conclude that there is a significant 

relationship between Training and Development and Employee Engagement. 
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H0: There is no significant relationship between Training and Development and 

Operational Performance. 

H1: There is significant relationship between Training and Development and 

Operational Performance. 

The above table depicts the value of Pearson Correlation between OTD and OOI as 0.669. 

Correlation value above 0.7 signifies strong correlation. Here the value of correlation is 

0.669 which is near 0.7. Also, it is significant at 0.01 level of confidence. Hence these results 

are obvious for us to reject the null hypothesis. This means that the alternate hypothesis is 

accepted. Thus we can conclude that there is a significant relationship between Training and 

Development and Operational Performance. 

H0: There is no significant relationship between Recruitment and Selection and 

Performance Appraisal. 

H1: There is significant relationship between Recruitment and Selection and 

Performance Appraisal. 

The above table depicts the value of Pearson Correlation between ORR and OPA as 0.765. 

Correlation value above 0.7 signifies strong correlation. Here the value of correlation is 

0.765 is above 0.7. Also, it is significant at 0.01 level of confidence. Hence these results are 

obvious for us to reject the null hypothesis. This means that the alternate hypothesis is 

accepted. Thus we can conclude that there is a significant relationship between Recruitment 

and Selection and Performance Appraisal. 

H0: There is no significant relationship between Recruitment and Selection and Work 

Life Balance. 

H1: There is significant relationship between Recruitment and Selection and Work Life 

Balance. 

The above table depicts the value of Pearson Correlation between ORR and OWL as 0.780. 

Correlation value above 0.7 signifies strong correlation. Here the value of correlation is 

0.780 is above 0.7. Also, it is significant at 0.01 level of confidence. Hence these results are 

obvious for us to reject the null hypothesis. This means that the alternate hypothesis is 
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accepted. Thus we can conclude that there is a significant relationship between Recruitment 

and Selection and Work Life Balance.  

H0: There is no significant relationship between Recruitment and Selection and 

Compensation and Benefits. 

H1: There is significant relationship between Recruitment and Selection and 

Compensation and Benefits. 

The above table depicts the value of Pearson Correlation between ORR and OCB as 0.731. 

Correlation value above 0.7 signifies strong correlation. Here the value of correlation is 

0.731 is above 0.7. Also, it is significant at 0.01 level of confidence. Hence these results are 

obvious for us to reject the null hypothesis. This means that the alternate hypothesis is 

accepted. Thus we can conclude that there is a significant relationship between Recruitment 

and Selection and Compensation and Benefits.  

H0: There is no significant relationship between Recruitment and Selection and 

Employee Engagement. 

H1: There is significant relationship between Recruitment and Selection and Employee 

Engagement. 

The above table depicts the value of Pearson Correlation between ORR and OEE as 0.795. 

Correlation value above 0.7 signifies strong correlation. Here the value of correlation is 

0.795 is above 0.7. Also, it is significant at 0.01 level of confidence. Hence these results are 

obvious for us to reject the null hypothesis. This means that the alternate hypothesis is 

accepted. Thus we can conclude that there is a significant relationship between Recruitment 

and Selection and Employee Engagement.  

H0: There is no significant relationship between Recruitment and Selection and 

Operational Performance. 

H1: There is significant relationship between Recruitment and Selection and 

Operational Performance. 

The above table depicts the value of Pearson Correlation between ORR and OOI as 0.784. 

Correlation value above 0.7 signifies strong correlation. Here the value of correlation is 
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0.784 is above 0.7. Also, it is significant at 0.01 level of confidence. Hence these results are 

obvious for us to reject the null hypothesis. This means that the alternate hypothesis is 

accepted. Thus we can conclude that there is a significant relationship between Recruitment 

and Selection and Operational Performance.  

H0: There is no significant relationship between Performance Appraisal and Work Life 

Balance. 

H1: There is significant relationship between Performance Appraisal and Work Life 

Balance. 

The above table depicts the value of Pearson Correlation between OPA and OWL as 0.811. 

Correlation value above 0.7 signifies strong correlation. Here the value of correlation is 

0.811 is above 0.7. Also, it is significant at 0.01 level of confidence. Hence these results are 

obvious for us to reject the null hypothesis. This means that the alternate hypothesis is 

accepted. Thus we can conclude that there is a significant relationship between Performance 

Appraisal and Work Life Balance.  

H0: There is no significant relationship between Performance Appraisal and 

Compensation and Benefits. 

H1: There is significant relationship between Performance Appraisal and 

Compensation and Benefits. 

The above table depicts the value of Pearson Correlation between OPA and OCB as 0.738. 

Correlation value above 0.7 signifies strong correlation. Here the value of correlation is 

0.738 is above 0.7. Also, it is significant at 0.01 level of confidence. Hence these results are 

obvious for us to reject the null hypothesis. This means that the alternate hypothesis is 

accepted. Thus we can conclude that there is a significant relationship between Performance 

Appraisal and Compensation and Benefits.  

H0: There is no significant relationship between Performance Appraisal and Employee 

Engagement. 

H1: There is significant relationship between Performance Appraisal and Employee 

Engagement. 
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The above table depicts the value of Pearson Correlation between OPA and OEE as 0.824. 

Correlation value above 0.7 signifies strong correlation. Here the value of correlation is 

0.824 is above 0.7. Also, it is significant at 0.01 level of confidence. Hence these results are 

obvious for us to reject the null hypothesis. This means that the alternate hypothesis is 

accepted. Thus we can conclude that there is a significant relationship between Performance 

Appraisal and Employee Engagement.  

H0: There is no significant relationship between Performance Appraisal and 

Operational Performance. 

H1: There is significant relationship between Performance Appraisal and Operational 

Performance. 

The above table depicts the value of Pearson Correlation between OPA and OOI as 0.781. 

Correlation value above 0.7 signifies strong correlation. Here the value of correlation is 

0.781 is above 0.7. Also, it is significant at 0.01 level of confidence. Hence these results are 

obvious for us to reject the null hypothesis. This means that the alternate hypothesis is 

accepted. Thus we can conclude that there is a significant relationship between Performance 

Appraisal and Operational Performance.  

H0: There is no significant relationship between Work Life Balance and Compensation 

and Benefits. 

H1: There is significant relationship between Work Life Balance and Compensation 

and Benefits. 

The above table depicts the value of Pearson Correlation between OWL and OCB as 0.775. 

Correlation value above 0.7 signifies strong correlation. Here the value of correlation is 

0.775 is above 0.7. Also, it is significant at 0.01 level of confidence. Hence these results are 

obvious for us to reject the null hypothesis. This means that the alternate hypothesis is 

accepted. Thus we can conclude that there is a significant relationship between Work Life 

Balance and Compensation and Benefits.  

H0: There is no significant relationship between Work Life Balance and Employee 

Engagement. 
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H1: There is significant relationship between Work Life Balance and Employee 

Engagement. 

The above table depicts the value of Pearson Correlation between OWL and OEE as 0.816. 

Correlation value above 0.7 signifies strong correlation. Here the value of correlation is 

0.816 is above 0.7. Also, it is significant at 0.01 level of confidence. Hence these results are 

obvious for us to reject the null hypothesis. This means that the alternate hypothesis is 

accepted. Thus we can conclude that there is a significant relationship between Work Life 

Balance and Employee Engagement.  

H0: There is no significant relationship between Work Life Balance and Operational 

Performance. 

H1: There is significant relationship between Work Life Balance and Operational 

Performance.  

The above table depicts the value of Pearson Correlation between OWL and OOI as 0.764. 

Correlation value above 0.7 signifies strong correlation. Here the value of correlation is 

0.764 is above 0.7. Also, it is significant at 0.01 level of confidence. Hence these results are 

obvious for us to reject the null hypothesis. This means that the alternate hypothesis is 

accepted. Thus we can conclude that there is a significant relationship between Work Life 

Balance and Operational Performance.  

H0: There is no significant relationship between Compensation and Benefits and 

Employee Engagement. 

H1: There is significant relationship between Compensation and Benefits and 

Employee Engagement. 

The above table depicts the value of Pearson Correlation between OCB and OEE as 0.774. 

Correlation value above 0.7 signifies strong correlation. Here the value of correlation is 

0.774 is above 0.7. Also, it is significant at 0.01 level of confidence. Hence these results are 

obvious for us to reject the null hypothesis. This means that the alternate hypothesis is 

accepted. Thus we can conclude that there is a significant relationship between 

Compensation and Benefits and Employee Engagement.  
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H0: There is no significant relationship between Compensation and Benefits and 

Operational Performance. 

H1: There is significant relationship between Compensation and Benefits and 

Operational Performance. 

The above table depicts the value of Pearson Correlation between OCB and OOI as 0.676. 

Correlation value above 0.7 signifies strong correlation. Here the value of correlation is 

0.676 is near 0.7. Also, it is significant at 0.01 level of confidence. Hence these results are 

obvious for us to reject the null hypothesis. This means that the alternate hypothesis is 

accepted. Thus we can conclude that there is a significant relationship between 

Compensation and Benefits and Operational Performance.  

H0: There is no significant relationship between Employee Engagement and 

Operational Performance. 

H1: There is significant relationship between Employee Engagement and Operational 

Performance. 

The above table depicts the value of Pearson Correlation between OEE and OOI as 0.665. 

Correlation value above 0.7 signifies strong correlation. Here the value of correlation is 

0.665 is near 0.7. Also, it is significant at 0.01 level of confidence. Hence these results are 

obvious for us to reject the null hypothesis. This means that the alternate hypothesis is 

accepted. Thus we can conclude that there is a significant relationship between 

Compensation and Benefits and Operational Performance.  

Table 5.39: Correlations between Overall HR Practices, Organization Commitment, 

Employee Productivity and Product/Service Quality 

  ECOM OHP 

Pearson Correlation 
ECOM 1 0.915 

OHP 0.915 1 

Sig. (1-tailed) 
ECOM . 0 

OHP 0 . 

    PRSQ OHP 

Pearson Correlation PRSQ 1 0.904 
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OHP 0.904 1 

Sig. (1-tailed) 
PRSQ . 0 

OHP 0 . 

    OEF OHP 

Pearson Correlation 
OEF 1 0.932 

OHP 0.932 1 

Sig. (1-tailed) 
OEF . 0 

OHP 0 . 

 

H0: There is no significant relationship between HR Practices and Organization 

Commitment. 

H1: There is significant relationship between HR Practices and Organization 

Commitment. 

The above table shows a correlation coefficient value of 0.915 between HR Practices and 

Organization commitment which is a very high value and shows high positive correlation 

between HR practices and Organization Commitment. Also, it is significant at 0.01 level of 

confidence interval. Hence, we reject the null hypothesis and accept the alternate hypothesis. 

Thus we can say that there is significant relationship between HR practices and Organization 

commitment. 

H0: There is no significant relationship between HR Practices and Employee 

Productivity. 

H1: There is significant relationship between HR Practices and Employee Productivity. 

The above table shows a correlation coefficient value of 0.932 between HR Practices and 

Employee Productivity which is a very high value and shows high positive correlation 

between HR practices and Employee Productivity. Also, it is significant at 0.01 level of 

confidence interval. Hence, we reject the null hypothesis and accept the alternate hypothesis. 

Thus we can say that there is significant relationship between HR practices and Employee 

Productivity. 
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H0: There is no significant relationship between HR Practices and Product/Service 

Quality. 

H1: There is significant relationship between HR Practices and Product/Service 

Quality. 

The above table shows a correlation coefficient value of 0.904 between HR Practices and 

Product/Service Quality which is a very high value and shows high positive correlation 

between HR practices and Product/Service Quality. Also, it is significant at 0.01 level of 

confidence interval. Hence, we reject the null hypothesis and accept the alternate hypothesis. 

Thus we can say that there is significant relationship between HR practices and 

Product/Service Quality. 

Table 5.40: Correlation between Operational Performance and HR Practices 

    OOI OHP 

Pearson Correlation 
OOI 1 0.795 

OHP 0.795 1 

Sig. (1-tailed) 
OOI . 0 

OHP 0 . 

N 
OOI 524 524 

OHP 524 524 

 

H0: There is no significant relationship between HR Practices and Operational 

Performance. 

H1: There is significant relationship between HR Practices and Operational 

Performance. 

The above table depicts the value of Pearson Correlation between OHP (Overall HR 

Practices) and OOI as 0.795. OHP has been calculated as an average of the score of all HR 

practices taken as part of this study. Correlation value above 0.7 signifies strong correlation. 

Here the value of correlation is 0.795 is above 0.7. Also, it is significant at 0.01 level of 

confidence. Hence these results are obvious for us to reject the null hypothesis. This means 

that the alternate hypothesis is accepted. Thus we can conclude that there is a significant 

relationship between HR Practices and Operational Performance.  
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5.7 Multiple Regression Model: 

Regression analysis gives the understanding and estimation of the relationships among 

variables. It helps in understanding how the value of dependent variable changes with the 

change in one of the independent variables when other independent variables are unchanged. 

Now when we have established the linear relationship among the dependent variable and 

independent variables, we wish to estimate the degree of change in the value of dependent 

variable due to change in independent variable. Further, we also need to know the most 

influencing factor out of all six HR practices which have been taken as independent variables 

for our study. The model being developed for evaluation is unique and being done for the 

very first time in the sector of the study (Information Technology) and country (India). 

Hence, we need to confirm the fitness of the model and relative contribution of each of the 

predictors to the total variance explained. 

H0: The multiple regression model developed for this study is not significant. 

H1: The multiple regression model developed for this study is significant. 

In order to evaluate the fitness of the model and discern the most influencing factor/s we 

have used stepwise multiple regression analysis. Seven models based on their influence on 

the Operational Performance (Dependent Variable) have been derived with this analysis.  

Table 5.41: Model Summary 

Mode

l 

R R 

Squar

e 

Adjuste

d R 

Square 

Std. 

Error of 

the 

Estimat

e 

Change Statistics Durba

n 

Watso

n 

R 

Square 

Chang

e 

F 

Chang

e 

df

1 

df

2 

Sig. F 

Chang

e 

1 

.7
8
4
a 

0
.6

1
4
 

0
.6

1
3
 

0
.4

9
7
 

0
.6

1
4
 

8
3
0
.9

2
5
 

1
 

5
2
2
 

0
 

  

2 

.8
3
3
b
 

0
.6

9
4
 

0
.6

9
2
 

0
.4

4
3
 

0
.0

7
9
 

1
3
4
.8

7
3
 

1
 

5
2
1
 

0
 

  

3 

.8
4
0
c 

0
.7

0
6
 

0
.7

0
4
 

0
.4

3
5
 

0
.0

1
2
 

2
1
.7

7

6
 

1
 

5
2
0
 

0
 

  

4 

.8
5
3
d

 

0
.7

2
7

 

0
.7

2
5

 

0
.4

1
9

 

0
.0

2
1

 

4
0
.3

6

8
 

1
 

5
1
9
 

0
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5 

.8
5
4
e 

0
.7

2
9

 

0
.7

2
7

 

0
.4

1
8

 

0
.0

0
2

 

4
.5

5
6

 

1
 

5
1
8
 

0
.0

3
3

 

  

6 

.8
5
6
f 

0
.7

3

2
 

0
.7

2

9
 

0
.4

1

6
 

0
.0

0

3
 

4
.9

9

1
 

1
 

5
1
7
 

0
.0

2

6
 

2
.0

2
 

a. Predictors: (Constant), ORR 

b. Predictors: (Constant), ORR, OPA 

c. Predictors: (Constant), ORR, OPA, OWL 

d. Predictors: (Constant), ORR, OPA, OWL, OEE 

e. Predictors: (Constant), ORR, OPA, OWL, OEE, OTD 

f. Predictors: (Constant), ORR, OPA, OWL, OEE, OTD, OCB 

g. Dependent Variable: OOI 

 

Model Summaryg    

Model R 
R 

Square 

Adjusted R 

Square 

Std. Error of 

the Estimate 

Change Statistics 

Durban 

Watson 

R Square 

Change 
F Change df1 df2 

Sig. F 

Change 

1 .784a 0.614 0.613 0.497 0.614 830.925 1 522 0   

2 .833b 0.694 0.692 0.443 0.079 134.873 1 521 0   

3 .840c 0.706 0.704 0.435 0.012 21.776 1 520 0   

4 .853d 0.727 0.725 0.419 0.021 40.368 1 519 0   

5 .854e 0.729 0.727 0.418 0.002 4.556 1 518 0.033   

6 .856f 0.732 0.729 0.416 0.003 4.991 1 517 0.026 2.02 

Model – 1 

The first model signifies that ‘Recruitment and Selection (ORR)’ has the highest impact on 

Operational Performance (OOI). The ‘R’ correlation coefficient value is 0.784 which 

indicates a very strong correlation between independent variable (ORR) and the dependent 

variable (OOI). The R2 value of 0.614 indicates that 61.4% of all impact is explained by or 

is due to Recruitment and Selection. The significance value of F change (0.00) is less than 

0.05 (5% level of confidence). Hence we reject the null hypothesis and accept the alternate 

hypothesis. This means that the below model predicted is valid and accepted. 

Y= a + βX + € 

[Y= Operational Performance (Dependent variable), a = intercept/constant, β= the 

regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X = independent variable (ORR – Recruitment and Selection), € = the error term] 

Model – 2 
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The second model indicates that ORR (Recruitment and Selection) and OPA (Performance 

Appraisal) are the two factors having highest impact on the Operational Performance (OOI). 

The correlation coefficient R value 0.833 indicates a very strong relationship between 

independent variable ORR and OPA on OOI as dependent variable. The coefficient of 

determination R2 value of 0.694 indicates that 69.4% of total impact is due to these two 

factors – ORR and OPA. The significance F change value is 0 which is less than 0.05 

indicating that we must reject the null hypothesis. Hence we accept the alternate hypothesis 

and the below model is valid and accepted. 

Y= a + β1X1 + β2X2 + € 

[Y= Operational Performance (Dependent variable), a = intercept/constant, β= the 

regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X1 = independent variable (ORR – Recruitment and Selection), X2 – independent 

variable (OPA – Performance Appraisal), € = the error term] 

Model – 3 

The third model indicates that ORR (Recruitment and Selection), OPA (Performance 

Appraisal) and OWL (Work Life Balance) are the three factors having highest impact on the 

Operational Performance (OOI). The correlation coefficient R value 0.840 indicates a very 

strong relationship between independent variable ORR, OPA and OWL on OOI as 

dependent variable. The coefficient of determination R2 value of 0.706 indicates that 70.6% 

of total impact is due to these three factors – ORR, OPA and OWL. The significance F 

change value is 0 which is less than 0.05 indicating that we must reject the null hypothesis. 

Hence we accept the alternate hypothesis and the below model is valid and accepted. 

Y= a + β1X1 + β2X2 + β3X3 + € 

[Y= Operational Performance (Dependent variable), a = intercept/constant, β= the 

regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X1 = independent variable (ORR – Recruitment and Selection), X2 – independent 

variable (OPA – Performance Appraisal), X3 – independent variable (OWL – Work Life 

Balance), € = the error term] 

Model – 4 
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The Fourth model indicates that ORR (Recruitment and Selection), OPA (Performance 

Appraisal), OWL (Work Life Balance) and OEE (Employee Engagement) are the four 

factors having highest impact on the Operational Performance (OOI). The correlation 

coefficient R value 0.853 indicates a very strong relationship between independent variable 

ORR, OPA, OWL and OEE on OOI as dependent variable. The coefficient of determination 

R2 value of 0.727 indicates that 72.7% of total impact is due to these four factors – ORR, 

OPA, OWL and OEE. The significance F change value is 0 which is less than 0.05 indicating 

that we must reject the null hypothesis. Hence we accept the alternate hypothesis and the 

below model is valid and accepted. 

Y= a + β1X1 + β2X2 + β3X3 + β4X4 + € 

[Y= Operational Performance (Dependent variable), a = intercept/constant, β= the 

regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X1 = independent variable (ORR – Recruitment and Selection), X2 – independent 

variable (OPA – Performance Appraisal), X3 – independent variable (OWL – Work Life 

Balance), X4 – independent variable (OEE – Employee Engagement), € = the error term] 

Model – 5 

The Fifth model indicates that ORR (Recruitment and Selection), OPA (Performance 

Appraisal), OWL (Work Life Balance), OEE (Employee Engagement) and OTD (Training 

and Development) are the five factors having highest impact on the Operational Performance 

(OOI). The correlation coefficient R value 0.854 indicates a very strong relationship between 

independent variable ORR, OPA, OWL, OEE and OTD on OOI as dependent variable. The 

coefficient of determination R2 value of 0.729 indicates that 72.9% of total impact is due to 

these five factors – ORR, OPA, OWL, OEE and OTD. The significance F change value is 

0.033 which is less than 0.05 indicating that we must reject the null hypothesis. Hence we 

accept the alternate hypothesis and the below model is valid and accepted. 

Y= a + β1X1 + β2X2 + β3X3 + β4X4 + β5X5 + € 

[Y= Operational Performance (Dependent variable), a = intercept/constant, β= the 

regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X1 = independent variable (ORR – Recruitment and Selection), X2 – independent 

variable (OPA – Performance Appraisal), X3 – independent variable (OWL – Work Life 
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Balance), X4 – independent variable (OEE – Employee Engagement), X5 – independent 

variable (OTD – Training and Development), € = the error term] 

Model – 6 

The Sixth model indicates that ORR (Recruitment and Selection), OPA (Performance 

Appraisal), OWL (Work Life Balance), OEE (Employee Engagement), OTD (Training and 

Development) and OCB (Compensation and Benefits) are the six factors having highest 

impact on the Operational Performance (OOI). The correlation coefficient R value 0.856 

indicates a very strong relationship between independent variable ORR, OPA, OWL, OEE, 

OTD and OCB on OOI as dependent variable. The coefficient of determination R2 value of 

0.732 indicates that 73.2% of total impact is due to these six factors – ORR, OPA, OWL, 

OEE, OTD and OCB. The significance F change value is 0.026 which is less than 0.05 

indicating that we must reject the null hypothesis. Hence we accept the alternate hypothesis 

and the below model is valid and accepted. The Durbin Watson value is 2.02. Any value 

near 2 is considered to be very good and signifies that there is no autocorrelation in the data. 

Y= a + β1X1 + β2X2 + β3X3 + β4X4 + β5X5 + β6X6 + € 

[Y= Operational Performance (Dependent variable), a = intercept/constant, β= the 

regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X1 = independent variable (ORR – Recruitment and Selection), X2 – independent 

variable (OPA – Performance Appraisal), X3 – independent variable (OWL – Work Life 

Balance), X4 – independent variable (OEE – Employee Engagement), X5 – independent 

variable (OTD – Training and Development), X6 – independent variable (OCB – 

Compensation and Benefits), € = the error term] 

Table 5.42: Regression Model: HR Practices and Operational Performance 

Mod

el 

R R 

Squar
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d R 

Square 
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Error of 
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7 .795

a 

0.632 0.632 0.48504

99 

0.632 897.37

7 

1 52

2 

0 2.069 

a. Predictors: (Constant), OHP 

b. Dependent Variable: OOI 
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Model – 7 

The Seventh model signifies that ‘HR Practices (OHP)’ has significant impact on 

Operational Performance (OOI). The ‘R’ correlation coefficient value is 0.795 which 

indicates a very strong correlation between independent variable (OHP) and the dependent 

variable (OOI). The coefficient of determination R2 value of 0.632 indicates that 63.2% of 

all impact is explained by or is due to HR Practices. The significance value of F change 

(0.00) is less than 0.05 (5% level of confidence). Hence we reject the null hypothesis and 

accept the alternate hypothesis. This means that the below model predicted is valid and 

accepted. The Durbin Watson value is 2.069 which is very good and signifies that there is 

no auto-correlation in the data. 

Y= a + βX + € 

[Y= Operational Performance (Dependent variable), a = intercept/constant, β= the 

regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X = independent variable (OHP – HR Practices), € = the error term] 

Table 5.43: Model Summary 
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Model Summary 

Mo

del 

R R 

Squ

are 

Adjus

ted R 

Squar
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2 
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e 

8 .91

5a 

0.83

8 

0.838 0.365 0.838 2694.

477 

1 52

1 

0 OHP ECOM 

9 .93

2a 

0.86

8 

0.868 0.297

62 

0.868 3440.

359 

1 52

1 

0 OHP OEF 

10 .90

4a 

0.81

7 

0.816 0.341

59 

0.817 2320.

606 

1 52

1 

0 OHP PRSQ 

 Model – 8 

The eighth model signifies that ‘HR Practices (OHP)’ has significant impact on Employee 

Organization Commitment (ECOM). The ‘R’ correlation coefficient value is 0.915 which 

indicates a very strong correlation between independent variable (OHP) and the dependent 

variable (ECOM). The coefficient of determination R2 value of 0.838 indicates that 83.8% 

of all impact is explained by or is due to HR Practices. The significance value of F change 

(0.00) is less than 0.05 (5% level of confidence). Hence we reject the null hypothesis and 

accept the alternate hypothesis. This means that the below model predicted is valid and 

accepted. 

Y= a + βX + € 

[Y= Employee Organization Commitment (Dependent variable), a = intercept/constant, β= 

the regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X = independent variable (OHP – HR Practices), € = the error term] 

Model – 9 

The Ninth model signifies that ‘HR Practices (OHP)’ has significant impact on Employee 

Productivity (OEF). The ‘R’ correlation coefficient value is 0.932 which indicates a very 

strong correlation between independent variable (OHP) and the dependent variable (OEF). 

The coefficient of determination R2 value of 0.868 indicates that 86.8% of all impact is 

explained by or is due to HR Practices. The significance value of F change (0.00) is less than 
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0.05 (5% level of confidence). Hence we reject the null hypothesis and accept the alternate 

hypothesis.  

Y= a + βX + € 

[Y= Employee Productivity (OEF), a = intercept/constant, β= the regressions coefficient of 

y on x, impact on dependent variable because of independent variable, X = independent 

variable (OHP – HR Practices), € = the error term] 

Model – 10 

The Tenth model signifies that ‘HR Practices (OHP)’ has significant impact on Product and 

service quality (PRSQ). The ‘R’ correlation coefficient value is 0.904 which indicates a very 

strong correlation between independent variable (OHP) and the dependent variable (PRSQ). 

The coefficient of determination R2 value of 0.817 indicates that 81.7% of all impact is 

explained by or is due to HR Practices. The significance value of F change (0.00) is less than 

0.05 (5% level of confidence). Hence we reject the null hypothesis and accept the alternate 

hypothesis. This means that the below model predicted is valid and accepted.  

Y= a + βX + € 

[Y= Product and Service Quality (Dependent variable), a = intercept/constant, β= the 

regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X = independent variable (OHP – HR Practices), € = the error term] 

As shown above, all the ten regression models are significant and now we are going to check 

whether impact of independent variables on dependent variable is significant or not. After 

development of seven different models and categorically affecting factors to confirm the 

significance of the impact, we have carried out ANOVA tests. 

Table 5.44: ANOVA 

Model Sum of Squares df Mean Square F Sig. 

1 

Regression 205.097 1 205.097 830.925 .000b 

Residual 128.845 522 0.247     

Total 333.942 523       

2 Regression 231.592 2 115.796 589.449 .000c 
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Residual 102.349 521 0.196     

Total 333.942 523       

3 

Regression 235.706 3 78.569 415.895 .000d 

Residual 98.236 520 0.189     

Total 333.942 523       

4 

Regression 242.795 4 60.699 345.628 .000e 

Residual 91.146 519 0.176     

Total 333.942 523       

5 

Regression 243.59 5 48.718 279.309 .000f 

Residual 90.351 518 0.174     

Total 333.942 523       

6 

Regression 244.454 6 40.742 235.382 .000g 

Residual 89.488 517 0.173     

Total 333.942 523       

a. Dependent Variable: OOI 

b. Predictors: (Constant), ORR 

c. Predictors: (Constant), ORR, OPA 

d. Predictors: (Constant), ORR, OPA, OWL 

e. Predictors: (Constant), ORR, OPA, OWL, OEE 

f. Predictors: (Constant), ORR, OPA, OWL, OEE, OTD 

g. Predictors: (Constant), ORR, OPA, OWL, OEE, OTD, OCB 

  

Model – 1 

As per the first model, ORR is the factor influencing Operational Performance (OOI) the 

most. Hence we will check whether Recruitment and Selection has a significant impact on 

Operational Performance.  

H0: Overall changes in Recruitment and Selection have no significant impact on the 

overall Operational Performance. 

H1: Overall changes in Recruitment and Selection have significant impact on the 

overall Operational Performance. 
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The ANOVA table above shows the value of Mean Square as 205.097 and F value of 

830.925 with significance value as 0.00 which is less than 0.05. Hence we reject the null 

hypothesis and accept the alternate hypothesis. This means that Recruitment and Selection 

has a significant impact on the overall operational performance.  

Model – 2 

As per the second model, ORR and OPA are the factors influencing Operational 

Performance (OOI) the most. Hence we will check whether Recruitment and Selection and 

Performance Appraisal have a significant impact on Operational Performance.  

H0: Overall changes in Recruitment and Selection and Performance Appraisal have 

no significant impact on the overall Operational Performance. 

H1: Overall changes in Recruitment and Selection and Performance Appraisal have 

significant impact on the overall Operational Performance. 

The ANOVA table above shows the value of Mean Square as 115.796 and F value of 

589.449 with significance value as 0.00 which is less than 0.05. Hence we reject the null 

hypothesis and accept the alternate hypothesis. This means that Recruitment and Selection 

and Performance Appraisal have a significant impact on the overall operational performance.  

Model – 3 

As per the third model, ORR, OPA and OWL are the factors influencing Operational 

Performance (OOI) the most. Hence we will check whether Recruitment and Selection, 

Performance Appraisal and Work Life Balance have a significant impact on Operational 

Performance.  

H0: Overall changes in Recruitment and Selection, Performance Appraisal and Work 

Life Balance have no significant impact on the overall Operational Performance. 

H1: Overall changes in Recruitment and Selection, Performance Appraisal and Work 

Life Balance have significant impact on the overall Operational Performance. 

The ANOVA table above shows the value of Mean Square as 78.569 and F value of 415.895 

with significance value as 0.00 which is less than 0.05. Hence we reject the null hypothesis 

and accept the alternate hypothesis. This means that Recruitment and Selection, Performance 
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Appraisal and Work Life Balance have a significant impact on the overall operational 

performance.  

Model – 4 

As per the fourth model, ORR, OPA. OWL and OEE are the factors influencing Operational 

Performance (OOI) the most. Hence we will check whether Recruitment and Selection, 

Performance Appraisal, Work Life Balance and Employee Engagement have a significant 

impact on Operational Performance.  

H0: Overall changes in Recruitment and Selection, Performance Appraisal. Work Life 

Balance and Employee Engagement have no significant impact on the overall 

Operational Performance. 

H1: Overall changes in Recruitment and Selection, Performance Appraisal. Work Life 

Balance and Employee Engagement have significant impact on the overall Operational 

Performance. 

The ANOVA table above shows the value of Mean Square as 60.699 and F value of 345.628 

with significance value as 0.00 which is less than 0.05. Hence we reject the null hypothesis 

and accept the alternate hypothesis. This means that Recruitment and Selection, Performance 

Appraisal, Work Life Balance and Employee Engagement have a significant impact on the 

overall operational performance.  

Model – 5 

As per the fifth model, ORR, OPA. OWL, OEE and OTD are the factors influencing 

Operational Performance (OOI) the most. Hence we will check whether Recruitment and 

Selection, Performance Appraisal, Work Life Balance, Employee Engagement and Training 

and Development have a significant impact on Operational Performance.  

H0: Overall changes in Recruitment and Selection, Performance Appraisal. Work Life 

Balance, Employee Engagement and Training and Development have no significant 

impact on the overall Operational Performance. 
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H1: Overall changes in Recruitment and Selection, Performance Appraisal. Work Life 

Balance, Employee Engagement and Training and Development have significant 

impact on the overall Operational Performance. 

The ANOVA table above shows the value of Mean Square as 48.718 and F value of 279.309 

with significance value as 0.00 which is less than 0.05. Hence we reject the null hypothesis 

and accept the alternate hypothesis. This means that Recruitment and Selection, Performance 

Appraisal, Work Life Balance, Employee Engagement and Training and Development have 

a significant impact on the overall operational performance.  

Model – 6 

As per the sixth model, ORR, OPA. OWL, OEE, OTD and OCB are the factors influencing 

Operational Performance (OOI) the most. Hence we will check whether Recruitment and 

Selection, Performance Appraisal, Work Life Balance, Employee Engagement, Training and 

Development and Compensation and Benefits have a significant impact on Operational 

Performance.  

H0: Overall changes in Recruitment and Selection, Performance Appraisal. Work Life 

Balance, Employee Engagement, Training & Development and Compensation and 

Benefits have no significant impact on the overall Operational Performance. 

H1: Overall changes in Recruitment and Selection, Performance Appraisal. Work Life 

Balance, Employee Engagement, Training & Development and Compensation and 

Benefits have significant impact on the overall Operational Performance. 

The ANOVA table above shows the value of Mean Square as 40.742 and F value of 235.382 

with significance value as 0.00 which is less than 0.05. Hence we reject the null hypothesis 

and accept the alternate hypothesis. This means that Recruitment and Selection, Performance 

Appraisal, Work Life Balance, Employee Engagement, Training & Development and 

Compensation and Benefits have a significant impact on the overall operational 

performance.  
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Table 5.45: ANOVA 

Model   Sum of Squares Df Mean Square F Sig. 

7 Regression 211.129 1 211.129 897.377 .000b 

Residual 122.813 522 0.235     

Total 333.942 523       

a. Dependent Variable: OOI 

b. Predictors: (Constant), OHP 

  

Model – 7 

As per the Seventh model, OHP is the factor influencing Operational Performance (OOI) the 

most. Hence we will check whether HR Practices as a whole have a significant impact on 

Operational Performance.  

H0: Overall changes in HR Practices have no significant impact on the overall 

Operational Performance. 

H1: Overall changes in HR Practices have significant impact on the overall Operational 

Performance. 

The ANOVA table above shows the value of Mean Square as 211.129 and F value of 

897.377 with significance value as 0.00 which is less than 0.05. Hence we reject the null 

hypothesis and accept the alternate hypothesis. This means that overall changes in HR 

Practices have a significant impact on the overall operational performance.  

Table 5.46: ANOVA 

No.  Model Sum of Squares df Mean Square F Sig. 

8 Regression 358.969 1 358.969 2694.48 .000b 

Residual 69.41 521 0.133     

Total 428.379 522       

a. Dependent Variable: ECOM 

b. Predictors: (Constant), OHP 

9  Model Sum of Squares df Mean Square F Sig. 

Regression 304.74 1 304.74 3440.36 .000b 
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Residual 46.149 521 0.089     

Total 350.889 522       

a. Dependent Variable: OEF 

b. Predictors: (Constant), OHP 

10  Model Sum of Squares df Mean Square F Sig. 

Regression 270.778 1 270.778 2320.61 .000b 

Residual 60.792 521 0.117     

Total 331.571 522       

a. Dependent Variable: PRSQ 

b. Predictors: (Constant), OHP 

 

Model – 8 

As per the Eighth model, OHP is the factor influencing Organization Commitment (ECOM) 

the most. Hence we will check whether HR Practices as a whole have a significant impact 

on Organization Commitment.  

H0: Overall changes in HR Practices have no significant impact on the overall 

Organization Commitment. 

H1: Overall changes in HR Practices have significant impact on the overall 

Organization Commitment. 

The ANOVA table above shows the value of Mean Square as 358.969 and F value of 

2694.48 with significance value as 0.00 which is less than 0.05. Hence we reject the null 

hypothesis and accept the alternate hypothesis. This means that overall changes in HR 

Practices have a significant impact on the overall organization commitment of the 

employees.  

Model – 9 

As per the Ninth model, OHP is the factor influencing Employee Productivity (OEF) the 

most. Hence we will check whether HR Practices as a whole have a significant impact on 

Employee Productivity.  
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H0: Overall changes in HR Practices have no significant impact on the overall 

Employee Productivity. 

H1: Overall changes in HR Practices have significant impact on the overall Employee 

Productivity. 

The ANOVA table above shows the value of Mean Square as 304.74 and F value of 3440.36 

with significance value as 0.00 which is less than 0.05. Hence we reject the null hypothesis 

and accept the alternate hypothesis. This means that overall changes in HR Practices have a 

significant impact on the overall employee productivity.  

Model – 10 

As per the Tenth model, OHP is the factor influencing Product and Service Quality (PRSQ) 

the most. Hence we will check whether HR Practices as a whole have a significant impact 

on Product and Service Quality.  

H0: Overall changes in HR Practices have no significant impact on the overall Product 

and Service Quality. 

H1: Overall changes in HR Practices have significant impact on the overall Product 

and Service Quality. 

The ANOVA table above shows the value of Mean Square as 270.778 and F value of 

2320.61 with significance value as 0.00 which is less than 0.05. Hence we reject the null 

hypothesis and accept the alternate hypothesis. This means that overall changes in HR 

Practices have a significant impact on the overall product and service quality.  

During the first two steps of the stepwise regression model we have identified the models 

and significance of impact of independent variables on the dependent variable. Now in the 

last step of the multiple stepwise regression modelling along with validating the model we 

will be calculating the exact impact of independent variables on the dependent variables. As 

this study is of evaluating HR practices impact on Operational Performance, we need to 

consider Unstandardized Coefficients to calculate the impact. T test were conducted to 

validate the model and check the significance. Part and partial correlations were also applied 

to discern the power of individual independent variables on dependent variables and finally 

to check whether any kind of the multi co-linearity exists in our model, two highly accepted 
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and commonly used tools namely tolerance value and value influence factor were used. The 

results of the tests we have discussed are shown in Tables below: Co-efficients.  

We will evaluate all 10 models developed above using the values generated in the 

coefficients tables below: 

Table 5.47: Coefficients 

Model Unstandardized 

Coefficients 

 SE Standardized 

Coefficients 

T Sig. Correlations Collinearity 
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a. Dependent Variable: OOI 

 

Model -1  

Y= a + βX + € 

[Y= Operational Performance (Dependent variable), a = intercept/constant, β= the 

regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X = independent variable (ORR – Recruitment and Selection), € = the error term] 

As per the result for the Model - 1 Beta (β) for ORR is 0.784 which means change of one 

unit in Recruitment and Selection will have .784 unit changes in Operational Performance. 

T value is 28.826 with Significant value sig. = .000 (< .05) which validates the model with 

significant impact. When we look at the values of Tolerance, it is 1.000 (< 1) and VIF is also 

1.000 (≥ 1 and ≤ 10), which means there is no problem of multi co-linearity in the model. 

Hence, the model can be framed as, 

Operational Performance = 1.257 + 0.784 (Recruitment and Selection) + € 

Model -2  

Y= a + β1X1 + β2X2 + € 

[Y= Operational Performance (Dependent variable), a = intercept/constant, β= the 

regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X1 = independent variable (ORR – Recruitment and Selection), X2 – independent 

variable (OPA – Performance Appraisal), € = the error term] 

As per the result for the Model - 2 Beta (β) for ORR is 0.449 and that for OPA is 0.438 

which means change of one unit in Recruitment and Selection will have .449 unit changes 

in Operational Performance when OPA is unchanged and one unit change in Performance 

Appraisal will have 0.438 change in Operational Performance when ORR is unchanged. T 

value for Recruitment & Selection and Performance Appraisal is 11.916 and 11.613 

respectively with Significant value sig. = .000 (< .05) which validates the model with 

significant impact. When we look at the values of Tolerance, it is 0.414 (< 1) and VIF is also 

2.413 (≥ 1 and ≤ 10), which means there is no problem of multi co-linearity in the model. 

Hence, the model can be framed as, 
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Operational Performance = 0.883 + 0.449 (Recruitment and Selection) + 0.438 

(Performance Appraisal) + € 

Model - 3  

Y= a + β1X1 + β2X2 + β3X3 + € 

[Y= Operational Performance (Dependent variable), a = intercept/constant, β= the 

regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X1 = independent variable (ORR – Recruitment and Selection), X2 – independent 

variable (OPA – Performance Appraisal), X3 – independent variable (OWL – Work Life 

Balance), € = the error term] 

As per the result for the Model – 3, Beta (β) for ORR is 0.368, for OPA is 0.329 and that for 

OWL is 0.21 which means change of one unit respectively in Recruitment and Selection, 

Performance Appraisal and Work Life Balance will have .368, 0.329 and 0.21 unit changes 

respectively in the Operational Performance when other parameters are unchanged. T value 

for Recruitment & Selection, Performance Appraisal and Work Life Balance is 9.035, 7.543 

and 4.666 respectively with Significant value sig. = .000 (< .05) which validates the model 

with significant impact. When we look at the values of Tolerance, it is 0.34, 0.297 and 0.281 

(all < 1) and VIF is also 2.939, 3.366 and 3.564 (≥ 1 and ≤ 10), which means there is no 

problem of multi co-linearity in the model. Hence, the model can be framed as, 

Operational Performance = 0.8 + 0.368 (Recruitment and Selection) + 0.329 

(Performance Appraisal) + 0.21 (Work Life Balance) + € 

Model - 4 

Y= a + β1X1 + β2X2 + β3X3 + β4X4 + € 

[Y= Operational Performance (Dependent variable), a = intercept/constant, β= the 

regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X1 = independent variable (ORR – Recruitment and Selection), X2 – independent 

variable (OPA – Performance Appraisal), X3 – independent variable (OWL – Work Life 

Balance), X4 – independent variable (OEE – Employee Engagement), € = the error term] 
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As per the result for the Model – 4, Beta (β) for ORR is 0.453, for OPA is 0.44, for OWL is 

0.301 and that for OEE is -0.303 which means change of one unit respectively in Recruitment 

and Selection, Performance Appraisal, Work Life Balance and Employee Engagement will 

have .453, 0.44, .301 and -0.303 unit changes respectively in the Operational Performance 

when other parameters are unchanged. T value for Recruitment & Selection, Performance 

Appraisal, Work Life Balance and Employee Engagement is 10.917, 9.658, 6.6 and -6.354 

respectively with Significant value sig. = .000 (< .05) which validates the model with 

significant impact. When we look at the values of Tolerance, it is 0.305, 0.254, 0.253 and 

0.231 (all < 1) and VIF is also 3.279, 3.943, 3.959 and 4.336 (≥ 1 and ≤ 10), which means 

there is no problem of multi co-linearity in the model. Hence, the model can be framed as, 

Operational Performance = 1.008 + 0.453 (Recruitment and Selection) + 0.44 

(Performance Appraisal) + 0.301 (Work Life Balance) – 0.303 (Employee Engagement) 

+ € 

Model - 5 

Y= a + β1X1 + β2X2 + β3X3 + β4X4 + β5X5 + € 

[Y= Operational Performance (Dependent variable), a = intercept/constant, β= the 

regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X1 = independent variable (ORR – Recruitment and Selection), X2 – independent 

variable (OPA – Performance Appraisal), X3 – independent variable (OWL – Work Life 

Balance), X4 – independent variable (OEE – Employee Engagement), X5 – independent 

variable (OTD – Training and Development), € = the error term] 

As per the result for the Model – 5, Beta (β) for ORR is 0.474, for OPA is 0.435, for OWL 

is 0.35, for OEE is -0.269 and that for OTD is -0.105 which means change of one unit 

respectively in Recruitment and Selection, Performance Appraisal, Work Life Balance, 

Employee Engagement and Training and Development will have .474, 0.435, 0.35, -0.269 

and -0.105 unit changes respectively in the Operational Performance when other parameters 

are unchanged. T value for Recruitment & Selection, Performance Appraisal, Work Life 

Balance, Employee Engagement and Training and Development is 11.151, 9.566, 6.873, -

5.353, and -2.135 respectively with Significant value sig. = .000 (< .05) which validates the 

model with significant impact. When we look at the values of Tolerance, it is 0.289, 0.253, 

0.201, 0.207 and 0.214 (all < 1) and VIF is also 3.464, 3.954, 4.97, 4.835 and 4.664 (≥ 1 and 
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≤ 10), which means there is no problem of multi co-linearity in the model. Hence, the model 

can be framed as, 

Operational Performance = 0.889 + 0.474 (Recruitment and Selection) + 0.435 

(Performance Appraisal) + 0.35 (Work Life Balance) – 0.369 (Employee Engagement) 

-0.105 (Training and Development) + € 

Model - 6  

Y= a + β1X1 + β2X2 + β3X3 + β4X4 + β5X5 + β6X6 + € 

[Y= Operational Performance (Dependent variable), a = intercept/constant, β= the 

regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X1 = independent variable (ORR – Recruitment and Selection), X2 – independent 

variable (OPA – Performance Appraisal), X3 – independent variable (OWL – Work Life 

Balance), X4 – independent variable (OEE – Employee Engagement), X5 – independent 

variable (OTD – Training and Development), X6 – independent variable (OCB – 

Compensation and Benefits), € = the error term] 

As per the result for the Model – 6, Beta (β) for ORR is 0.465, for OPA is 0.422, for OWL 

is 0.334, for OEE is -0.286, for OTD is -0.133 and that for OCB is 0.092 which means 

change of one unit respectively in Recruitment and Selection, Performance Appraisal, Work 

Life Balance, Employee Engagement, Training and Development and Compensation and 

Benefits will have .465, 0.422, 0.334, -0.286, -0.133 and 0.092 unit changes respectively in 

the Operational Performance when other parameters are unchanged. T value for Recruitment 

& Selection, Performance Appraisal, Work Life Balance, Employee Engagement, Training 

and Development and Compensation and Benefits is 10.904, 9.262, 6.527, -5.653, -2.627 

and 2.234 respectively with Significant value sig. = .000 (< .05) which validates the model 

with significant impact. When we look at the values of Tolerance, it is 0.286, 0.249, 0.197, 

0.202, 0.201 and 0.305 (all < 1) and VIF is also 3.502, 4.012, 5.065, 4.953, 4.966 and 3.28 

(≥ 1 and ≤ 10), which means there is no problem of multi co-linearity in the model. Hence, 

the model can be framed as, 

Operational Performance = 0.86 + 0.465 (Recruitment and Selection) + 0.422 

(Performance Appraisal) + 0.334 (Work Life Balance) – 0.286 (Employee Engagement) 

-0.133 (Training and Development) + 0.092 (Compensation and Benefits) + € 
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Table 5.48: Coefficients 

 

Model -7 

Y= a + βX + € 

[Y= Operational Performance (Dependent variable), a = intercept/constant, β= the 

regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X = independent variable (OHP – HR Practices), € = the error term] 

As per the result for the Model - 7 Beta (β) for OHP is 0.795 which means change of one 

unit in HR Practices will have .795 unit changes in Operational Performance. T value is 

29.96 with Significant value sig. = .000 (< .05) which validates the model with significant 

impact. When we look at the values of Tolerance, it is 1.000 (< =1) and VIF is also 1.000 (≥ 

1 and ≤ 10), which means there is no problem of multi co-linearity in the model. Hence, the 

model can be framed as, 

Operational Performance = 1.094 + 0.795 (HR Practices) + € 

Table 5.49: Coefficients 

Model Unstandardized 

Coefficients 

  Standardized 

Coefficients 

t Sig. 

    B SE Beta     

8 (Constant) 0.936 0.066   14.23 0 

OHP 0.832 0.017 0.904 48.17 0 

a. Dependent Variable: ECOM 

9 (Constant) 0.727 0.057   12.69 0 

OHP 0.882 0.015 0.932 58.66 0 

a. Dependent Variable: OEF 

10 (Constant) 0.936 0.066   14.23 0 

Unstandardized 

Coefficients

Standardized 

Coefficients
t Sig.

B Std. Error Beta Zero-order Partial Part Tolerance VIF

7 (Constant) 1.094 0.098 11.2 0

OHP 0.776 0.026 0.795 29.96 0 0.795 0.795 0.8 1 1

a. Dependent Variable: OOI

Correlations
Collinearity 

Statistics

Table 5.41 : Coefficientsa

Model
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OHP 0.832 0.017 0.904 48.17 0 

a. Dependent Variable: PRSQ 

 

Model - 8 

Y= a + βX + € 

[Y= Organizational Commitment (Dependent variable), a = intercept/constant, β= the 

regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X = independent variable (OHP – HR Practices), € = the error term] 

As per the result for the Model - 8 Beta (β) for OHP is 0.832 which means change of one 

unit in HR Practices will have 0.832 unit changes in Organizational Commitment. T value 

is 48.17 with Significant value sig. = .000 (< .05) which validates the model with significant 

impact. Hence, the model can be framed as, 

Employee Organizational Commitment = 0.936 + 0.832 (HR Practices) + € 

Model -9 

Y= a + βX + € 

[Y= Employee Productivity (Dependent variable), a = intercept/constant, β= the regressions 

coefficient of y on x, impact on dependent variable because of independent variable, X = 

independent variable (OHP – HR Practices), € = the error term] 

As per the result for the Model - 9 Beta (β) for OHP is 0.882 which means change of one 

unit in HR Practices will have .882 unit changes in Employee Productivity. T value is 58.66 

with Significant value sig. = .000 (< .05) which validates the model with significant impact. 

Hence, the model can be framed as, 

Employee Productivity = 0.727 + 0.882 (HR Practices) + € 

Model -10 

Y= a + βX + € 
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[Y= Product and Service Quality (Dependent variable), a = intercept/constant, β= the 

regressions coefficient of y on x, impact on dependent variable because of independent 

variable, X = independent variable (OHP – HR Practices), € = the error term] 

As per the result for the Model - 10 Beta (β) for OHP is 0.832 which means change of one 

unit in HR Practices will have .832 unit changes in Product and Service Quality. T value is 

48.17 with Significant value sig. = .000 (< .05) which validates the model with significant 

impact. Hence, the model can be framed as, 

Product and Service Quality = 0.936 + 0.832 (HR Practices) + € 

 

5.8 Discriminant Analysis:  

Discriminant analysis is used to analyze the research data when the dependent variable is 

divided in number of groups and the independent variable is interval in nature. We have used 

discriminant analysis to determine the ability of the individual HR practices and overall HR 

practices score to influence Operational Performance and check the adequacy of 

classification of dependent variable in to correct group. 

Table 5.50: Analysis Case Processing Summary 

 

For this analysis we have considered response size of 524. To understand the basic level of 

differentiation in the responses of the sample, we have applied descriptive statistics. Out of 

a total respondent base of 524, 326 have rated the impact of HR practices on Operational 

Performance as ‘High’ while 198 have rated the impact of HR practices on Operational 

Performance as ‘Low’.  

Unweighted Cases N Percent

Valid
524 100

Excluded Missing or out-of-range group codes 0 0

At least one missing discriminating variable 0 0
Both missing or out-of-range group codes and at least 

one missing discriminating variable
0 0

Total 0 0

Total 524 100

Table 5.42 Analysis Case Processing Summary
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Table 5.51: Group Statistics 

 

Training and Development (OTD): 

The above table shows the mean values of the responses having high and low impact. The 

mean and standard deviation of responses having high and low impact is respectively 4.037, 

0.776 and 2.171, 0.557 which is significantly considerable and enables us to arrive at the 

conclusion that Training and Development has a significant impact on Overall Operational 

Performance of the organization.  

Recruitment and Selection (ORR):  

The above table shows the mean values of the responses having high and low impact. The 

mean and standard deviation of responses having high and low impact is respectively 4.481, 

0.393 and 3.108, 0.906 which is significantly considerable and enables us to arrive at the 

conclusion that Recruitment and Selection has a significant impact on Overall Operational 

Performance of the organization. 

Unweighted Weighted

OTD 4.037 0.776 326 326

ORR 4.481 0.393 326 326

OPA 4.237 0.497 326 326

OWL 4.233 0.534 326 326

OCB 4.211 0.641 326 326

OEE 4.209 0.462 326 326

OTD 2.171 0.557 198 198

ORR 3.108 0.906 198 198

OPA 2.801 0.459 198 198

OWL 2.828 0.414 198 198

OCB 2.751 0.452 198 198

OEE 2.951 0.386 198 198

OTD 3.332 1.145 524 524

ORR 3.962 0.922 524 524

OPA 3.695 0.848 524 524

OWL 3.702 0.841 524 524

OCB 3.659 0.913 524 524

OEE 3.734 0.749 524 524

High

Low

Total

Table 5.43 Group Statistics

Overall Operational 

Performance
Mean Std. Deviation

Valid N (listwise)
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Performance Appraisal (OPA):  

The above table shows the mean values of the responses having high and low impact. The 

mean and standard deviation of responses having high and low impact is respectively 4.237, 

0.497 and 2.801, 0.459 which is significantly considerable and enables us to arrive at the 

conclusion that Performance Appraisal has a significant impact on Overall Operational 

Performance of the organization. 

Work Life Balance (OWL):  

The above table shows the mean values of the responses having high and low impact. The 

mean and standard deviation of responses having high and low impact is respectively 4.233, 

0.534 and 2.828, 0.414 which is significantly considerable and enables us to arrive at the 

conclusion that Work Life Balance has a significant impact on Overall Operational 

Performance of the organization. 

Compensation and Benefits (OCB):  

The above table shows the mean values of the responses having high and low impact. The 

mean and standard deviation of responses having high and low impact is respectively 4.211, 

0.641 and 2.751, 0.452 which is significantly considerable and enables us to arrive at the 

conclusion that Compensation and Benefits has a significant impact on Overall Operational 

Performance of the organization. 

Employee Engagement (OEE):  

The above table shows the mean values of the responses having high and low impact. The 

mean and standard deviation of responses having high and low impact is respectively 4.209, 

0.462 and 2.951, 0.386 which is significantly considerable and enables us to arrive at the 

conclusion that Employee Engagement has a significant impact on Overall Operational 

Performance of the organization. 

Test of Equality of Group Means: 

We will now test the hypothesis of difference in discriminant scores pertaining to all 

independent variables separately basis the results of tests of equality of group means. 
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Table 5.52: Tests of Equality of Group Means 

  Wilks' Lambda F df1 df2 Sig. 

OTD 0.375 871.107 1 522 0 

ORR 0.477 572.173 1 522 0 

OPA 0.324 1090.13 1 522 0 

OWL 0.343 1001.2 1 522 0 

OCB 0.398 788.665 1 522 0 

OEE 0.336 1032.42 1 522 0 

 

Training and Development: 

H0 - There is no significant difference between discriminant score with respect to 

overall Training and Development. 

H1 - There is significant difference between discriminant score with respect to overall 

Training and Development 

Wilks’ Lambda for Training and Development is 0.375 is decent with significant value Sig. 

= 0.00 (<0.05), it indicates we fail to accept the null hypothesis therefore the alternate 

hypothesis should be accepted which means there is significant difference between 

discriminant score with respect to overall Training and Development. 

Recruitment and Selection: 

H0 - There is no significant difference between discriminant score with respect to 

overall Recruitment and Selection. 

H1 - There is significant difference between discriminant score with respect to overall 

Recruitment and Selection. 

Wilks’ Lambda for Recruitment and Selection is 0.477 which is decent with significant value 

Sig. = 0.00 (<0.05), it indicates we reject the null hypothesis. Therefore the alternate 

hypothesis should be accepted which means there is significant difference between 

discriminant score with respect to overall Recruitment and Selection. 
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Performance Appraisal: 

H0 - There is no significant difference between discriminant score with respect to 

overall Performance Appraisal. 

H1 - There is significant difference between discriminant score with respect to overall 

Performance Appraisal. 

Wilks’ Lambda for Performance Appraisal is 0.324 which is decent with significant value 

Sig. = 0.00 (<0.05), it indicates we reject the null hypothesis. Therefore the alternate 

hypothesis should be accepted which means there is significant difference between 

discriminant score with respect to overall Performance Appraisal. 

Work Life Balance: 

H0 - There is no significant difference between discriminant score with respect to 

overall Work Life Balance. 

H1 - There is significant difference between discriminant score with respect to overall 

Work Life Balance. 

Wilks’ Lambda for Work Life Balance is 0.343 which is decent with significant value Sig. 

= 0.00 (<0.05), it indicates we reject the null hypothesis. Therefore the alternate hypothesis 

should be accepted which means there is significant difference between discriminant score 

with respect to overall Work Life Balance. 

Compensation and Benefits: 

H0 - There is no significant difference between discriminant score with respect to 

overall Compensation and Benefits. 

H1 - There is significant difference between discriminant score with respect to overall 

Compensation and Benefits. 

Wilks’ Lambda for Compensation and Benefits is 0.398 which is decent with significant 

value Sig. = 0.00 (<0.05), it indicates we reject the null hypothesis. Therefore the alternate 



                                                                                               Discriminant Analysis:  

153 

 

hypothesis should be accepted which means there is significant difference between 

discriminant score with respect to overall Compensation and Benefits. 

Employee Engagement: 

H0 - There is no significant difference between discriminant score with respect to 

overall Employee Engagement. 

H1 - There is significant difference between discriminant score with respect to overall 

Employee Engagement. 

Wilks’ Lambda for Employee Engagement is 0.336 which is decent with significant value 

Sig. = 0.00 (<0.05), it indicates we reject the null hypothesis. Therefore the alternate 

hypothesis should be accepted which means there is significant difference between 

discriminant score with respect to overall Employee Engagement. 

Summary of Canonical Discriminant Functions 

We have grouped our data into two groups namely high level of Operational Performance 

and low level of Operational Performance. Multiple correlations between the predictors and 

discriminant function is displayed by the canonical correlation. The canonical correlation 

value is 0.882. Eigen value is the ratio between explained variances and unexplained 

variances. Eigen value above 1 is acceptable. Eigenvalue of 3.488 is highly acceptable 

 

Table 5.53: Summary of Canonical Discriminant Functions 

 

Eigenvalues

Function Eigen value

% of 

Variance

Cumulative 

%

Canonical 

Correlation

1 3.488a 100 100 0.882

Wilks' Lambda

Test of Function(s) Wilks' Lambda Chi-square df Sig.

1 0.223 779.21 6 0

Table 5.45 Summary of Canonical Discriminant Functions

a. First 1 canonical discriminant functions were used in the analysis.
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H0: There is no significant impact of all independent variables (Training and 

Development, Recruitment and Selection, Work Life Balance, Employee Engagement, 

Compensation and Benefits, Performance Appraisal) on discriminant score regarding 

high or low levels of Operational Performance of IT companies in India. 

H1: There is significant impact of all independent variables (Training and 

Development, Recruitment and Selection, Work Life Balance, Employee Engagement, 

Compensation and Benefits, Performance Appraisal) on discriminant score regarding 

high or low levels of Operational Performance of IT companies in India. 

Wilks’ Lambda of 0.223 with significant value sig. = 0.000 confirms the ability of the 

discriminant function in grouping the variables correctly. Wilk’s lambda is the ratio of 

explained variance and total variances. Here it is 0.223 which is ideally should be closer to 

or greater than 0.5. 

Table 5.54: Standardized Canonical Discriminant Function Coefficients 

  Function 

1 

OTD 0.208 

ORR -0.103 

OPA 0.449 

OWL 0.241 

OCB 0.278 

OEE 0.271 

 

As per the standardized canonical discriminant function coefficients, the factors in the 

decreasing order of impact on Operational Performance are Recruitment and Selection, 

Training and Development, Work Life Balance, Employee Engagement, Compensation and 

Benefits and Performance Appraisal. However, this order doesn’t match with group means. 
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Table 5.55: Structure Matrix 

  Function 

1 

OPA 0.774 

OEE 0.753 

OWL 0.742 

OTD 0.692 

OCB 0.658 

ORR 0.561 

Pooled within-groups correlations between discriminating variables and standardized 

canonical discriminant functions  

 Variables ordered by absolute size of correlation within function. 

 

As the results of canonical discriminant function and group means are not matching the 

results of the structure matrix are to be considered as the final one. According to structure 

matrix, Performance Appraisal has the highest impact on operational performance followed 

by Employee Engagement, Work Life Balance, Training and Development, Compensation 

and Benefits and Recruitment and Selection. 

 

Table 5.56: Canonical Discriminant Function Coefficients 

  Function 

1 

OTD 0.297 

ORR -0.161 

OPA 0.93 

OWL 0.489 

OCB 0.481 

OEE 0.624 

(Constant) -9.692 

Unstandardized Co-efficients 
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Discriminant Score = constant + β1*Training and Development + β2*Recruitment and 

Selection + β3*Performance Appraisal + β4*Work Life Balance + β5*Compensation and 

Benefits + β6*Employee Engagement + ε 

Hence, Discriminant Score = -9.692 + 0.297*Training and Development -

0.161*Recruitment and Selection + 0.93*Performance Appraisal + 0.489*Work Life 

Balance + 0.481*Compensation and Benefits + 0.624*Employee Engagement + ε 

Table 5.57: Functions at Group Centroids 

Overall Operational Performance Function 

1 

High 1.453 

Low -2.392 

Unstandardized canonical discriminant functions evaluated at group means 

 

The results shown in the table for Functions at Group Centroids suggest that the mean of 

response for low operational performance was lying below -2.392 and the same for high 

operational performance was lying above 1.453. The score between -2.392 and 1.453 is 

confusion zone wherein customers are not actually able to decide whether there is impact on 

operational performance or not. 

Table 5.58: Group covariances of canonical discriminant functions 

Overall Operational Performance Function 1 

High 1 1.22 

Low 1 0.637 

The pooled within-groups covariance matrix of the canonical discriminant functions is 

an identity matrix by definition. 
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Table 5.59: Box's Test of Equality of Covariance Matrices of Canonical Discriminant 

Functions 

Classification Results 

Overall Operational Performance Predicted Group Membership Total 

1 2 

Original Count High 312 14 326 

Low 7 191 198 

% High 95.7 4.3 100 

Low 3.5 96.5 100 

            

a. 96.0% of original grouped cases correctly classified. 

  

 

Table 5.51: Box's Test of Equality of Covariance 

Matrices of Canonical Discriminant Functions 

Classification Resultsa 

Overall Operational 

Performance 

Predicted Group 

Membership Total 

1 2 

Original 

Count 
High 312 14 326 

Low 7 191 198 

% 
High 95.7 4.3 100 

Low 3.5 96.5 100 

            

a. 96.0% of original grouped cases correctly classified. 

 

The above table shows that of the total 326 responses which were predicted as having high 

impact on operational performance, 14 were found to have low impact on operational 

performance. Of the 198 responses which were predicted to have low impact on operational 

performance, 7 were found to have high impact on operational performance. Overall, 96% 

of the original grouped cases were classified correctly which indicates that the model used 

to measure impact of HR practices on overall operational performance is valid and reliable.   
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CHAPTER - 6 

6     Findings and Recommendations 
 

 

This study was aimed at studying the impact of HR practices on operational performance of 

IT companies in India. IT industry has given India a distinct place amongst developed 

economies of the world making India the most preferred destination for outsourcing and 

development of quality products and services. Bangalore is called the Silicon Valley of 

India. Extensive courses in engineering were and are being offered to nurture the best of the 

talent to meet the manpower needs of the nation. This coupled with the changing diaspora 

of the working populace, HR (Human Resources) practices have played a vital and 

differentiating role in attracting and retaining the best talent thereby being better than the 

competitors. Companies are differentiated by the quality of their products and/or services 

but it is the employees who deliver these, hence study of HR practices in the IT context is 

so important. It is also worthwhile to note that HR practices have been often said to impact 

performance of an organization directly or indirectly. In this study, the researcher has made 

a sincere attempt to establish relationship between HR practices and Operational 

performance of the IT organizations. The results support the theoretical notion that HR 

practices indeed have an impact on the operational performance. Of the organizations. Since 

this research is a first of its kind in the sector and in the country, it will truly be a guiding 

force for many other researches in this domain. 

6.1 Findings from Descriptive Statistics: 

The Gender wise distribution shows that of the total sample whose data was received with 

completion, there were 350 male respondents and 174 female respondents out of a total of 
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524 respondents. This results in male respondent composition at 66.79% and female 

respondent portion at 33.21%. While the sampling was judgemental non-probabilistic, this 

may be representative of the overall employee base composition in the IT industry with 67% 

employees being males while 33% being females. 

As per the analysis of data of the respondents, it is observed that of the total respondents, a 

major chunk – 307 (58.59%) belonged to the age group of 20-30 years which again could be 

symbolic of the demographic at IT companies. 200 belonged to the age group 30-40 which 

is 38.17% while 17 (3.24%) belonged to the age group of 40-50 years. The respondent base 

hence resembles a young to middle aged population which again could be a characteristic 

representative of the IT industry. 

While for this study, judgemental sampling was used, the maximum respondents to the 

survey have been from the Silicon Valley of India – Bangalore followed by NCR which tells 

us that these two have become important hubs of IT industry in India in the South and North 

of India respectively.  

There were in all 6 HR practices which were studied and evaluated within the organizations 

for the purpose of this study viz., Recruitment and Selection, Performance Appraisal, Work 

Life Balance, Employee Engagement, Compensation and benefits and Training and 

Development. The analysis shows that the average of the respondents for each parameter is 

near 4 which shows that for the constructs used to evaluate these practices, most respondents 

have preferred the response – ‘Agree’.  

For the Training and Development practice, the construct which has received the highest 

mean score is, ‘The courses provided are adequate to meet developmental goals’ while one 

having least mean score is the statement, ‘Trainings provided are of sufficient duration’. This 

means that employees acknowledge that there is adequacy of courses by not of sufficient 

duration to justify the developmental goals.  

For the Recruitment and Selection practice, the construct which received the highest mean 

score is, ‘I was kept well informed about the status of my candidature’ while the one have 

least mean score is the statement,’ Time management in selection process was ensured’. This 

shows that while the candidate is well informed of the status of his candidature in most 

organizations, organizations do not necessarily have well managed selection process in terms 

of timelines and duration.  
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The Performance appraisal practice has the construct ‘Company’s goals are communicated 

to the workforce’ as having the highest mean score while the construct ‘The feedback 

provided is clearly understood.’, has received the least mean score. This shows that 

organizations or managers have still not mastered the art of giving appropriate feedback. 

There could be issues either with respect to medium or articulation of feedback.  

The Work Life Balance practice has the construct, ‘I don’t tend of ignore any of my family 

commitments’ having the highest mean score while the construct, ’My job leaves me with 

enough time to pursue personal activities’ has the lowest mean score. This indicates that 

employees are able to fulfil their family commitments while they still find it difficult to 

pursue their personal activities or hobbies. 

The Compensation and Benefits practice has the construct, ‘The policy adopted by the 

organization is transparent’ as having the highest mean score while the statement, ‘My job 

gives me a good mix of financial and non-financial incentives’ has the lowest mean score 

amongst the statements used. This gives us an insight that while organizations are transparent 

in their compensation policies, employees at individual level are not very satisfied with the 

compensation they receive or the mix that they receive. Since this has a lower average for 

all the respondents, it could be generalized as more from an individual standpoint than the 

policy standpoint.  

For the Employee Engagement practice, the questionnaire, ‘I have the opportunity to do my 

best every day’ has the highest mean score while the questionnaire, ‘I have had the 

opportunity to learn and grow’ has the lowest mean score. This again can be seen from an 

individual and an organization standpoint. There is ample opportunity for the employee to 

do well; however from an organization standpoint, employees feel the dearth of learning and 

growing opportunities within the organization.  

The output parameter Operational Performance was evaluated on a 15 item questionnaire 

covering three broad aspects – Product/Service Quality, Effective Commitment and 

Employee Efficiency. The item which has the highest mean score is the statement, ‘Willingly 

engage in the work at office.’ Followed by ‘Have a bonding with the organization’. This 

shows that the constructs are identical and dependent and possess almost similar score which 

means that engaged employees have a bonding and employees having a bonding with the 

organization are more engaged. The item having the lowest mean score is the statement, 
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‘Am motivated to Work’. The average here is 3.5 which is closer to ‘Agree’ and neither 

agree nor disagree which means that though this construct scores low on average, it still is 

nearer to Agree which means that the respondents agree that they are motivated to work. 

Both these items are from the ‘Effective Commitment’ parameter. 

6.2 Findings from Chi Square Test: 

Through this test we tried to discern the relationship between demographic characteristics 

of the respondents. The first test checked if there is significant association between age and 

income. As per the results, we had to reject the null hypothesis resulting in the conclusion 

that there is a significant association between Age and Income.  

The test was also carried out to test if there is any association between Gender and Income. 

The results suggest that there is a significant association between Gender and Income. Also 

significant association was checked for Age and Marital Status. The results suggest that there 

is a significant association between Age and Marital status. Respondents in the higher age 

group were found to be married in higher numbers that those in the lower age group. Hence, 

marital status has an association with age.  

6.3 Findings from Correlation Analysis: 

In this analysis we tried to find the correlation of the different HR practices amongst 

themselves and between HR practices and the operational performance. So we checked for 

correlation within the practices and also of each practice on operational performance as well 

as cumulative HR practice score on the operational performance score.  

We could find that there is strong correlation within the HR practices, i.e., each HR practice 

is strongly correlated to the other. Training and Development, an HR practice for example 

has strong correlation with Employee Engagement, Work Life Balance, Compensation and 

Benefits, Recruitment and Selection and Performance Appraisal. Similarly each practice is 

strongly correlated to the other HR practice.  

Training and Development is strongly correlated to Work Life balance with a score of 0.849. 

This means that people getting opportunities to learn and develop are able to better balance 

life with work. On the other hand employees have better Work Life Balance are able to focus 

on their learning and development. Training and Development has a correlation score of 
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0.669 with Operational Performance which is fairly strong and shows that Training and 

Development influences Operational Performance. Employees when provided the right kind 

of learning and learning environment perform better at work resulting in higher work 

efficiency and hence operational performance. This also leads to experimentation, 

innovation and development of high quality products and services.  

Recruitment and Selection is strongly correlated to Employee Engagement. This could be 

due to the fact that employees having pleasant experiences during recruitment or selection 

procedures are engaged at work from day 1. Recruitment and Selection has a very strong 

correlation with Operational Performance with a score of 0.784. This depicts that right hires 

contribute to the operational performance of the companies. IT industry has considerably 

high rate of attrition which is around an average of 20% which means 20 employees out of 

a 100 quit the organization. Having right talent in the right role with right resources will 

result in high motivation and employee efficiency which catapults the operational 

performance of the organization.  

Performance Appraisal practice is strongly correlated to Employee Engagement with a score 

of 0.824. This means that Performance Appraisal strongly influence employee engagement 

score and vice versa. Employees when given the right kind of feedback on their performance 

tend to identify with the role and are engaged with the organization. They also start looking 

for areas of learning and improvement. Engaged employees on the other hand tend of 

perform better and look upto the performance appraisal exercise as a confirmation and 

recognition of their efforts over the year. Performance Appraisal has a score of 0.781 with 

operational performance which shows strong correlation between the two. Employees who 

are given feedback of their work and performance on a continuous basis recognize the areas 

of improvement, are engaged and hence their effective commitment and productivity goes 

up. This ultimately influences the operational performance.  

Work Life Balance besides being strongly correlated with Training and Development, is also 

strongly correlated with employee engagement and performance appraisal. Work life 

balance also is strongly correlated with Operational Performance with a score of 0.764. This 

shows that employees scoring high on the work life balance are able to satisfactorily balance 

with life with work and hence they find time to learn and are engaged with the organization. 

This improves their Effective Commitment and Efficiency ultimately high Operational 

performance.  
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Compensation and benefits is strongly correlated to Training and Development while 

sharing a similar or closer score with Work life balance and Employee Engagement. This 

means that employees associate Training and Development opportunities as benefits or non-

tangible compensation that is provided to them for their growth and development. 

Compensation and Benefits has a correlation score of 0.676 with Operational performance 

which shows that though it is correlated, the correlation is less strong than other practices. 

This shows that compensation and benefits as a practice is not just about monetary benefits 

which influences but also about intangible benefits which an employee receives as part of 

the employment which motivates him/her to perform better and hence impact the operational 

performance.  

Employee Engagement has a correlation of 0.665 with Operational Performance. The 

correlation is strong which suggests that engaged employees are motivated and connected to 

the work at hand. It enhances effective commitment and hence employee productivity. 

Operational performance thus is correlated to the HR practice – Employee Engagement.  

The HR practices which influence Operational Performance the most are Recruitment and 

Selection, Performance Appraisal and Work Life balance. The remaining three practices 

have strong correlation but lower than these three HR practices. Overall we can say that HR 

practices have a strong correlation with Operational Performance.  

Operational Performance as a whole was also checked for with correlation with overall HR 

practices score. The overall HR practices score is an average of all the individual HR practice 

score. It is found that overall HR practices have a correlation score of 0.795 with the Overall 

Operational Performance. This shows that HR practices have a very strong correlation with 

Operational performance.  

6.4 Findings from Regression Model: 

The regression model helps us understand the impact of factors (HR practices) on 

operational performance.  

As per the model, the practice as per the response analysis which has the most impact on 

Operational Performance is Recruitment and Selection. It is found that 61.4% of impact in 

Operational Performance is due to Recruitment and Selection.  
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Recruitment and Selection and Performance Appraisal are second in line in terms of impact. 

Performance Appraisal and Recruitment and Selection are together able to impact 69.4% of 

all changes in Operational Performance. The increase in percentage is due to inclusion of 

Performance appraisal along with recruitment and selection. 

The three most important factors which impact Operational performance the most are 

Recruitment and Selection, Performance Appraisal and Work Life Balance. Together they 

contribute 70.6% to the total Operational Performance.  

The four most important factors which impact Operational performance the most are 

Recruitment and Selection, Performance Appraisal, Work Life Balance and Employee 

Engagement. Together these factors have an impact of 72.7% on Operational Performance.  

The five most important factors which impact Operational performance the most are 

Recruitment and Selection, Performance Appraisal, Work Life Balance, Employee 

Engagement and Training and Development. Together these factors have an impact of 72.9% 

on Operational Performance.  

The six most important factors which impact Operational performance the most are 

Recruitment and Selection, Performance Appraisal, Work Life Balance, Employee 

Engagement, Training and Development and Compensation and Benefits. Together these 

factors have an impact of 73.2% on Operational Performance.  

Overall HR practices as a whole have an impact of 63.2% on overall Operational 

Performance. This means that of all changes in Operational Performance, we are able to say 

that 63.2% of all impact is due to HR practices.  

6.5 Findings from Discriminant Analysis: 

There is significant difference between the means for respondents depicting lower level of 

operational performance and respondents depicting higher level of operational performance 

proving significant variation regarding discriminant score with regard to Recruitment and 

Selection as a HR practice. 

There is significant difference between the means for respondents depicting lower level of 

operational performance and respondents depicting higher level of operational performance 
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proving significant variation regarding discriminant score with regard to Performance 

Appraisal as a HR practice. 

There is significant difference between the means for respondents depicting lower level of 

operational performance and respondents depicting higher level of operational performance 

proving significant variation regarding discriminant score with regard to Work Life Balance 

as a HR practice. 

There is significant difference between the means for respondents depicting lower level of 

operational performance and respondents depicting higher level of operational performance 

proving significant variation regarding discriminant score with regard to Employee 

Engagement as a HR practice. 

There is significant difference between the means for respondents depicting lower level of 

operational performance and respondents depicting higher level of operational performance 

proving significant variation regarding discriminant score with regard to Training and 

Development as a HR practice. 

There is significant difference between the means for respondents depicting lower level of 

operational performance and respondents depicting higher level of operational performance 

proving significant variation regarding discriminant score with regard to Compensation and 

Benefits as a HR practice. 

There is significant difference between the means for respondents depicting lower level of 

operational performance and respondents depicting higher level of operational performance 

proving significant variation regarding discriminant score with regard to HR practices. 

Significant impact of all individual and overall HR practices has been found on the 

discriminant score of low and high level of operational performance of IT companies in 

India. 

As per the standardized canonical discriminant function coefficients, the factors in the 

decreasing order of impact on Operational Performance are Recruitment and Selection, 

Training and Development, Work Life Balance, Employee Engagement, Compensation and 

Benefits and Performance Appraisal. 



  Findings and Recommendations 

166 

 

According to structure matrix, Performance Appraisal has the highest impact on operational 

performance followed by Employee Engagement, Work Life Balance, Training and 

Development, Compensation and Benefits and Recruitment and Selection. 

Of the total 326 responses which were predicted as having high impact on operational 

performance, 14 were found to have low impact on operational performance. Of the 198 

responses which were predicted to have low impact on operational performance, 7 were 

found to have high impact on operational performance. Overall, 96% of the original grouped 

cases were classified correctly which indicates that the model used to measure impact of HR 

practices on overall operational performance is valid and reliable.  

6.6 Recommendations: 

Recommendations for HR practitioners: 

Each HR practice analysed here has a significant impact on the Operational performance. 

Some recommendations from the findings for HR practitioners are as below:  

Recruitment and Selection is the first touch point for any prospective employee before 

entering the organization. The mind-set and impression is formed at this stage which the 

prospective employee carries at the time of joining the organization. This could be an 

accelerator in terms of the time an employee takes before he/she starts contributing or 

making an impact through his/her work. This time span can be shortened and efficiency be 

improved by getting right candidates in right role and shortening the time to contribute.  

Work Life Balance has been identified as another very important factor which contributes 

to Operational Performance. The origin of this concept can be attributed to the scenarios 

where employees would work to the extent that it impacts their personal lives leaving them 

no time to socialize or cultivate a hobby. The tenet of Work Life Balance should be core to 

the concept of Job Design. A scientific process of Job Design can help include this 

suggestion.  

Performance Appraisal is an important aspect of an employee life cycle. While, employees 

across the industry often associate Performance appraisal with pay hike, the true notion and 

essence of Performance Appraisal is appraising the performance of the employee in the most 

objective way possible. There should be a continuous communication channel which 
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measures and communicates performance to employees not only yearly, half yearly, 

quarterly, monthly but daily. If that can be done, it will be objective and improvements can 

be brought in quickly and instantly instead of waiting for the traditional appraisal cycle.  

Engaged employees are motivated, happy and own the work they do. It is also important to 

gauge employee mood and engagement levels to customize programs suited to all 

employees. Mood monitors can help here. Use of AI (artificial intelligence) to build 

programs around this will bring results than going the generic way of Employee 

Engagement. Also, while more and more organizations are recognizing the importance of 

employee engagement, the key would be to incorporate social responsibility and link it to 

career growth, development and work life balance.  

Compensation and Benefits refer to both tangible and intangible aspects of employee 

benefits. HR practitioners can be as innovative as possible in design compensation structures 

which are flexible and at the same time cater to psychographic needs of employees at all 

levels. With instant gratification being the mantra for the Gen X, Y and Z, it is pertinent to 

be creative in the compensation design. Focussing on health and hence incorporating 

benefits like Yoga membership, Gym and fitness, membership for family members, etc 

could be some of the intangible benefits which can be looked at. Consulting on savings and 

investment can also be an add-on.  

Training and Development should be conducted and built around creating lasting 

experiences and learning that can be easily percolated across. Individual learning modules 

customized according to the pace of the learner and gamification of learning is gaining 

momentum which will drive future of T&D. Futuristic outlook and trainings for technologies 

or skills of the future will be key to nurture talent and win the future.  

Recommendations for CXOs:  

Employees are key to the success of any strategy and hence the organization. IT industry is 

a people intensive organization with key resources being the employees whose skill is used 

to produce world class software. As per this research, we have analysed and found that HR 

practices have a significant impact on Operational Performance.  

Human resources hence should occupy and play a strategic role in the execution of strategies 

within the organization. 
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Any vision should be backed by vision for the human resources because that will have a 

symbiotic relationship with the overall company strategy. 

CHRO should take the centre stage and should be an inherent part of board meetings and 

strategy decisions of the organizations. 

The people strategy should be in line with the organizational strategy of the company. 

The top management should create a culture which encourages work life balance, cares for 

the developmental needs of the employees and appraises their performance in line with the 

goals set for the organization. The values of the organization should reflect in the 

implementation of HR practices.  

CXOs should move away from cost centric approach of people management and focus on 

value creation model of people management. Employee contribution should be objectively 

measured and evaluated for business performance.  

Recommendations for Academicians:  

The literature and academic books still focus a lot on Traditional Human Resources practices 

which were based in the industrial era. While evolution of HR practices is essential and 

important to be taught as part of academics, it is more important to teach practical aspects of 

Human Resources.  

Over the past five years of the researcher’s interaction with academia, it has been the 

researcher’s personal observation that there is a lot of disconnect between HR practices in 

the industry and thought process of academicians w.r.t. HR. The gap needs to be bridged 

and quickly to impart quality management education in academic institutes.  

Human Resources as a subject should be taught more as Case study based approach than a 

textbook based approach. Aspects of HR practices like Recruitment and Selection, 

Performance Appraisal, Evaluation and Design of Job, Design of innovative competitive 

structures and newer techniques of learning to involve and engage the young employee base 

should be given a thrust. Subjects like Creative HR, Artificial Intelligence and HR, Smart 

Hiring, Innovation in HR practices, etc. should be introduced and taught in management 

colleges.  
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Multiple internships if feasible should be provided during the tenure of learning. More focus 

should be on Applied Research than Pure Research. Adamancy in academic structure should 

give way to flexibility to enhance learning outcomes keeping the end learner in mind.   
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CHAPTER - 7 

7 Conclusion 
 

 

All is well that ends well and so can be said about this research. A Humongous amount of 

effort has gone into realizing this study. 

7.1 Significant Achievements of the Research: 

The research studied 6 different HR practices like Recruitment and Selection, Performance 

Appraisal, Training and Development, Compensation and Benefits, Employee Engagement 

and Work Life Balance. All these 6 HR practices have been studied in addendum for the 

first time. There is ample literature and research done on the first four practices but none in 

conjunction with all 6 practices which makes this research unique in its own manner. 

Individually, employee engagement and work life balance have been studied but no research 

has considered all these practices.  

Impact of HR practices on Operational Performance in IT industry in India is a study 

conducted for the first time which certifies for the novelty of the research. A total of 40 

constructs were developed to evaluate different HR practices. A total of 15 constructs were 

evaluated to study 3 parameters – Effective Commitment, Employee Productivity/Efficiency 

and Product/Service Quality which make up the total operational performance. This again is 

a feather in the cap for this research since these three parameters of Operational performance 

are studied together for the first time in a research.  

The analysis described above shows that HR practices have a significant impact on the 

operational performance of the IT companies in India. There have been innumerable 
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researches done in the manufacturing but none so exhaustive covering the subject of this 

study. This adds to the uniqueness and contribution of this research to the human resource 

faculty. All the practices are positively correlated to the operational performance of the 

organizations.  

A theoretical model linking HR practices to the operational performance parameters has 

been developed and validated through this study. This model can be replicated in different 

setups and countries after necessary minor customizations if any required. 

All the research objectives listed above have been satisfactorily achieved as a part of this 

study. The factors impacting Operational performance have been identified in the sequence 

of their impact and also strong correlations have been established between HR practices and 

Operational Performance.  

7.2 Limitations of the Research: 

Every research is carried out with the best of the intentions to be as holistic and objective as 

possible. However, researcher has to set some premise for the research to be relevant and 

bring it to logical conclusion in the right frame of time. This often results in certain things 

which the research or the researcher has to rationally exclude from the study either 

intentionally or unintentionally.  

For the purpose of this research, we have used Judgemental sampling to have relevant 

respondent base as a sample to collect the responses. A sample size of 524 was taken for the 

purpose of this study which is in line with the recommendations to achieve normality. 

However, considering the ever changing IT space and its expansion to the nook and corner 

of India, a larger sample size could be considered for exhaustive results.  

Also, India being a diverse and regionally expanse country, research could be conducted to 

understand the difference in the HR practices in the rural and urban areas or Tier 1 and Tier 

2 cities. The research has considered product and service quality as a single factor. 

Operational performance has been considered covering three parameters in line with 

literature survey which can include other parameters. 
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However, as much objectivity as we strive to achieve, there is always going to be some level 

of subjectivity with respect to interpretation of HR practices, their level of influence on 

employees as well as understanding of operational performance parameters.  

This study studies the impact of HR practices on Operational Performance. However, 

operational performance is just one facet of overall business performance. There is a linkage 

of HR practices with operational performance; however there are other parameters like 

culture, strategy, type of product/service, region of operation, government policies, etc., 

which would impact operational performance. 

7.3 Scope of Further Study: 

The study has covered six HR practices, however HR being an evolving field, other factors 

like culture, values, HR metrics can be considered for the study. 

The study has specifically chosen IT industry, other industries can be considered for the 

future study. 

A longitudinal study can be carried out to study and verify impact of HR practices in a 

particular firm or group of firms before and after implementing HR practices over a time 

period. 

Impact of HR studies on business and financial performance can be studied besides 

operational performance.  

Regardless of the minor limitations of the study, the research is breakthrough in terms of the 

subject, quality of research methodology in terms of pilot study, focus groups, and 

instrument validations, depth of research analysis and the mere courage of striving to 

establish a relationship between qualitative factors and quantitative factors. 

 

 

 

 



                                                                                                

 

 

 

Appendix  

Questionnaire 

I am a Ph.D. Research Scholar associated with Gujarat Technological University, 

Ahmedabad. The data is being collected for the purpose of research on impact of HR 

practices on operational performance of IT companies and the same will not be used / shared 

with any other person /organization for any purpose. The details /opinions provided by you 

will be treated as strictly confidential.  

 

Please use one questionnaire per individual. 

 

Entry level barriers: 

 

1.)  Designation:  

2.) My organization has all of the below processes: 

a. Training & Development  

b. Compensation & Benefits program 

c. Recruitment and selection process 

d. Performance Appraisal System 

3.) Total Experience: 
 

Less than 6 months  No Entry 6 to 12 months   

13 to 14 months   More than 24 months   

 

Basic Information 

 

1.) Name: 

 

2.) Name of the Company: _______________________________ 

 

3.) Contact No.: 

 

4.) E-mail ID: 

 

5.) City of Residence: 
 

 

6.) Age : 
 

20 to 30   30 to 40   40 to 50   
Above 

50 
  

 

7.) Gender: 
 

Male   Female   

 

8.) Marital Status: 
 

Married   Unmarried   



   

 

 

 

9.) Income Group (monthly income in Rs.): 
 

0-25000/-   

25001/- to 

50000/-   50001 to 75000/-   

More than 

75000/-          

 

10.) Is your company: 
 

Product Based   Services Based   Both   

 

11.) Education: 

 

 

12.) Number of employees in the company: __________________ 

 

13.) Legal status of the company: 

 

 

14.) Annual turnover of the company(in INR Crore)* _________________ 

 

Rate the Below HR practices in your organization: 

 

15.) Training and Development 
 

(SD (1) – Strongly disagree, D(2) – Disagree,  N(3) – Neutral, A(4)-Agree, SA(5)-Strongly Agree) 
 

No. Particular SD D N A SA 

1.  The courses provided are adequate to meet 

developmental goals 
 

    

2.  The topics covered meet expectations of participants           

3.  Sessions are organized periodically           

4.  The training calendar is published in advance.      

5.  Trainings provided are of sufficient duration           

6.  Courses on new age technology are provided      

7.  Instructors are knowledgeable            

8.  Trainers are effective in delivering training      

9.  Training setup provides for a comfortable learning 

environment 
  

        
 

 

 

 

 

 

 

 

U.G    Graduate   Post Graduate   

Professional   Others. pls specify       

Sole 

Proprietorship 
  Partnership   Private Limited   

Public Limited   Other       



                                                                                                

 

 

 

16.) Recruitment & Selection 
 

(SD (1) – Strongly disagree, D(2) – Disagree,  N(3) – Neutral, A(4)-Agree, SA(5)-Strongly Agree) 
 

No. Particular SD D N A SA 

1.  The recruitment team clarified all the queries related to 

organization and job profile           

2.  The information about the recruitment was communicated well      

3.  Time management in selection process was ensured           

4.  I was kept well informed about the status of my candidature            

5.  The interviewers asked relevant questions           

6.  Overall the recruitment process was appropriate           

7.  The recruitment and selection process is unbiased           
 

17.) Performance Appraisal System(PAS) 
 

(SD (1) – Strongly disagree, D(2) – Disagree,  N(3) – Neutral, A(4)-Agree, SA(5)-Strongly Agree) 
 

No. Particular SD D N A SA 

1.  Performance appraisal  gives each appraisee an idea of what is 

expected 
  

        

2.  Company’s goals are communicated to the workforce           

3.  The feedback provided is clearly understood.           

4.  The process is timely.            
5.  There is periodic review of performance.           

 

18.) Work Life Balance 
(SD (1) – Strongly disagree, D(2) – Disagree,  N(3) – Neutral, A(4)-Agree, SA(5)-Strongly Agree) 

 

No. Particular SD D N A SA 

1.  My job leaves me with enough time to pursue personal activities           

2.  I spend enough time with my family           

3.  I picked up a new hobby in the last 6 months           

4.  My organization encourages me to take time off from work      

5.  I don’t tend of ignore any of my family commitments      

6.  I have considerable time to socialize.      

 

 

19.) Compensation and benefits 
 

(SD (1) – Strongly disagree, D(2) – Disagree,  N(3) – Neutral, A(4)-Agree, SA(5)-Strongly Agree) 
  

No. Particular SD D N A SA 

1.  I am well rewarded for my job           

2.  My job gives me a good mix of financial and non-financial 

incentives 
  

        

3.  The compensation structure is communicated well to me           

4.  The policy adopted by the organization is transparent      

5.  The compensation is linked to my achievements at work           

6.  The goals of the company affect compensation at work      

 

 

 

 



   

 

 

 

20.) Employee Engagement 
 

(SD (1) – Strongly disagree, D(2) – Disagree,  N(3) – Neutral, A(4)-Agree, SA(5)-Strongly Agree) 
 

No. Particular SD D N A SA 

1.  I am provided with all tools essential to carry out my job           

2.  My job expectations are adequately explained to me           

3.  I have the opportunity to do my best every day           

4.  My supervisor cares for me as a person           

5.  Someone has talked to me in the last 6 months about my 

progress      

6.  I have had the opportunity to learn and grow      

7.  My opinion counts at work           
 
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



                                                                                                

 

 

 

 

 

 

Operational Performance 

 

I. Please rate how the employees at your organization fare on the below: 
 

 (SD (1) – Strongly disagree, D(2) – Disagree,  N(3) – Neutral, A(4)-Agree, SA(5)-Strongly Agree) 
 

No. Particular SD D N A SA 

1.  Have a bonding with the organization.           

2.  Look at association over a long term period.           

3.  Have the right skill set to perform their jobs.      

4.  Have added features to enhance product/service quality.           

5.  Have contributed to the innovation in product/service.           

6.  Meet organization standard of task delivery.      

7.  Go beyond the call of duty to deliver results.      

8.  Follow high standards of Customer Service.      

9.  Are motivated to work.      

10.  Collaborate with other employees in the organization.      

11.  Avoid unplanned or unwanted leaves.      

12.  Willingly engage in the work at office.      

13.  Avoid delay of assigned work.      

14.  Know areas of improvement and skill up-gradation.      

15.  Complete assigned tasks in time.           

 
A. Any comments/Observations: 
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