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Frowm the Desk of Chie) Editor

Mindfulness and Well-being

There is a growing body of research that shows how regular mindfulness practice can have many benefits for our
health and happiness. It increases psychological and social well-being as well as physical health leading to higher
levels of life satisfaction, more positive emotions and fewer negative experiences. Higher levels of mindfulness
are also associated with better quality of sleep. Mindfulness may be just one element of a treatment plan for
those with complex health needs. It helps to reduce or manage anxiety and depression, boost our immune
system. It also helps people in managing chronic pain. Many of the benefits of mindfulness on physical health
may be through the reduction in chronic stress and individuals with higher levels of mindfulness tend to view
demanding situations as less stressful and are less likely to avoid dealing with them.

Mindfulness is often associated with relaxation and rest but it is not the same as these variables. During the
practice of mindfulness, our awareness is active and there are physiological differences when compared to
periods of rest or relaxation. It seems to help us feel more relaxed whilst being more alert. Mindfulness may
have benefits across the lifespan. Specific programmes in schools indicate that it has the potential to boost
mental health, resilience and wellbeing, cognitive performance whilst also reducing aggression. It can also help
our performance in the workplace including better decision-making, health and safety, collaboration, conflict
resolution, the ability to lead in complex situations and patient care and communication in healthcare settings.
It has also been shown to be related to elderly people living healthily for longer.

An early study showed that a group that received a happiness enhancement programme along with instructions
for meditation showed increased happiness compared to those receiving the happiness programme alone.
Factors that can be toxic to happiness are social comparison and overly focusing on what we don’t have, for
example, a better phone or car or a bigger house. A study of the financial desires of college students and working
adults found higher mindfulness is related to a smaller difference between what people had and what they
wanted and this was related to greater subjective wellbeing (a measure of how happy people are). Importantly,
this did not seem to be due to the level of personal or household income (albeit the group studied could be
regarded as middle class). And further, when one group’s mindfulness skills were developed, their financial have-
want gap decreased and their subjective well-being increased.

The human mind naturally wanders (often unconsciously), so a lot of the time our awareness isn’t where we
might want it to be and when it wanders we tend to be less happy. Regular practice of mindfulness enables us
to be more aware of where our mind is and bring it back when it wanders. Mindfulness leads to being better
at regulating our reactions and behaviour, which in turn boosts our well-being. When we practice mindfulness,
we have more awareness of internal and external information, enabling an accurate assessment of the present
situation. We are more able to pause and step back and to react from choice rather than impulse. Being more
mindful of our patterns of thought (especially those which are unhelpful or inaccurate) and related feelings is
also associated with reduced anxiety and depression, which leads to increased resilience and psychological well-
being. The studies have shown that the practice of mindfulness can improve working memory and cognitive
flexibility; our ability to concentrate and learn and even boost creative thinking since it encourages an open and
accepting attitude.

The readers of Indian Journal for Training and Development (IJTD) are requested to go through the contents of
this issue of the journal and facilitate us in improving the usefulness of the publication by offering suggestions
based on their critical review and constructive observations. The prospective contributors to this journal are
advised to follow American Psychological Association (APA) pattern (Latest Edition) for presenting the references.

Wendes Dea
o fpinderohar
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Research Paper

Bridging the Campus-to-Corporate Gap: A Language-Centric
Approach to Employability Training in Tier Il India

Sneha Guha Thakurata *

ABSTRACT

In India’s rapidly expanding service economy, the gap between academic output and industry-ready
talent continues to be a critical concern - particularly in tier-1l cities where English language exposure
is limited and learners often come from Hindi-medium, first-generation graduate backgrounds. While
these individuals possess subject knowledge’s and technical skills, their lack of fluency in English and
unfamiliarity with global business communication norms hampers their employability, especially
in the Business Process Outsourcing (BPO) sector where clear, client-oriented communication is
a foundational skill. This article presents a case study of a six-month Campus-to-Corporate (C2C)
training program conducted in a tier-ll city BPO, where the author was engaged to improve the
communicative competence of new hires. The training incorporated the Common European Framework
of Reference for Languages (CEFRLs) for diagnostic assessment and batch segmentation, and used
Cambridge’s Interchange series as the core learning material. Participants were grouped into A2 and
B1 levels, followed by accent training for those who met B1 standards. A focus was placed on building
the four macro skills [(Listening, Speaking, Reading, and Writing (LSRW)] through activity-based
learning, role plays, and phonetics labs. Quantitative metrics such as Customer Satisfaction (CSAT)
scores showed a 26% improvement post-training, while qualitative indicators—including participant
confidence, client feedback, and call quality audits—reflected a significant shift in professional
communication. The findings affirm that a structured language training framework, embedded within
the organizational learning ecosystem and guided by global benchmarks like CEFRLs, can transform
not only communication skills but also career trajectories for learners from underserved educational
backgrounds. The study underlines the importance of moving beyond grammar-focused instruction
toward contextual, task-based methodologies that resonate with adult learners in workplace settings.

INTRODUCTION

As India continues its journey as a global services
hub, the spotlight increasingly falls on the readiness
of its youth to meet international communication
standards. While Tier | cities have largely adapted to
corporate communication needs through exposure,
resources, and institutional support, Tier Il cities
present a contrasting picture. In these geographies,

English often exists on the periphery of daily
interaction—viewed more as a subject in school than
a skill essential to one’s professional identity.

Many fresh graduates from Tier Il cities are first-
generation learners—young adults who are the first
in their families to pursue formal higher education.
Their education, often delivered in Hindi or regional
languages, equips them with academic content but

* Certified Master Trainer, TESOL Canada Certified, Voice & Accent Coach, Communication Strategist. Currently Pursuing: PGD

in Learning & Development (ISTD)



rarely prepares them for the linguistic and cultural
nuances of the corporate world. This leads to a
significant employability gap, particularly in sectors
like Business Process Outsourcing (BPO), where
English communication—both written and verbal—is
critical for customer satisfaction, operational clarity,
and career progression.

The Campus-to-Corporate (C2C) transition, therefore,
becomes a moment of tension. Companies recruit for
potential, but performance depends on readiness.
For Learning & Development (L&D) professionals,
this presents a dual responsibility: first, to identify
core competency gaps through well-designed
Training Needs Identification (TNI) and Training
Needs Analysis (TNA); and second, to create learner-
centered interventions that build not just skills but
also motivation and confidence.

This paper documents one such intervention—a six-
month training program aimed at transforming the
communicative competence of newly hired graduates
ina BPO situated in a Tier Il city. As the lead voice and
accent (V&A) trainer for this initiative, | was tasked
not only with improving English fluency but also with
reshaping attitudes towards the language, sensitizing
participants to global communication practices, and
building a bridge between educational limitations
and professional aspirations.

The intervention began with the use of the Common
European Framework of Reference for Languages
(CEFRLs) to assess the learners’ proficiency levels.
Based on diagnostic evaluations, participants
were divided into A2 and B1 groups. The training
journey included a blend of communicative English
lessons using the Cambridge Interchange series and
structured V&A coaching that focused on phonetics,
stress patterns, and listening comprehension.

The organizational context added layers of complexity.
Senior management largely communicated in Hindi,
participants were unsure why English was necessary
for their roles, and some expressed resistance to
change due to cultural discomfort. However, through
consistent engagement, relevant content, and a
supportive learning environment, many learners
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not only improved their call-handling abilities but
also began receiving direct client compliments—a
testament to their transformation.

This paper aims to share a practitioner’s perspective
on how structured language training, when delivered
with cultural sensitivity and pedagogical clarity,
can create visible improvements in workplace
performance. Italso exploresthe broaderimplications
of communication training in shaping inclusive
organizational cultures, boosting CSAT scores, and
enabling sustainable career growth for employees
from underserved academic backgrounds.

CONTEXT AND LEARNER PROFILE

The training project wunder discussion was
implemented in a Business Process Outsourcing
(BPO) organization located in a Tier Il city in India.
The business catered primarily to international
clients, requiring its customer support executives
to communicate fluently and effectively in English.
Like many organizations in this sector, the company
faced a recurring challenge: while hiring targets
were being met through campus recruitment drives,
the quality of new hires in terms of communication
readiness was inconsistent and often below industry
expectations.

This disconnect between recruitment and readiness
had multiple root causes. The graduates entering
the organization had academic qualifications—often
in fields such as commerce, science, or arts—but
lacked exposure to English as a medium of real-time
communication. Many had studied in Hindi-medium
institutions and had limited opportunity to engage in
conversation beyond textbook exercises. Their spoken
English reflected the grammar-translation method
used in schools, which focused more on accuracy
than fluency, and rarely included opportunities for
interactive or communicative learning.

Approximately 70% of the participants in the training
program were first-generation learners. These
were young individuals who were the first in their
families to enter the formal corporate workforce.
For them, employment in a BPO represented both
economic mobility and social recognition. However,
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it also came with pressures—linguistic, cultural,
and psychological. Many found themselves in an
alien environment where the expectations were
undefined, the standards unspoken, and the norms
shaped by global business cultures they had not
encountered before.

The learner profile thus demanded a training
approach that went beyond language instruction.
The training design had to account for:

e Educational Background: Graduates with limited
exposure to English in an academic or conversational
context.

e Language Barriers: A mix of fear, inhibition, and
lack of clarity on how English functioned in a
corporate setting.

e Cultural Resistance: Participants were uncomfor-
table in sessions, unsure of the value of learning
English, and not fully invested in the training
outcomes.

e Organizational Context: A workplace where even
the senior management communicated primarily
in Hindi, inadvertently reinforcing the perception
that English was not essential.

These non-linguistic factors posed significant
challenges. Unlike a technical skill that could be
taught through demonstrations and assessments,
language learning is deeply tied to identity,
confidence, and motivation. Learners needed to be
convinced that English was not just a requirement
for their role, but a pathway to professional success
and personal empowerment. This realization had
to be cultivated gradually, through rapport-building
and contextualized learning rather than top-down
instruction.

To ensure relevance and accuracy in mapping
learners’ starting points, | conducted a diagnostic
assessment using CEFRs. This internationally
recognized framework allowed for a structured
understanding of each learner’s language proficiency
in terms of their ability to listen, speak, read, and
write. The diagnostic included:

® Listening comprehension tasks

e Reading passages with inference questions

e Speaking prompts assessed through fluency,
coherence, and vocabulary usage

e \Writing tasks graded for structure and clarity.

The results revealed that a majority of learners
were at the A2 (Elementary) and B1 (Intermediate)
levels. This classification helped segment learners
into batches based on their ability, allowing for
differentiated instruction and focused progression.
Rather than treating the cohort as a homogenous
group, this segmentation respected the individual
starting points and learning curves.

A crucial insight during the learner profiling phase
was the participants’ lack of clarity about “why” they
were being asked to learn English. Many viewed the
training as a formality or a barrier rather than a skill-
building opportunity. To address this, | introduced
orientation modules that focused on the role of
communication in CSAT, career advancement, and
global collaboration. These sessions aimed at shifting
the narrative from “English as a foreign language” to
“English as a workplace enabler”.

This nuanced understanding of the learner profile
and organizational context formed the foundation
for designing an effective and empathetic training
strategy—one that recognized the learners not
just as employees to be trained, but as individuals
navigating a transformative journey.

METHOD AND TRAINING DESIGN

Designing a language learning program for fresh
graduates in a BPO setting required a shift from
traditional corporate training approaches to a
more learner-centered, empathetic, and structured
pedagogical framework. The goal was clear: to build
functional English communication skills that directly
impacted CSAT, improved client rapport, and instilled
confidence in first-time employees.

Given the mixed proficiency levels and socio-linguistic
barriers, | adopted a two-phase training design,
drawing from the CEFRLs, communicative language
teaching methods, and V&A methodologies.



Phase 1: Foundational Language Training Using
CEFRLs Framework

The program began with a diagnostic assessment
aligned with CEFRLs to evaluate learners on the
four language skills: Listening, Speaking, Reading,
and Writing (LSRW). This assessment enabled
clear competency mapping and informed training
groupings:

e A2 Level (Elementary): These learners could
understand basic expressions and communicate
simple tasks.

e Bl Level (Intermediate): These learners could
handle routine interactions but lacked fluency
and depth in expression.

By mapping CEFRLs levels, | could target interventions
more precisely. Interchange by Cambridge University
Press, a globally recognized ESL resource, served as
the base curriculum. This series was chosen for its
focus on practical, communicative English through
structured units and interactive content that
encouraged speaking and listening from day one.

Instructional Approach

e Role Plays & Simulations: Real-world call scenarios
were enacted in pairs and groups to enhance
spoken fluency, intonation, and presence.

e Listening Tasks: Audio materials were used
to train learners to listen for detail, inference,
and context—critical for handling international
clients.

e Reading Comprehension & Discussions: Articles
and short reading passages were followed by
discussions, encouraging opinion-sharing and
articulation.

e Writing Practice: Focused on functional writing—
emails, call logs, summaries—aligned with
workplace expectations.

e Grammar in Context: Rather than abstract
grammar lessons, rules were introduced within
real communication scenarios (e.g., using the
past tense to narrate an incident during a call).

The methodology emphasized “English as a skill”
rather than “English as a subject”. This reframing
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helped participants overcome learning resistance
and see immediate relevance to their roles.

The batches were kept small (12-15 participants),
allowing for individual attention and peer feedback.
Learners who completed B1 successfully were eligible
to proceed to the next level: V&A training.

Phase 2: Accent Neutralization & Voice Modulation

The BPO’s client base was international, necessitating
a clear and neutral spoken English accent. Once
learners attained intermediate fluency, the focus
shifted to Accent Training, with modules based on
global intelligibility standards.

Core Areas Covered:

® Phonetics & Articulation: Introduction to the
International Phonetic Alphabet (IPA) to help
learners visualize sound production.

e Drilling Techniques: Repetition and controlled
practice of challenging sounds (e.g., /0/, /8/, /v/,
/w/) to correct typical Hindi-English interference
patterns.

e Stress & Rhythm: Training on syllable stress,
intonation, and sentence rhythm to sound
natural and engaging.

e Mouth Placement & Breath Control: Exercises to
enhance voice projection, reduce mumbling, and
maintain consistent tone during long calls.

e Listening Labs: Comparing native vs. non-native
speaker accents, identifying tone shifts, and
mimicking stress patterns.

This phase focused on “how” learners spoke, ensuring
their speech was intelligible, pleasant, and aligned
with client expectations. Importantly, no attempt
was made to mimic American or British accents; the
goal was clarity, neutrality, and confidence.

Learner Engagement Strategies

Early in the program, it became evident that
traditional training strategies wouldn’t work. Many
participants were:
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e Uncomfortable during sessions

e Unmotivated, as they didn’t see English learning
as essential

e Unaware of the value of soft skills and voice
modulation.

To overcome these blocks, | integrated the following
strategies:

e Rapport-Building  Activities: Ice-breakers,
storytelling, and “get-to-know-you” tasks helped
lower the affective filter.

® Cultural Orientation: Interactive sessions on
global business etiquette, email tone, and client
culture sensitization fostered empathy and
curiosity.

e Gamification: Quizzes, leaderboards, and
reward-based micro-learning modules helped
boost participation.

e Peer Learning: Group discussions and pair practice
allowed confident learners to support others,
reinforcing a collaborative classroom culture.

Furthermore, | ensured that trainers were trained.
A language learning module is most effective when
facilitated by educators certified in (Certificate
in English Language Teaching to Adult) (CELTA),
Diploma in English Language Teaching to Adult
(DELTA), or similar Teaching English to Speakers
of Other Languages (TESOLs) certifications. Their
understanding of scaffolding, eliciting, correction
techniques, and error analysis played a key role in
maintaining quality across sessions.

Technological Support

The training program leveraged digital tools and
platforms to support blended learning:

e |Interactive apps for vocabulary reinforcement
and listening practice.

® Google Docs for collaborative writing tasks and
peer feedback.

e Recorded calls and voice analysis software for
reflective listening.

e Learning Management System (LMS) to track
learner progress and provide asynchronous
content.

By combining human interaction with technology, |
could scale personalized learning while maintaining
engagement. Learners appreciated the flexibility of
reviewing content outside classroom hours.

Alignment with Organizational Goals

Throughout the training design, the goals remained
anchored to business needs:

e Improve CSAT Scores: By building call handling
skills and reducing misunderstandings.

e Reduce Call Escalations: By fostering active
listening and clear articulation.

e Enhance First-Call Resolution (FCR): By enabling
agents to paraphrase, confirm understanding,
and navigate call flow effectively.

e Support Career Growth: By equipping agents
with communication skills that opened up cross-
functional opportunities.

In essence, the methodology balanced pedagogical
depth with business relevance, ensuring that
participants were not just trained but transformed.

OUTCOMES AND IMPACT

The ultimate measure of any training intervention
lies not in the hours spent or modules delivered, but
in its ability to spark tangible, sustainable change.
Over the six-month “Campus to Corporate” language
training program, the transformation witnessed
among first-generation, Hindi-medium graduates
was not just academic—it was cultural, behavioural,
and deeply professional.

1. Improvement in CSAT Scores

One of the most significant quantitative indicators
of training effectiveness was the 26% increase in
CSAT scores for accounts that onboarded trainees
who had undergone the program. This improvement
did not occur overnight—it was the result of better
call openings, smoother transitions, accurate
paraphrasing, active listening, and empathetic
closures.

Trainees learned to mirror client expectations,
resolve queries without repetition, and use verbal



affirmations to build trust on calls. The training’s
emphasis on real-time listening and appropriate tone
helped reduce customer frustration and increased
first-time resolution rates.

2. Positive Feedback from Quality Analysts and
Line Managers

Quality Analysts (QAs) reported a marked
improvement in rapport-building between agents
and clients. Several line managers observed that
previously hesitant associates began to take initiative
oncalls, clarified doubtsinstead of guessing, and were
less likely to transfer or escalate calls unnecessarily.

Trainees who previously avoided speaking during
team huddles or reviews began contributing more
confidently. These changes were directly linked
to their improved fluency and articulation post-
training. Importantly, managers observed that these
associates began exhibiting greater emotional
resilience, especially during difficult interactions—
an indirect result of improved confidence through
language mastery.

3. Qualitative Behavioural Shifts

Aside from performance metrics, a deeper, more
meaningful transformation was observed in the
attitude and behaviour of the trainees. Key indicators
included:

e Increased Confidence: Participants, especially
from rural or conservative backgrounds, who
were initially reluctant to speak in English, began
taking pride in conducting entire calls, meetings,
or mock interviews in English.

e Ownership of Learning: After initial resistance,
several learners began asking for additional
practice material, engaging in peer study groups,
and seeking real-time feedback to improve.

e Growth Mindset: Participants realized that
English was not a barrier but a bridge to
professional success. This mindset shift led them
to take on additional learning responsibilities,
including enrolling in Massive Open Online
Courses (MOOCs) and participating in online
discussion forums.
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4. Client Compliments and Recognition

Nothing validated the effort more than client
compliments received by several trainees post-
training. Some associates were specifically mentioned
in client feedback for “speaking clearly”, “being polite
and easy to understand”, and “making the customer
feel heard”.

Inonenotableinstance, apreviously underperforming
agent—who initially belonged to the A2 level—
was not only promoted to a customer engagement
lead role but also invited to conduct internal
communication workshops for junior batches. Such
success stories reinforced the value of the training
program and created positive role models within the
organization.

5. Strengthened Career Pathways

One of the long-term impacts of the training was the
enhanced employability and internal mobility of
the participants. Post-training, many associates:

e Applied for higher roles within their accounts

e Were considered for international client-facing
roles

e Expressed interest in cross-functional teams,
such as quality or learning and development

e The language and communication skills they
acquired became transferable assets across
departments. In some cases, participants went
on to mentor new hires, creating a multiplier
effect.

6. Organizational Culture Shift

While the program was designed for entry-level
employees, its ripple effects were felt at higher
levels. Recognizing the success of the training, senior
managers began adopting English more frequently
in their communication, thereby reinforcing the
training’s outcomes and modelling the desired
behaviour.

This led to a subtle but powerful cultural shift in
the organization—from seeing language learning as
“soft” to viewing it as a strategic capability tied to
business performance.
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7. Increased Retention and Engagement

A lesser-discussed but highly relevant outcome was
the boost in employee engagement and retention
among trainees. Language, often seen as a barrier,
when addressed with empathy and clarity, became
a source of empowerment. Associates who earlier
contemplated quitting due to fear of failure or
embarrassment on calls reported feeling “more
equipped” and “less anxious”.

When employees feel supported in foundational
areas like communication, they are more likely
to stay, grow, and contribute meaningfully. The
training, in this sense, served as an emotional anchor.

8. Scalability and Technology Integration

Based on the successful outcomes of the pilot cohort,
the model demonstrated scalability potential. Using
technology, the program could be expanded across
geographies and departments with minimal logistical
barriers. Key factors enabling scale included:

e Modular design of the CEFR-based curriculum

e Asynchronous tools for
pronunciation practice

listening and

e Trainer guides and standard operating
procedures (SOPs) for uniform delivery

e Digital dashboards for tracking performance and
milestones.

Technology was not a replacement for trainers
but a strategic enabler, supporting differentiated
instruction and self-paced learning.

CHALLENGES FACED AND LESSONS LEARNED

No transformation comes without trials. While
the “Campus to Corporate” language intervention
yielded measurable success, it also surfaced a range
of challenges—some expected, others deeply rooted
in socio-cultural norms. What emerged was not just
a story of upskilling, but a nuanced understanding
of what it takes to train adult learners in a context
where English is neither a first language nor a daily
necessity.

1. Cultural Resistance to Language Learning

Perhaps the most persistent barrier was a
fundamental question in the minds of many learners:
“Why should I learn English”?

In a Tier-ll city where English is still viewed as
aspirational; but not essential in day-to-day
living. Several learners saw language learning as a
punishment rather than an opportunity. The idea
that fluency in English equates to intelligence or
capability often caused discomfort, and in some
cases, resistance.

As atrainer, | had to carefully dispel myths, encourage
mindset shifts, and validate the learners’ native
identity while introducing them to the possibilities
English fluency could unlock. It required a fine
balance between motivating without patronizing,
and coaching without condescension.

Lesson Learned: Trainers must contextualize English
as a professional tool, not a measure of self-worth.
The “why” behind learning must be deeply connected
to learners’ aspirations, whether it’'s promotions,
client trust, or leadership roles.

2. Non-Linguistic Barriers to Learning

A significant portion of participants were first-
generation learners, often the first in their family to
attend college or work in an office. This came with
unique psychosocial challenges:

e Low self-esteem, particularly when asked to
speak publicly

e Fear of failure, especially in front of peers

e Cognitive overload, as learners juggled
performance Key Performance Indicators (KPIs)
alongside language training

e Limited exposure to learning aids, such as
dictionaries, audio content, or even structured
reading habits.

Some learners found it uncomfortable to attend
training, especially when paired with colleagues
who were more fluent. Initial sessions were marked
by silence, hesitation, and frequent requests to be
excused.



Lesson Learned: In such settings, psychological safety
is as important as curriculum design. Ice-breakers,
anonymous feedback, and peer-led discussions can
reduce anxiety and build trust. Trainers need to act
not just as instructors, but as empathic facilitators
of change.

3. Organizational Culture Gaps

It became increasingly clear that without top-down
buy-in, the training outcomes would plateau. In
several instances, immediate supervisors did not
attend showcase sessions or failed to reinforce the
learning on the job. Some senior leaders continued
using Hindi exclusively, unintentionally signalling that
English fluency was not essential for success.

Lesson Learned: For sustainable change, language
training cannot exist in isolation. It must be
embedded in the organization’s communication
norms. When leaders model expected behaviour,
change cascades faster.

| made it a point to involve managers in periodic
reviews and showcase sessions. Their presence and
feedback elevated the training’s perceived value and
motivated learners to perform better.

4. Avoiding Grammar-Centric Training

One common pitfall in language training is over-
reliance on grammar drills. Many trainers, in an
attempt to simplify, end up complicating learning by
teaching theory that lacks immediate application. In
this intervention, the focus was consciously shifted
to skill-building through LSRW—with grammar
embedded in context, not in isolation.

Role plays, mock calls, and comprehension tasks took
precedence over tenses and clauses. The learners
didn’t need to write essays—they needed to handle
a frustrated client call. This approach resonated far
better.

Lesson Learned: In corporate environments,
language training must be functional. If grammar
must be taught, it should be situational—phrases
for negotiation, questioning techniques, politeness
markers, etc.
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5. Trainer Competency and Credentials

It became evident that generic soft skills trainers
could not handle the nuanced demands of language
training. A CELTA or DELTA background, or at minimum
TESOL certification, made a marked difference in the
quality of instruction. Language training is not about
“speaking good English”, it’s about enabling others
to do so, using linguistic scaffolding, error correction
techniques, and cultural intelligence.

Lesson Learned: Organizations must invest in
language specialists, not generalists. The Return on
Investment (ROI) on qualified language educators
is far higher due to the quality of feedback and
classroom management they bring.

6. Need for Ongoing Reinforcement

The most successful learners were not the ones
with the best scores in the diagnostic tests, but
those who practiced consistently. Without regular
reinforcement, even the most motivated learners
would revert to old habits. The challenge was not in
training delivery, but in creating a culture of practice.

We solved this by:

e Introducing weekly English Days

e Creating WhatsApp groups for word-of-the-day
and sentence-building

e Assigning buddies for speaking practice

e Incorporating listening labs as part of weekly
floor time.

Lesson Learned: Training must be a continuous
journey, not a one-time event. The best results
emerge when learners take ownership of their
progress, supported by tools and peer engagement.

7. Time Constraints and Performance Pressure

Lastly, associates were often juggling training
sessions with their production shifts. When business
pressures mounted, training was the first to be
dropped. Learners felt conflicted—invest time in
improving for the future, or focus on metrics for
the day?
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This led to uneven attendance, particularly during
peak operational periods. As a result, batch
performance often varied, and motivation dipped in
staggered batches.

Lesson Learned: Training programs must be designed
in alignment with floor realities. Microlearning,
asynchronous modules, and supervisor reinforcement
can ensure learning continuity even during peak times.

These challenges, while demanding, served as
powerful learning catalysts for both the organization
and myself as a trainer. More than the curriculum
or tools, it was the strategic empathy and adaptive
methodology that made the program a success.

RECOMMENDATIONS AND WAY FORWARD

The “Campus to Corporate” journey is more than just
a training intervention—it’s a strategic imperative
for organizations committed to talent development,
service excellence, and future-readiness. Based
on my field experience, supported by qualitative
feedback and measurable business outcomes, this
section outlines actionable recommendations for
Learning & Development professionals, Human
Resource (HR) leaders, and training institutions
aiming to implement or scale similar programs.

1. Begin with a Robust Training Needs Analysis
(TNA) and Training Needs Identification (TNI)
Framework

Training needs must not be based on assumptions
or anecdotal evidence. A systematic TNA and TNI—

grounded in performance metrics, behavioural
observations, and learner self-assessments are
essential.

For language interventions, it is advisable to:

® Use CEFRLs levels for standardized benchmarks

e Conduct diagnostic assessments across LSRW
skills

e Collaborate with QAs and floor managers for
behavioural insights

e Map findings to both communication
competencies and business KPIs like CSAT and
First Call Resolution FCR,

This approach ensures the training is not generic,
but precisely aligned to learner realities and
organizational goals.

2. Customize Batches and Learning Journeys

One-size-fits-all training simply does not work—
especially in language learning. Participants must be
grouped based on language proficiency, not job role
or shift timing alone.

In this project, splitting participants into A2 and
B1 batches, followed by accent training for Bl+
learners, helped streamline both content and
delivery. Tailoring activities, materials, and trainer
interventions by level ensures faster improvement
and learner confidence.

Recommendation: Design learning paths that are
modular, level-based, and milestone-driven, with
exit criteria that reflect real-world communicative
competence, not just test scores.

3. Employ a Communicative Approach Over
Grammar-Translation

Traditional methods focusing on grammar rules, rote
vocabulary, and passive instruction often disengage
adult learners. Instead, and prioritize:

e Role plays, mock calls, and scenario-based tasks

e Listening labs with real-world accents and

situations

® Phonetics and stress training embedded in
communication tasks

e Reading for context and fluency,
comprehension

not just

Such an approach—drawn from Communicative
Language Teaching (CLT)—mirrors workplace needs
and supports fluency development over accuracy
obsession.

4. Hire Certified Language Trainers

Hiring decisions significantly influence training
quality. Language training demands pedagogical
grounding and cultural sensitivity, not just a good
command of English.



Organizations should prioritize trainers with:

e CELTA/DELTA/TESOL certifications
e Experience in adult learning and business English

e Ability to teach through elicitation, scaffolding,
and guided discovery

These trainers understand not just what to teach,
but how adults learn—especially in multilingual,
multicultural environments.

5. Institutionalize Language Learning in
Organizational Culture

Training must not stop at the classroom door. To truly
embed communication excellence:

e Encourage English usage in team meetings and
floor huddles

e Promoteleadership modelling—where managers
communicate in English mindfully

e Share success stories from trainees who’ve
improved

e Create language champions from among high
performers

By integrating language use into everyday work life,
you reduce the artificial divide between “training”
and “doing”. Fluency becomes a habit, not a task.

6. Use Technology to Scale and Sustain

To scale interventions and reinforce learning, edtech
tools offer immense value:

e Learning Management Systems (LMS) for self-
paced content

e Mobile apps for daily vocabulary, listening

practice, or pronunciation

e Online discussion boards or moderated forums
for peer interaction

e \Virtual trainers and Al assistants for round-the-
clock practice

Evenin low-resource settings, WhatsApp or Telegram
groups can be leveraged for vocabulary games,
pronunciation challenges, or feedback loops.

Bridging the Campus-to-Corporate Gap ...

Recommendation: Blend synchronous sessions with
asynchronous reinforcement for best outcomes,
especially when production constraints limit live
training hours.

7. Create a Feedback and Recognition Loop

Celebrating progress builds momentum. Learners in
this project reported higher motivation when:

e They received client compliments
e Their managers acknowledged improvements
e They saw their own voice recordings evolve

Line managers, HR, and QAs should be involved
in tracking progress and providing constructive
feedback. Recognizing growth through certificates,
badges, or public appreciation boosts ownership and
morale.

8. Align Training with Career Progression

Participants often responded positively when they
realized language learning was not a standalone
exercise, but linked to career growth.

Integrate  language scores

performance into:

and post-training

e Promotion criteria
e Skill matrix evaluations
e Internal Job Postings (1JP) eligibility

Such alignment makes learning relevant, personal,
and aspirational.

9. Address Socio-Cultural Biases Head-On

In a country as linguistically diverse as India,
English still carries prestige—but also baggage.
First-generation learners may internalize negative
narratives around accents or fluency.

Trainers must be culturally competent—aware
of linguistic privilege and able to navigate class,
language, and confidence dynamics. Activities
must reflect respect for all languages, while offering
English as a bridge to opportunity, not a replacement
of identity.
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10. Institutionalize Post-Training Support

After the formal training ends, learners still need
support. In this project, we saw maximum impact
when:

e Floor supervisors reinforced language goals

e Peer buddies practiced speaking tasks during
breaks

e (Quality Analysts monitored communication
metrics and flagged support needs

Language improvement is a long-term game. Training
interventions must be followed by check-ins, booster
sessions, and review-based learning to maintain and
elevate gains.

CONCLUSION
Scaling with Strategy and Empathy

The “Campus to Corporate” transition is one of the
most crucialmomentsina professional’slife. Intoday’s
globalized service economy, language fluency, cross-
cultural awareness, and effective communication
are not luxuries—they are prerequisites. For
organizations, this is not just a training initiative, but
a competitive differentiator. For learners, it’s not just
about speaking better English—it’s about owning the
room, earning trust, and becoming future-ready. And
for us, as learning professionals, the road ahead is
clear: design with empathy, execute with rigor, and
scale with purpose.

* ¥ %
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ABSTRACT

“We didn’t stop teaching arithmetic just because we got calculators. We need to teach students what
the machines can’t do and how to use machine (more efficiently). That is how the world’s leading
universities are coping with artificial Intelligence (Al)”. According to Michael Spence, University College
of London (UCL) President and Provost while speaking at the Economic Times Now Global Business
Summit on Feb 8, 2025. Spence further said, the skills the machines will never have (like) inter-personal
and cross-disciplinary skills. He also does not agree that College degree will not be needed. Such
a thought about machines and teach Al, must be held in esteem. Al is a general technology. Though
itis being in use for more than six decades, it has attained prominence only in about last five-six years
when more and more being found that Al is labour saving and productivity boosting technology. | asked
ChatGPT (one Al company), to give me significant features of the book: Dare to Lead, authored by Anil
K. Khandelwal. As the book is about 20 years old, | thought ChatGPT won’t be able to respond. But pat
came the reply with appreciable featuring list, surprising me. This speed and quality of response seems
unbelievable.

INTRODUCTION
Why Al & HR

followed covering one page on the subject every
Tuesday. These pages became a regular source of my

. ) reading, learning and drafting notes for the article.
Writing on Al is out of context for me. | am not an

engineer or technologist. | have been life-long a
hard-core HR professional. Whenever, in my long
career, | happened to beon the business assignment,
| made success using my people knowledge and
skills, and management strategies that | am trained
for. This had been fortifying my belief that people
skills and business management can result in success
in any challenging situation. However, looking at the
emerging and influencer values of Al, | felt a strong
urge to learn Al. | began learning Al through the
newspapers lread-Times of India (TOI) and Economics

To promote my bit for my HR community, | decided
that | would publish this article in an HR Journal.
Thus, | propose to focus on some of the basics of Al
(its forms, terminology, various uses, changing Al,
concerns of Al, including responsible Al and future
of Al. And how far Al can influence the challenges
in HR and widen the scope of applications in the
critical sub-functions of HR and thereby help the HR
professionals.

Definition of Artificial Intelligence

Times (ET) - which were occasionally publishing on
Al. After couple of months, TOl announced they will
devote a full one page on Al every Friday. ET also

Al was in use since more than six decades back though
gained popularity in the last five/six years. A British
polymath Alan Turing mooted building intelligent
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machines as long back as 1950. Interest was aroused
amongst academics and practitioners. Debates were
becoming warm. In 1956, in a workshop organised
by one John Macarthy credited with the first use of
the term Al in a paper co-authored by him and team.
Thus, the developers of Al did well create these
two words: Artificial and Intelligence. It looks like
picking real human intelligence and crafting same
artificially in machines. Prof. Mavin Minsky, an Al
pioneer and co-founder of Massachusetts Institute
of Technology’s Al Laboratory, U.S. and author of
several texts defined Al: Artificial Intelligence as
the human desire to make machines do things that
would require human like intelligence” (Prof. Mavin
Minsky®.

How Does Artificial Intelligence Work

Artificial Intelligence (Al) works by simulating human
intelligence usingalgorithms, data,and computational
power. The goal is to enable machines or software
to perform tasks that typically require human
intelligence, such as learning, reasoning, problem-
solving, perception, and language understanding.

Al Subsets

Artificial Intelligence comprises various subsets, each
focusing on specific aspects of replicating human
intelligence or solving types of problems, below
being some:

Machine Learning (ML): The primary goal of machine
learning is to allow machines to learn patterns and
make decisions based on data.

Neural Network(s): This subset focuses on Al models
to understand increasingly complex features in the
data. Deep learning is also a class of neural networks
with multiple layers. Deep learning has been
particularly successful in tasks like image recognition,
natural language processing, and playing strategic
games.

Natural Language Processing (NLP): This subset
focuses on enabling machines to understand,
interpret, and generate human language. This
subset is crucial for applications like chatbots,
language translation, sentiment analysis, and voice
recognition.

Game Playing: This subset focuses on Al systems
that are designed for game playing involve creating
algorithms that can play strategic games, such as
chess at a high level.

Weak Al (or Narrow Al): Al systems that are designed
and trained for a specific task or a narrow set of tasks
and are most of the Al that we see today. It enables
some very robust applications, such as Amazon’s
Alexa and Tesla’s self-driving vehicles.

Strong Al (or General Al): Al systems with the
capacity to comprehend spectrum of tasks at a level
equivalent to human intelligence. It's a theoretical
form of Al where a machine would have an
intelligence equal to humans.

Some Important Terminologies in Al

Nothing more important than Al itself.

b. Company: An Al organisation is called company
which has facilities in research, data centre and
training to focus on their desires and plans. The
company, however, may have any name apart
from the company.

c. By intensive training, the company creates an
entity/design which they call “powering”.

d. Data-Centre-The firms that maintain huge data
and sell same to the Al companies who need the
datain many fold millions for creating empowered
entity/design.

e. The empowered entity/design technically is
called model. The user, approach the models to
tap the benefit.

Operational Mechanism

Al is made effective only after a specific intended
meaning is created in it by way of training it. For
example, if the company or institution wants to
create a problem-solving mechanism, it must prepare
a design/tool and train it to perform the same. It is
more popularly called powering it.

Companies: 10 only (dealing in Al) with their
respective models
1. Open Al---ChatGPT

2. Google----Bard (Language modal)
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3. Microsoft---Azure  Machine Learning (cloud
-based ML platform)
IBM---------- Watson (question-answering system)

DeepMind-AlphaFold (Protein folding model)
Facebook--Llama (Large Language model)
Amazon----SageMaker (cloud-based ML platform)
NVIDIA ----- Megatron (large language model)

W X N o U &

Salesforce--Einstein (Al customer

relationship management)

powered

10. Palantir------ Foundry Al powered data integration
platform

SOME CRITICAL DEVELOPMENTS

Timeline for Machine Intelligence equalling with/
exceling Human Level

The scientists are working on the goal that machine
intelligence becomes as good as that of the humans
andbeyond.Initscurrentstate, Alisnotstrongenough.
It also gets the label” weak/ narrow” i.e. presently
Al excel in only specific tasks, thus limitation. It is
difficult for experts to predict. Estimates widely vary.
Many experts believe it to equal between beyond
five to ten years. In the meanwhile, applications of
Machine Learning, Deep Learning, Computer Vision,
Natural Language Processing and Robots hold the
fort, in the sense whatever good they stand for.

a. A positive development is that Al is taking away
more complex and intelligent tasks in many
industries, making easy the customer experiences
and at lesser costs, especially in travel, financial,
hotel, legal and manufacturing industries.

b. Open Al powered their model ChatGPT to mimic
individual voices. Their demonstrated five such
voices included that of Scarlett Johnsson’s, a
popular actor. They approached her for licence
to use for professional purposes, but she refused
permission. However, it goes to establish that the
artificial voice is close to the real voice raising the
recognition of Al as well the risks.

c. According to chief people’s officer of Sales force,
Nathalie Sardine, the company is increasingly
hiring for posts such as prompt engineers,

Al trainers, Ethics Al architects. Some other
emerging roles include sentiments analyser,
stitchers, work-flow optimiser. Sales force
forecasts creation of 11.6 million new jobs in the
Sales force’s ecosystem in the next six years. The
demand for these new roles in Al would mark
the hiring activity in vast number of companies.
Already the manpower demand -supply gap is
rising. It will further widen unless timely steps
taken.

d. Global Capability Centres (GCCs) are offshore
units set up by multinational corporations to
handle local business processes and services
for their parent organizations. When the GCC
companies emerged in India during 1990’s, many
IT companies looked at them as adversaries and
were indifferent to their expansion. However,
often GCC were leveraging global talent pool and
cost-effective locations and have transformed
into digital maturity and innovations. Though late
in India, now GCCs are driving Al global projects.

e. Washington Post recently reported that the
number of programmers in US has shrunk during
last two years by 25%. This is a warning signal to
India as we have high programmer-based ITand
Al operations.

f.  As Al has become important part of life, PC and
Laptop manufacturers have come out with Al
powered machines, combining cutting edge
technologies with seamless user experience
and redefined personal computing. Strategies
arereported to be on way to get Al everywhere-
in CPUs, PCs, edge, servers, accelerators. The
facility will soon be at every hand.

Uses of Al

Increasingly the Al is gaining prominence because of
the huge benefits it provides. The beneficiaries may
be individuals, industries- manufacturing, service
sector, academia, Health-care and Medical and what
not. Though the list can be enormously large, some
of the selected uses of Al which has influenced the
human life, are shared below:

1. Groceries are being delivered in 10 minutes-
Al systems are making millions of decisions per
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seconds and at multiple levels says the store
and delivery partner Goda Ram Kumar, V.P., Data
Sciences, Swiggy. Now Big Basket and Zepto
also supply in 10 minutes. Al facilitated the big
achievement.

With Generative Al, you create speed of your
laptop (say H.P.) 65% faster.

The Wadhwani Institute of Al, Mumbai who
dedicate to develop technology for Social Good,
says Alpan Raval, Chief Scientist of the Institute,
that Wadhwani is one of the few non-profit
devoted to Al for the social good.

Apple iPhone and watch with Al Features-The
iPhone 16’s, 18 chips have 30% faster speed
than iPhone 15; also, Apple Intelligence adds the
facility that you can paint/point the camera to get
more information. Apple series 10 watch enables
you finding conditions of sleep apnea.

Medical diagnoses and advice have become so
easy. If you upload, say picture of your injury in
Vaidya (empowered name), in a few moments,
you would be advised how to care for your injury.

Tesla CEO, Elon Musk predicted that everyone is
going to want the Al-powered humanoid robot.
This has happened that now the humanoid robot
can baby-sit your kids and cleaning your home
which was a good service during the COVID days.

Al's use in Indian offices: seven out of 10
employees are reported to have made rapid
inroads. Randstad reports almost half of the
1,000 surveyed were using Al on daily basis.

The Central Board of Secondary Education (CBSE)
sensed there were dummy schools, some not
following guidelines, fictitious students. The CBSE
disaffiliated 20 schools, also downgraded three.
CBSE took a decision that for accuracy, they will
use and rely on Al.

Al for medical Surgeries-Al has become an
instrument at the hands of the surgeons, to ease
surgeries, improve dependability and patient
experience. Some are discussed below:

i. Dr. Nita Nair, Oncologist, Apollo Hospital
stated that Al driven tools facilitate remote

10.

11.

11a

11b.

1lc.

areas screening and for second opinion,
more particularly in under-served areas. Our
Al powered mammography units have saved
thousands of rural women by early detection,
reducing burden of advanced stage cancer.(2)

ii. Al is revolutionising the knee replacement
surgery. It enhances precision, personalisa-
tion, post-operative care through robotic
systems. Al powered imaging and predictive
models lead to improved outcome and faster
recovery.

iii. Painful multiple visits to the Dental Clinic may
not be necessary for the patients now. Digital
Dentistry and Digital implant for extracting
a tooth or placing an implant or a tooth, are
being carried out in single sitting of few hours.

iv. AtlIT Rourkela, ateam of students and faculty
have developed an Al-driven breakthrough to
improve blood sugar predictions for diabetics.
Timely action will save the diabetics of many
serious consequences.

Al has been used by the Paris Olympics of 2024.
Objectives relating to accuracy of judgement and
referring are reported to have been enhanced.

Al revolutionising education®: According to
UNESCO’s 2022 State of Education Report,
the country (India) boasts the highest Al skills
penetration rate-more than three times the
global average. Yet there are no formal policies
governing Al in Education, even as concerns
grow over its misuse in generating deepfakes and
academic dishonesty.

. Recognising Al’s potential, CBSE introduced Al
as a subject for class IX in 2019 and for class Xl
in 2020.

The Council for Technical Education has
recommended Al as elective for B. Tech studies.

[IM, Mumbai ‘s Ashvin Mittal Centre of Excellence
in Advanced Al Solutions for Business Decisions,
focuses on Large Language Models (languages),
machine learning (a subset of Al), knowledge
graphs and predictive analytics.
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11d. Dr. Homi Bhabha State University has an
entire digital Workforce of Al Agents to handle
administrative tasks.

11e. The teaching, leaning assessment committee at
IIT Bombay’s director, Shireesh Kedare says it
is an attempt to modify pedagogy and making
teaching more active, students less stressful
and use their creativity.

11f. The processes are changing so fast that at
NMIMS, Mumbai which picked up 2,000 from
several thousand candidates who applied
for Business Management course with the
help of an Al tool. The Al assisted interviews,
allotted uniform 20 minutes to each shortlisted
candidate.

All above show that diverse attempts are being
made by the individuals, companies, institutions
and educational councils to undertake steps for use
of Al in education. Focus is on improving processes
and practice of admin, encouraging Al learning,
improving curriculum, contributing to healthy
academic environment, more involvement of faculty
in the changing world of the academia.

12. Hype to intangible value creation: “Nitin
Rakesh, CEO, MPHASIS. “Now, we are at a
stage where clear application areas for Al
have been established, and the focus shifts to
effective implementation. This is where the real
opportunity lies. It’s an exciting time for us as our
role is to make Al real for businesses, providing
them with the expertise they need to integrate
generative Al solutions effectively. By enhancing

productivity and modernising enterprise
systems, Al's potential is being harnessed
today to drive tangible value. Blockchain-

based identity verification and authentication
system will improve trust in Al applications. As
leaders embrace Al, the journey from hype to
tangible value creation will define the next era
of innovations”. *

13. Humanoid headed to Space in 2025: The robot
whose name translates to space friend, is going
to make her way to outer space, on ISRO’s
unmanned Gagan Yaan mission. Vyom Mitra,

who can speak in Hindi and English, can also
do somewhat like the human’s do-for instance,
control the environment on the Gaganyaan,
issue alerts and work the life control systems®

14. Al and Finance and Financial Services: Finance is
the nerve centre of organisations. The employee
of the firm is affected the way this function is
carried out. The lower-level worker may be
concerned when his salary and bonus are going
to be paid. In case of a bank, its customers,
investors and others keep wondering how
his/her money safe in the bank. Wide range
of financial services involve huge number of
applicants, their money involve processing,
verifying, acknowledging, managing funds, etc
which are handled smoother and dependably
with increasing use of Al. When the cyber cheats
use novel ways to attack your money, more and
more effective safe guards are needed to be
introduced and awareness widened through
the Al.

15. Al for Safeguarding Bank Frauds:

g. The central bank of India, RBI, to crack down on
fraudsters, launched Al powered model-Mule
Hunter Al on its App, to identify and alert the
banks under Mule Hunter. Shaktikanta Das, RBI
Governor, while delivering keynote address at
the RBI@90 H-Level Conference, stressed on
October 14, 2024, that unchecked use of Al in
banking poses risk.

h. Indian Banks Association, the association of the
banks in India, organises four awards on the
performance of the banks in the technology
areas, one of the four is: “Bank” in Best Al/ML
adoption.

16. Uses PM Narendra Modi makes of Al: Our
PM, a lover of technology, says, “This era
has moved beyond machine-to-machine
learning”. Al is taking centre stage---essential
to make our youth future ready to tackle
these challenges”. He is using Al for effective
communication, in respective language and
for documents transmission. While addressing
two recent southern India gatherings, the PM
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using Bhashini, a GOl national public digital
Al platform for languages, communicated his
speech in their respective languages.

17. How Top/Heads of companies use Al: The
Economic Times dated 31.12.2024 focused on
(6) how12 Top/Heads of companies use Al. Each
Head’s interview revealed they use Al for official
purpose and many for personal uses. Below
given are the abstract of their uses.

The official use items included: Obtaining summary
of long documents, for streamlining decision-making,
programming, enhance customer experience, in-
puts for scientific paper writing, search and research,
and translation in other languages, to automate
repetitive tasks, checking what is happening around,
to help a colleague, speech points, filtering and
organizing, simplifying tasks, make things more
efficient, Improving (quality), speech points, points
for introducing discussions, pitching, market trends
and as investor. Personal uses by a few included
good wishes for different purposes, poem writing, to
help others, etc. It all goes to save time, enriching
communication, improving quality and time
management, better presentation and impressions.
Thus, it shows that the top/Heads get variety of
purposes served through Al.

NEWS IN FOCUS

1. Satya Nadella, chairman and CEO of Microsoft,
emphasising the role of Al to generalists of
Economic Times that with a growth rate that
is the best in the world, India is poised to gain
tremendous optimism that it (Al) will further
accelerate India’s growth as the country is racing
towards its goal of becoming a developed nation
by 2049. In his meet with P.M. Narendra Modi,
Nadella said, “excited to build our commitment
to making India Al First and work together
on our continued expansion in the country
to ensure every Indian benefits from this Al
platform shift”.

2. A Global Al Summit organised by the Telangana
government, aimed at “Making Al work
for everyone”, to begin with a “Al City” at
Hyderabad. The chief minister, Revanth Reddy

released the Al powered Telangana Strategy.
Their policy framework includes Al governance,
accountability, ensuring transparency, ethical
Al development while promoting responsible
Al innovation. Al innovation centres will be
expanded across Tier 2 and 3 cities.

3. Maharashtra Government and Google inked an
MoU for Al use in Agriculture and Health.

4. Russian President Putin Vladimir has hinted at
forging Al partnership with India.

5. JP Morgan to train every new hire to be Al ready:
CEO announced.

6. Reliance-backed Al model is being launched,
a ChatGPT style service dubbed “Hanooman”-
available in 11 local languages.

7. Langhian is a powerful framework designed to
build and utilise large language models (LLMs)
efficiently and interact

8. NASSCOM has announced that they have plans
to nurture one hundred and thirty-seven Indian
Gen Al startups in second cohort.

9. Google is building LLM for 1000 languages.

10. Open Al’s co-founder and chief executive, Sam
Altman was fired by its Board of Director on
November 17, 2023, on account of handling
of safety and allegation of abusive behaviour.
However, he was reinstated on November 22,
2023 upon pressure from the employees and
investors.

11. Meta’s research team in India when returning
from rural area, reported, “There was lot of
excitement and enthusiasm and folks there
were using the Meta Al in rural areas.”

12. Noting about the Al concerns, United Nations
General Assembly adopted the first global
resolution on Al to encourage protecting personal
data, monitoring Al for risks and safe-guarding
human rights. The resolution however is non-
binding.

MAJOR ARTIFICIAL INTELLIGENCE CONCERNS

Deepfakes are images, videos or audios, in the form
of impersonation like someone’s face, dialogue
(popular), a body or voice, etc. that are generated
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using Al, intended to cheat, mislead or abuse
someone. Late Rattan Tata’s one video on social
media, wasgiving investment advice, appeared.
Another a 54-year-old lady lost Rs. 7 lakh lured by
a video featuring industrialist Mukesh-Ambani
suggesting safe investment. No Law or regulations
for such a conduct in India exists. However, under the
Information Technology Act, such miscreant can be
prosecuted and imprisoned/fined.

1. Mimicking the voice-Open Al (a company in
Al business) powered their ChatGPT to copy
individual voices. They demonstrated five such
voices. One of these was of like that of Scarlett
Johnson’s, a popular actor. They approached her
for licence, but she refused. It meansartificial
voice can be close to the real voice, can be used
to exploit,cheat, or defame.

2. Late Pope Francis, Head of Catholic Church raised
alarm at the G-7 Meet while addressing a special
session on promises and perils of Al. The God man
invited by the hostltaly, declared the benefit and
damage of Al will depend on the way it is used
and its uncontrolled development. He added that
no machine should ever decide whether to take
the life of a human being.

3. Geoffrey Hinton, the recipient of 2024 Nobel
Prise in Physics, has expressed profound concern
about the potential of Al to pose an existential
threat to humanity as super intelligence is a
threat. As is being aimed at by the experts and
scientists that Al develops to human intelligence
level. When so, will the human not made to take
a back seat or become redundant by the machine
against which Pope also cautioned above.

4. Al systems use large amount of data and when
data are faulty or biased, Al will produce harmful
and unfair results.

5. On-line abuse, Hallucinations, Generation of
scams with Al, Data privacy and Biases are other
major concerns.

Responsible Al

Responsible Al has been a growing concern. This
primarily means the right things must be ensured as

done. One major requirement is appointment of a
chiefresponsible Al officerinthe company, also known
as Al Ethics Officer, who spear-heads company’s Al
Strategy, leading to adoption of Al at scale, greater
innovations and value creation, ensuring that Al
technologies are ethical and responsible, and data
are well protected everywhere.

INITIATIVES OF GOVERNMENT OF INDIA

Some of the major initiatives of GOI are presented
hereunder.

6. India Al Mission—India has been growing
in Al use and have been active participant in
technology matters at global level. In recent Paris
global Al conference, India was co-convenor with
France. GOI launched a Rs. 100,00/-crore, India
Al Mission, on March, 2024, though a modest
amount for five years, it is just the beginning.
It is an initiative of the Ministry of Electronics
and Information Technology, The Mission
aims to ensure a structured implementation,
through a public-private partnership model
aimed at nurturing India’s Al innovation
ecosystem. Independent Business Division
(IBD) under Digital India Corporation (DIC), is
the implementing agency. The Mission aims to
develop Al compute capacity of 10,000 or more
Graphics Processing Units (GPUs) through public-
private partnerships. (Compute capacity defines
the amount of server and storage resources
that are available to the databases). It will
undertake the development and deployment
of indigenous Large Multimodal Models and
domain-specific foundational models in critical
sectors. Tatas will join govt’s Al Mission to offer
Al services to startups and researchers, says A. S.
Lakshminarayan, CEO of Tata Communications.
The GOI has also formed Al Governance Board to
oversee that all Al initiatives align with guidelines,
domestic and international.

7. India Al Datasets Platform will be set-up to
provide a one-stop solution for seamless access
to non-personal datasets to Indian Startups and
Researchers. India Al Future Skills will mitigate
barriers to entry into Al programmes and will
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increase Al courses in undergraduate, masters-
level, and Ph.D. programs. Further, Data and Al
Labs will be set-up in Tier 2 and Tier 3 cities.

8. GOI also have plans either for generational or
specificusetobuilditsownversion of foundational
model for Al which will be customised for use by
the Indian companies, entrepreneurs, academics
and researchers. The proposed initiative will
see India join the ranks of China and US that are
already building foundational model.

Al of Future

As mentioned elsewhere that Al has entered every
walk of our life. Slowly taking over routine and some
white-collar tasks, the best is yet to come. Future of
Al must focus on untouched crucial areas, like for
high level responsibilities (normally associated with
senior level executives as well the entrepreneurs).
Al must also grow to reduce business risks yet same
time lead to more businesses and better-quality
performance of the organisations.Al also can show
direction to new avenues of business-customer
experiences, throwing ideas to sort out in difficult
situations.(Google Lab’s Notebook already helps
research, write and cleanup your thoughts.)

Hare is another dimension of work, covering
emotional intelligence and empathy and critical
thinking which Al should analyse and explore for
better life and ease of doing work. Incoming period,
the Al stress should shift to social good which has
been a neglected area.

Ethical issue is one major problem in organisations
which restricts developments. It is stated that nine
out of ten organisations deploying Al, are facing
ethical issues, according to Capgemini Research
Institute. Researchers and heads of organisations
in future must bring out how ethical standards are
raised, and consciousness enliven.

Another very critical suggestion is to develop CODE of
Al ETHICS an should meticulously train the workforce
and enforce the codes and remove discriminatory bias.

Al in Human Resource

While Al applications have impacted productivity,
advancement, automation, growth and diversification

in many sectors, Human Resource (HR) area
comparatively has not benefitted so much. We propose
to deal with some critical possibilities. Organisations
have been increasingly realising that human assets
are most critical of all the assets. This emphasis has
emerged out of the values of humanism. HR thus must
be treated differently unlike the material resources. In
such situations, it needs to be explored how Al can
contribute to enhance the HR.

1. Replacing a non-human task: A widely prevalent
practice of manual scavenging in the country
which at times plays with the life of the poor
scavenger needs replaced. A “Union govt’s Social
Audit and Transparency report on Maharashtra
reveals that during 2021 to 2024, “18 workers
died”. --- The scavenging workers were made
to clean sewers and septic tanks without basic
safety kits, ------- several deaths occurred due
to inhalation of toxic gases”. But for the hand
to mouth means of these scavengers, nobody
would offer to do such a dangerous and socially
degradable job of clearing the muck and filth.
Artificial Intelligence enabled machines, powered
robot has beenin use in many European countries
as well in some big cities in India which navigate
and clean sewers, eliminating the need for human
indulgence.

The State governments and the GOl should
extensively make above arrangements as the BJP
in their “Sankalp Patra-2024, included modern
technology like Al and drones to reduce Human-
Wildlife Conflict”.

2. Alin Training and Development: Technology has
been facilitating learning. Al has vast scope of
applications at individual and teacher’s level as
well the class learning.

a. Al powered learning management are
personalised like tailoring the programme based
on individual learning style, skills required and
growth plans for development.Al algorithms
provide analysis of swot and performance data,
Al powered virtual tutoring and feedback to
enhance effectiveness of learning and growth.
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Al can automate many administrative tasks
of the teacher-course scheduling, enrolment
management, reports generation, secretarial
tasks, etc. Teaching materials are electronically
generated, contents enhancing and distribution.
Freeing up time provides additional opportunity
for creative work.

Gamification-Al integrates gamification
techniques into training, making learning for the
class more engaging, interesting and aligned with
the employee development policy.

Al for Talent Acquisition and Recruitment

Automated Screening: Al powered tools such as
Applicant Tracking System (ATS), Resumes screening
and shortlist candidates (based on predefined
criteria), reduce the human bias and time.

Predictive Analytics: Al predicts candidates
successful and cultural fit by analysing data from
various sources within like hiring policy of the
company, interviews and assessment.

Diversity and Inclusion: Al tools are designed to
reduce unconscious bias by using algorithms to
detect/correct the biased job description.

Predictive Retention: Al analyses data to identify
employees at risk of leaving, enabling HR teams
to implement retention strategies proactively.

Performance Management

Continuous feedback: Al Systems facilitate real
time feedback through performance analytics,
reshaping performance review policies to focus
on continuous improvement instead of annual
reviews.

Skill gap analysis: Al identifies gaps in employee
skills, influencing up-skilling and re-skilling
policies to align workforce capabilities with
organisational goals.

Ethics and Privacy

Bias and Fairness: Policies are adapted to ensure
Al system a used in HR are transparent, fair and

free of bias, requiring regular audits and ethical
guidelines.

e Data Privacy: Al’s reliance on employee data
has prompted stricter data privacy and security
policies to protect sensitive information.

6. Workplace Analytics

Data driven decision making-Al tools provide
insightsinto workforce productivity, engagement,
and well-being enabling data-driven HR policies.

7. Hybrid Work Models: Al helps manage remote
and hybrid workforce by monitoring productivity,
facilitating collaboration and addressing work-life
balance concerns.

In above discussion, we find that Al has a significant
role in all major HR areas, promoting fairness,
employee assessment, learning and development,
teacher’s ease and a new thrust-Gaming. Al analytics
stand to policies as proactive, transformational,
improve objectivity in HR processes, make feedback
on policy critiquing, insightful and desirable, enabling
pro employee actions by reducing human and
algorithmic bias, improve humanism and workforce
happiness in the organisation. All these outcomes
once facilitated will impact not only the HR work
processes, but influence other work processes in
the organisation, and pave the way to higher roles
enriching the function and enhance HR activities.
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ABSTRACT

The theme of the IFTDO World Conference, 2024 “Redesigning the Future” is dominating our mind and
thoughts especially Human Resource Development (HRD) of the people. As an integrated tool for the
training, organizational and career development efforts to improve individual, group and company’s
effectiveness, it reflects numerous changes that are taking place in all spheres of life globally. This in
turn affects Training and Development in the Academics, Industry and other inter-related activities. HRD
has, therefore, become the focal point for considering Social Developments, Consumer Behavior, Digital
Transformation, Skilling/Re-skilling, Political and Economic Uncertainty, Impact of COVID 19 and many
more changes happening around the world. While redesigning the future entails many variables, HRD
needs special consideration for sustainability tomorrow. Some of these considerations are Empowering
Human Behavior, Data Science, Artificial Intelligence, Education and Training and especially the role of
Management/Business Schools. Some other issues for sustainability are Empowering Women and Future
Leaders, Training of Trainers and Skill Development Programs. For sustainable future, developing critical
mindset is very significant and it requires numerous parameters such as: Positive Thinking, Responsibility
for Emotions, Inspiration, Purity of Intention, Stress Management, Cultivating Knowledge, Discipline,
Growing in the Face of Problems, and Healthy Mindset. This paper, therefore, focuses and concludes with
issues connected with HRD to provide a happy life and mindset for the success, happiness and fulfillment

of people.

KEYWORDS
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INTRODUCTION Further, it provides employees with greater
opportunity for growth and success within the
organization and for strengthening management and
the professional team at all levels of the organization.
While the main aim of HRD is to improve the
performance of employees, its three main areas of
function include Human Resource Management,
Quality Improvement and Career Development. It
is the key for the management and development of
employees in any organization.

Human Resource Development (HRD) is “the process
of increasing the knowledge, skills and the capacities
of people in a society” (Harbison and Myers, 1964).
It is an integrated use of training, organization, and
career development efforts to improve individual,
group and company’s effectiveness. It develops
the competencies that enable individuals and
organizations to perform current and future jobs
through planned learning activities. It is a framework
for helping employees to develop their skills, However, new ways of working, recruiting, and
knowledge abilities and attitudes which in turn  building loyalty, considering individuality to
improve effectiveness in an organization. strengthen a collective approach and the quest for
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meaning and well-being at work for several years
now, the business world has been undergoing
profound changes that are influencing the
methods used by human resources professionals.
As organizations transform to cope with disruption
in the market place driven by technology and very
different ways of working, Human Resources will also
witness the same. To make an organization successful
and sustainable, HR must play a vital role. Dr. Anita
Chauhan, Former National President, ISTD (IFTDO,
2024) while discussing sustainability suggests that
“Sustainability is the use of natural products and
energy in a way that does not harm the environment;
it is the ability to continue or be continued for a long

”

time”.

In essence, sustainability is a long-term vision. It’s
about making choices today that ensure a healthy
and prosperous future for all.” Going further, Zivile
Stankeviciute and Asta Savaneviciene (MDPI, 2018)
have suggested the characteristics of sustainable
Human Resource Management (covers HRD)
as:“Long-term Orientation, Care of Employees, Care
of Environment, Profitability, Employee Participation
and Social Dialogue, Employee Development, External
Partnership, Flexibility, Compliance Beyond Labour
Regulations, Employee Cooperation, Fairness and
Equality”. The Biggest Sustainability event in India
‘Mint Sustainability Summit, 2024’ with the theme
“Climate Change & the Green Imperative suggests
“Let us create a sustainable world that benefits both
businesses and the planet”.

The IFTD0O-2024 Conference offers a complete
program to identify what work will look like in the
future. The theme “Redesigning the Future” is
currently dominating our thoughts and HRD people
all over the globe. It covers very well Our Future: A
Global Perspective: Learning & Development - The
Future of Training and Development; Managing
Social Developments in Political Instability; Emerging
Technologies, Digital Transformation, Our New
Reality and Diversity and new Leadership Challenges.
However, for maintaining sustainability, every human
being can lead a moral perspective, purposeful yet
much lesser stressful life if one can simply sketch
what is in our control and manage it diligently
through Academics, Industry and Professional Bodies.

Human Resource Development for a Sustainable Tomorrow

Enhanced investments in systems and infrastructure
also lead towards sustainable development.
Considering this as a challenge for sustainable
tomorrow, we need to Redesign the Future which
is currently dominating our mind and thoughts
especially HRD. This paper accordingly focuses on
issues connected with HRD to provide a sustainable
life for the success, happiness and fulfillment of
people.

. SOCIAL DEVELOPMENT

Social development may be defined as a micro-strategy
of planned interventions for improving the well-being
of every individual in society so that they can reach
their full potential. The fact remains that success of
society is linked to the well-being of each and every
citizen. Social development means investing in people.
It is a process through which behaviours, perspectives
and attitudes are learned. Social development in the
context of the theme of the conference and UN Agenda
for sustainability inter alia includes Health-care/Self-
care/ Well-being, Education & Training of people in
various walks of life. It assures quality of life which
includes these parameters including employment,
Gender Equality and Sustainability as the key factor,
both input and output for all walks of life and Human
Resources in general.

d. The Pillars of Health-care/Self-care/Well-being:
Considering Health as the first critical element of
HRD, the various Pillars of Health-care/Self-care/
Well-being include Physical, Mental, Emotional,
Intellectual, Social, Spiritual, Environmental and
Recreational and even Sports. In fact, sports has
occupied prominent place in any society including
schools, colleges, universities and industry
globally to earn their good name, prominence
and medals. Needless to emphasize that these
parameters or elements are extremely important
for productivity improvement in human
resources especially as we enter the stressful life
in the changing environment. One can practice
them in many ways: exercise, eat well, meditate,
seek therapy, and more. Each method fits into
our daily life. A well-balanced routine involves
each of these by avoiding or restricting oneself
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to just one or two pillars. It should be realized
that Spiritual Quotient has come to stay in our
life and has overtaken Intelligence Quotient and
Emotional Quotient. HRD needs to consider
this beyond Yoga and Meditation which are
internationally recognized by the United Nations.

Education of the People: The second very
important part of Social Development is the
Education of the People. Education is no longer
a domestic issue. It is a way of living and leads
to quality school environment and infrastructure
which provides 21 century skills, digital learning
environment, innovative teaching pedagogy, and
continuous curriculum enrichment, and holistic
development, dynamic and qualified team
aiming for excellence. It has become a global
issue in view of the migration of students around
the world (Ahuja, 2017).

We live in an increasingly globalized world.
New technologies have led to the international
integration of national markets. To successfully
compete in the global market place, multinational
and small businesses need employees with
cross-cultural competence and knowledge of
foreign languages. Available statistics show that
over 5 million students are studying abroad
at the moment. Further research shows that
these students have better career and life after
completing their education especially in the Silicon
Valley in the US which overtakes all the countries
in terms of the number of foreign students.
Irrespective of this, the future of education and
training will have to take into consideration: Online
Training opportunities, Learning Technologies and
Platforms as new challenges, competition around
and above all Skills, and Human Capacity Building
for the future.

An initiative taken in India is worth sharing.
Considering the vastness of the country and its
development activities, India has initiated its own
National Education Policy. It is believed that the
British education was not part of Indian ethos and
created a “service class”. The National Education
Policy will open doors to take education out of
narrow thinking towards modernity to meet the

needs of labor market not only in India but all
over the world. Indians working abroad are highly
recognized in terms of their background, hard
work and productivity levels. What a challenge
to the educational system which highlights the
importance of practical experience and fieldwork
challenging researchers to validate their
experience with verified testing and evidence-
based research. At the same time, it opens out
opportunities for the masses to educate and
develop themselves as future citizens of India.
As a part of Social Development, the National
Education Policy will structure the education and
will lead the country out of decades of dilemma.

Political Uncertainty: All over the world especially
the Ukraine War is another factor very closely
related to social and economic development
of countries especially the inflation which
needs rethinking. Runaway inflation is a global
problem and needs global solutions. The political
economy of inflation across advanced economies
is a major topic of concern and discussion.
However, the impact is global in terms of cost of
living, employment, unemployment, education
and training of employees in the companies. The
emerging issue is that it affects the corporate
especially because of COVID thereby forcing
companies to rework their plans. For example,
companies are asking staff to stay at home
again and skip non-essential travel even if the
marketing strategy demands it.

Economic Parameters: Social Development also
includes the life of people from economic point
of view. Three indicators of economic sentiment
in the global economy need special attention
from future HR point of view. These include New
Investment Announcements, Investor Sentiment
in Equity Markets and Consumer Sentiment and
Behavior. While there is a good reason to believe
that inflation might have peaked both in the
domestic as well as global economy and there are
other economic headwinds to reckon with. For
example, there are fears of a global recession and
growing difficulties on the external account front.
While the mandate may be to maintain the balance
between growth and economy, the prevailing



macroeconomic situation means that it will have
to look beyond domestic inflation numbers while
deliberating on the future course of action for
sustainability. HRD has to play a role compatible
with the expectations of people to lead the life of
entertainment, happiness and fulfillment.

Il. EMPOWERING HUMAN BEHAVIOUR

Human behaviour is a very critical and significant
aspect and part of HRD and work place and its
sustainability. Empowerment is based on the idea
that providing employees with the resources,
authority, opportunity, and motivation to do their
work, as well as holding them accountable for their
actions, will make employees happier and more
proficient. In other words, allowing employees to
take leadership of their roles resulting in high impact
and positive long-term effects for the company and its
individuals. A positive and good work behavior of an
individual leads to higher performance, productivity
and great outputs by the team or an individual.
However, it is equally important to recognize work,
appreciate employees for a job well done in today’s
world. It is believed that employee behaviors need
special recognition. These are Adaptability, Honesty
and Integrity, Teamwork, Willingness to Learn and
Improve, Good Work Ethic, Humility, Confidence,
Dependability, Pro-activeness and Communication.

Importance of
Employee Empowerment.

Figure

Afraa Al Busaiy, Omantel, (IFTDO, 2024) believes that
“Today’s workforce is more generationally diverse
than ever before”. The nature of the workforce
itself is in flux, driven largely by demographic
trends. Younger workers bring their own distinct
expectations for development, rewards, and leading-
edge technology to the workplace. Older workers
are retiring, taking their skills, experience, and
organizational knowledge. Training & retraining
will assume far greater importance that it has ever
been in the past as technology disrupts old skills and
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creates new ones. Dr. Abdulla Al Hamed, Managing
Partner, ITERMID/ IDP Global, Bahrain (IFTDO,
2024) while discussing “Shaping the Workforce of
Tomorrow: Leveraging Al and Digital Transformation
in HRD suggests: “Al & Digital Transformation are not
just tools But partners in unlocking Human Capital,
shaping a future where technology compliments
Talent for a Thriving Tomorrow”.

I1l. DIGITAL TRANSFORMATION

The nature of work itself is changing fast. The influx
of Al, robotics, and automation into the workplace
has dramatically accelerated in the last few years,
transforming roles and skills both inside and outside
organizations. Al is also helping preserve China’s
oldest wooden pagoda that has withstood natural
disasters and human calamities for 968 years. Al
is not only being used to preserve the pagoda, but
also to enhance the visitor experience by revealing
its significant architecture, historical and religious
value (Luo Wangshu and Zhu Xingsin Report,
Hindustan Times, 315 July, 2024). All this will need HR
personnel to have greater business knowledge of the
technology shifts impacting skills requirements and
how to match skills with the new kind of work that
is evolving. While HR functions will get automated,
they can take advantage of analytics to have deeper
insight into employee behaviour and use social
platforms to connect with employees.

HR will need to assess social and emotional skills of
individuals, both in recruiting as well as in growing
talent within the organization. Systems and process
of evaluation need to take into consideration skills
or jobs that ‘robots cannot do.” Creativity will be
in high demand and HR needs to identify, hire, and
nurture creativity. However, managing such talent
will bring with it unique challenges as they will not be
motivated by the usual incentives that have worked
so far. These talents will be constantly looking for
exciting work that tests their innovative and creative
skills. HR will need to provide business with insights
that are data-driven and actionable and enable
decisions that drive business results. Technology
is dramatically increasing the flow of data and
information that is available around talent. That
includes internal information about employees, their
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skills and competencies, and external information
about competitor’s employees and the talent
marketplace.

New communications tools are rapidly entering
the workplace. Workers will spend more time on
collaboration platforms in the future and we will see
growth in “work-based social media,” and an increase
in instant messaging. But as these tools migrate
from personal life to the workplace, organizations
must apply their expertise in team management,
goal-setting, and employee development to ensure
that they improve organizational, team, and
individual performance and promote the necessary
collaboration to truly become a social enterprise.
Like the outside world, organizations are becoming
hyper-connected; can they also become hyper-
productive? The Organization of the Future will have
to be environment friendly by design in everything
it does. It must build in its DNA the culture which is
socially good and environmentally sustainable.

Considering that Al needs to be transparent, HRD
indeed needs special attention. Education today is
becoming increasingly digitized, diverse, distributed,
disruptive, data-centric and driven-by-vision. At the
same time, the question related to learning outcome,
effective learning, and inclusivity have become of
paramount importance. The Digital University is
the right answer having the ability to transform the
world of education and make it student centric and
enabler for delivering high quality digital content in
a personalized manner. Effective learning requires a
human connect between the teacher, the students,
and peer-to-peer learning environment. It can
also act as catalyst for active learning by providing
customizable platforms for more effective interactions
of students with their teachers, patients with the
doctor and farmers to improve their productivity.
The question is How Digital Technology is going to
help One World, One Family, and One Future and
serve as a Mentor for Global Transformation.

IV. EDUCATION AND TRAINING

There is an ever-growing need to bridge the widening
skills-gap by introducing a variety of courses with
flexibility built into the entire learning process and

preparing students for the job market. It is important
to understand that learning is a social process and
happens through interactions. A nation’s enduring
future hinges on educationand it must be strengthened
for its overall prosperity. It is a fundamental way to
improve the refinements of citizens and promote their
all-round development, bearing the hope of millions
of families for a better life.

Further,the mostcriticalinputand source forHuman
Resource Development now and in the future is in
the education of students in the academics and
training of employees in the industry. Skill gaps for
various jobsin all spheres are always a live issue and
therefore re-skilling of human resource continues
to be a debate and challenge for the academicians
and managers in the industry. The pressure on
tertiary education is immense with respect to
creating skills. We need education system to create
problem solvers and seekers of latest knowledge.
Let us recognize that excellent education combines
academicrigor, access to world class professors, and
interdisciplinaryinnovation. Another creditable fact
that the Education Technology (Edtech) industry
is taking India to the World, with private sector
playing a key role with the public sector acting as
a facilitator.

India’s education sector saw a boom during the
pandemic. There are certainly some advantages
of Edtech sector over conventional learning that
should be considered. It is time to decide what the
new ‘normal’ looks like to our education sector. (HT
Education: August 17, 2022). Dr. Avinash C. Joshi,
NTPC Chair Professor, Center for Public Policy,
Doon University, Dehradun, Uttarakhand (India) —
(IFTDO 2024) suggests building a new, better and
stronger community through: Personalized and
Blended Learning, Virtual Reality and Augmented,
Data Driven Training, Collaborative Learning and
Diversity Equity and Inclusive Training. This section,
therefore, proposes to discuss all these issues and
challenges and subsequently identify them for
redevelopment and redesigning from the HRD point
of view for their sustainability in the future.

a. Empowering Education: Considering the size
of the country, its global connectivity and



internationalization of students and managers, it
is proposed to make a beginning with India. It is
claimed that the National Education Policy, 2020
of India will restructure the Education Sector.
Not only this, the National Education Policy of
India is being applauded throughout the world.
A very important dimension of the NEP relates to
Teachers. The NEP claims that we need to restore
the high respect and status of the profession to
improvementand motivate ourteachers. We need
to provide opportunities for self-improvement
and continuous professional development. Not
only in school education, but the faculty of our
colleges and universities shall also learn about
the latest technologies available and innovations
and different forms of pedagogies by setting up
world class centers for teacher training.

The opportunity to re-skill and up-skill youth
through Artificial Intelligence, Robotics and
Automation etc., will provide new avenues
of work and thereby traditional jobs to fade
away. We need to prepare students to excel in
three areas; Academics, Competitive/Entrance
Examinations and Life Skills by following the
Experiential Learning Methodology.

Thismeansthat studentslearn by doing,and apply
what they learn in real-life situations. It helps
them understand concepts better, build strong
foundation and makes learning wholesome and
joyful too. Further, students need to be balanced
adults — physically, mentally and emotionally by
giving importance to sports and extracurricular
activities as studies. Developed robustly on the
foundational tenets of Access, Equity, Quality,
Affordability and Accountability, the NEP
2020 policy is in line with the 2030 Agenda for
Sustainable Development that aims to transform
India into a vibrant knowledge society and global
knowledge superpower.

. The Role of Management Schools: Management/
Business Schools play a great role in providing
skilled manpower at the global level given the
migration pattern of students and managers all
over the world especially USA, Canada, Australia
and United Kingdom. The Gulf countries are
the big consumers of qualified manpower
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especially from India. Management/Business
Schools are bridging the talent skill gap while
the demand is immense for the people with the
required expertise and skill-sets and especially
professionals with data analytical skills. Further
the management and business schools offer
global quality educational experiences. Their
curriculum is industry-relevant and focuses on
fostering cutting-edge skills such as data analytics
& artificial intelligence, innovation & design
thinking, marketing analytics, finance technology,
venture capital, merger and acquisitions etc.,
amongst the learners. By undertaking such
executive management programs run by Harvard,
Wharton, Kellogg in the US and IIMs/ISB in India,
the students get an ample opportunity to develop
management/ analytical skills in the diverse
data-driven industries where data analytics has
applications into the entire decision-making
process and followed by extremely lucrative
employment. And, professional organizations like
IFTDO, ISTD, NILERD/IAMR, and SHRM (USA) are
contributing a lot through their training programs
and post graduate diplomas in HRD.

The author himself is the beneficiary of these
programs for his own learning, providing training
to delegates from developing countries and
with the support of international bodies like
UNDP/UNESCO/ILO. Also, we need Business
Schools having New-Age Digital Campus, Global
Experiential Transformational Contextually
Tailored Curriculum, Framework of Pedagogical
Excellence, and Mentoring by the Masters of the
Corporate World, Start-IP Garage, Creating Creative
Careers, Exemplary Placement Opportunities and
Excellent Return on Investment (ROI).

Training for Trainers: There is a strong need
to recognize and encourage Business Schools,
and professional bodies to play a leading role,
continuously organize and promote programs
for training trainers and thereby meet the needs
of 21 century. While reorganization implies
industry-education—training coordination and
collaboration, a critical issue which needs
attention is the “Training of Trainers” to keep
them updated in knowledge and imparting skills
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to students and working managers to beat the
global competition around and thereby meet
the growing demand for professionals in various
fields. We need teachers/trainers who have
passion, integrity, brave, catalyst, hardworking,
dedication, serious, grit, zeal, knowledgeable
and have Commitment to their Profession and
Student/Trainees.

The Indian Society for Training and Development
(ISTD), IFTDO and Society for Human Resource
Management, USA is now playing a very active
role in training the upcoming managers to
manage sustainability in the future. Their
training programs inter-alia include upgrading
woman power, sexual harassment in the industry,
leadership and skill development for the youth,
Train the Trainers and Mental Health.

Designing and Learning Skill Development
Programs: Empowering youth through skill
development programs is the need of the
hour. Updating skills means upgrading future.
Empowering future leaders by skilling: up-skilling
and re-skilling through Customized Learning &
Executive Education Programs: Online and In-
person is another challenge for sustainability
of Human Resources in the future. Learning
and Development programs and initiatives are
a big part of their budget each year. With the
education technology revolution, the top leaders
have an unprecedented opportunity for up-
skilling and re-skilling to keep with the changing
waves of disruption. These programs need to
focus on organizational goals, widening skill gaps,
collaborations and equip them and their staff
will relevant skills, technologies and processes to
thrive in this era of globalization.

Further globalization also needs skills for
everybody to thrive while studying abroad.
Studying abroad is a great experience that adds
to new dimension to one’s life as one gains a wide
range of exposure in Networking, Managerial,
Adaptability, Managerial and Research Skills.
“How to Bridge the Gap in Employable Youth” is
another critical issue for skill development.

Unemployment continues and remains one of
the biggest challenges faced all over the globe

especially in India because of the population
size. The economies and industry all over the
world are looking forward to transform and grow
at a much faster pace. And to accelerate this
growth, businesses are aggressively relying on
new technologies: Artificial Intelligence, Machine
Learning, and Big Data and Analytics. Further,
Universities have a role in preparing graduates
for the workforce since they will continually need
to up skill throughout their career.

The Chancellor, Sanskrit University, India writes,
“Why skill-based learning is necessary”. Skill-
based education plays a vital role in preparing
learners especially the employed for the future
workforce. Let us realize that skill-based learning
is basically consuming knowledge through
hands-on practice. With the changing times
globally, skills have become extremely important
for students and managers migrating all over
the world. Skill-based education provides the
students with an educational platform wherein
the students are exposed to practical work that
helps them build their career and become the
best in it.

The World Health Organization has laid down life
skills to ensure that a child is better prepared to
face the demands and challenges in everyday
life. These could enable students with a strong
foundation for learning skills that are required in
today’s job market. These skills inter-alia include
Problem Solving, Analytical/ Creative/ Critical
Thinking, Good Communication, Interpersonal
Relations, Empathy, Self-Awareness, Assertive-
ness, Resilience, Flexibility and Agility, Motivation
and Self-awareness, Curiosity & Lifelong Learning,
Technological Literacy, Empathy and Active
Listening, Grit/Perseverance, Productivity, Quality
Control and Leadership & Social Influence. The
NEP, 2020 of India envisions inclusive and impartial
quality education and endorses Life-Long Learning
prospects for all by 2030 including the well-
rounded individuals to inculcate in them relevant
215 Century Abilities across the world. Finally,
from a global perspective to quote Professor
Motaz Khorshid, knowledge creation including



intelligent technologies like Al and Business
Analytics have increasing impact on Labor Markets
and job creation skills, an ongoing challenge for
HRD sustainability tomorrow.

Data Science: Various critical issues like the
number game, data/business analytics are
an integral part of decision-making processes
in business management, academic and the
corporate. These are now discussed to appreciate
and understand their role, significance and
need to redesign them as a part and parcel of
human resource development for tomorrow.
The number game is a big issue in the mind of
students, parents, managers and even the author
despite learning, teaching and practicing over
several years. However, overcoming the fear of
numbers and cultivating analytical ability is a
must considering its criticality for decision making
process, business and in daily life. An interrelated
issue is the study of business analytics and
statistics. While statistics is taught right from the
school level and in all the professional courses,
business analytics has overtaken everything
from decision making and analysis point of view
in the academics, industry and international
bodies which produce statistical abstracts at the
global level. In the modern era, Data Analytics
has become very popular among students across
all streams especially in Business Management
covering: Cloud Computing and Cyber city,
Artificial Intelligence and Fintech as New Financial
Future, Big Data and Softwares.

The booming new-age career field in Data
Analytics is expected to play a vital role in the
future of industry, creating significant career
opportunities and improve lifestyles. The
challenges of technology globally especially
in developing countries are enormous and
projected to create more than 11 million jobs by
2026. Today everything and every contribution is
being realized in the form of Business Analytics
for delivering business results by following a
Process Model through Evaluation Planning, Data
Collection and Analysis and Optimizing Results
(Jack Philips, Chairman, ROI Institute, Inc.). And
this is the tool for Decision Making globally and a
big challenge for HRD in the Future.
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V. REDESIGNING HUMAN RESOURCE
DEVELOPMENT FOR A SUSTAINABLE FUTURE

As the world emerges from the pandemic,
economies are adopting new strategies to safeguard
sustainability. Governments are implementing
Environmental, Social and Governance (ESG) policies,
and businesses are changing their business models
to create sustainable value. However, numerous
challenges are ahead of us and how to meet them for
meeting the needs of global economy and industry
with qualified manpower having requisite skills.
We have to consider seriously the key elements of
Human Resource Development. Mohammad Ally
(IFTDO, 2024) has suggested seven ways in which
Al can be used in Human Resources. These include:
Recruitment, Performance Reviews, Employee
Engagement Initiatives, Employee On boarding/
Off boarding Processes, Employee Engagement
Initiatives, Talent Development and Training,
Workforce Planning ad HR Chabot and Virtual
Initiatives.

The well-known fundamental components of HRD
are Individual Development (Personal), Career
Development (Professional) and Organizational
Development. This requires a huge infrastructure
within the universities, industry, professional bodies
and Non-Governmental Organizations to ensure the
availability of future workforce and thereby provide
to humanity with happy life with the right mindset.
These challenges, issues and their action programs
are now presented on the hope that these actions
are taken and implemented in various organizations
and concerned agencies.

a. Empowering Women: As we commemorate
and mark International Women’s Day (IWD) on
March 8, 2024, it offers a significant opportunity
to acknowledge the achievements, strength,
leadership attributes and resilience of women
across the globe. This year, we honor the
indomitable spirit of women who have shattered
barriers, defied stereotypes, and championed
equality in all spheres of life. Whether in
corporate settings, educational institutions,
scientific labs, or legislative bodies and socio-
economic progress, women are leaving a lasting
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impact through their intelligence, creativity and
compassion, especially in India. Further, the
theme for IWD in 2022 was: “Gender Equality
Today for a Sustainable Tomorrow”. The theme
clearly recognizes the contribution of women
and girls around the world, who are leading the
charge on climate change adaptation, mitigation,
and response, to build a more sustainable future
for all.

Their participations and winning Silver and Gold
Medals in Olympics and Commonwealth Games
is highly remarkable and needs support for their
growth. Given all this, the contribution of women
should increase in decision making and taken as
an integral part of HRD as the greatest global
challenges of the 21 century.

Empowering Future Leaders: The evolving
environment is bringing challenges for emerging
and sustainable leadership (Ahuja, 2009) and
thus requires empowering future leaders and
the youth through skill development programs
like with digital technology to enhance human
capability. HR/workforce/People need attention,
Creating Learning Culture, Learning and training
continuous process, Hybrid culture needs
development, Forgiveness, Law of Infinite
Potential, Gratitude, Practice, Focus, Setting
Goals, Selflessness, Perseverance and Positive
Growth Mindset.

The 2022 Gallup survey determining employee
satisfaction across 160 countries found that a
significant number of employees are emotionally
disconnected. Only 21% of the employees
are “Positively Engaged”, meaning they are
enthusiastic about their work and strive sincerely
to make their organization succeed. Effective
Leadership needs practicing and demonstrating
six lessons:

Think Big & Ahead, Be Organized, Team Work,
Be Persistent and Driven by Purpose. The current
environment and long experience of the author
in Academics/Industry suggests that sustainable
leadership requires building values amongst the
employees to support organizational culture
and demands treating students and employees

like customers. And we need to be completely
open to new ideas, creativity and innovation to
sustain the given leadership. Late Dr. Pancholi,
ISTD Member has suggested eleven strategies
for Leadership in challenging times viz., Purpose-
Deeper Level, Inspired Action, Recognition, Sit
below an Apple Tree, Competency Mapping,
Performance Measurement and Competition,
Reprimand, Empathy, Four Ds: Do, Direct, Delegate
and Disappear, Momentum and Movement and
Triple Bottom Line: Profit/People/Planet.

To add onfor “Capacity Building for Organizational
Success” (Samir Atia, IFTDO, 2024), Leadership
needs: Learning, Teaching, Knowledge, Coaching,
Skills, Development and Support. Further, Mark
Nation, IFTDO, 2024 and in his book Made for
Amazing suggests that is this age of paradox,
Bionic Leadership facilitates Building Better,
Faster, and Stronger Organization in Uncertain
Times. However, Leadership needs only “LOVE”.
All these are critical elements of HRD need
serious attention in the Academics for 21
century skills and Industry for Digital Leadership
and Sustainability for Redesigning the Future.

Redesigning Human Resources for Hybrid
Workplace Myths: The way we have adapted
to working during the pandemic has shattered
antiquated assumptions about work design.
Executive leaders now have a unique opportunity
to break from a location-centric model of work
designed around industrial-era constraints,
and to redesign work around a human-centric
model to secure digital-era talent and deliver
business outcomes. Human-centric work design,
characterized by flexibility and empathy, makes
employees feel more empowered, increases their
productivity and engagement. It also enables
organizations to be more responsive to customer
demand, more resilient to disruptions and more
productive. It can also reduce a range of costs —
from real estate and travel to employee attrition.
Gautam (IFTDO, 2024) in his presentation on
“Redesigning Organizations for Hybrid Future:
Some Reflections” highlighted the benefits of
hybrid organization as: Flexibility, Improved
Productivity, Cost Savings, Access to Global



Talent, Business Continuity and Environmental
Sustainability. In short, the human-centric
approach can be a win-win for employees and
organizations, but it requires executives to
commit to leveraging a hybrid workforce strategy.
Billionaire businessman-philanthropist Bill Gates
believes that Three-day work week is possible
with Al without replacing workforce. Thus
redesigning organizations for a Hybrid Future is
the new challenge.

VI. CRITICAL MINDSETS FOR SUSTAINABLE
FUTURE GROWTH

The skills being taught in Business Schools practiced
and expected by the Corporate have already been
discussed and elaborated in details. We need to drift
now to those skills and strategies which are needed
in the new environment to improve productivity,
performance and overall agility of the workforce and
organizations. The most important tool to achieve all
this may be called as Mindset; an essential ingredient
and tool for successful life, professional excellence,
inner joy, happiness, balanced healthy life, workforce
agility, learning and human development. The myth
that material wealth and/or Intelligence Quotient
are essential ingredients for successful life is no
longer the treatment in the ongoing environment.
What we need is the right Mindset to control of
our emotions and develop right attitude towards
ego and pride for our happy life in the academics
and corporate. We need to give up the elements of
poor attitudes: “l or Me”, Anger, Jealousy, Ability to
Forgive, Blaming Others. So, the problem is neither
with the organizational work culture nor the agile
workforce, but with our own attitude to cultivate and
develop Right Critical Mindsets:

Mindset # 1: Positive Thinking: This is the most
powerful mindset for generating positive thinking
and optimistic attitude for leading successful career
in the corporate. This makes us not only effective at
work but enjoy happyinterpersonal relationships with
our colleagues. It also helps significantly in making an
employee a happier person, making improvement in
their performance and improves their physical and
mental health to overcome stress, if any, during
pandemic and working from home. Attitude plays
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a dominant role in the career as evidenced through
Companies Report on American Business, 1983.
The author’s personal experience of working with
diversity in Academics, Corporate, National Research
Institute and International Organizations like the
World Bank and UNDP bears testimony to the fact
that right attitude and positive mindset improves
work performance and successful work life.

Mindset #2: Responsibility for Emotions: All human
beings are full of emotions. Who is responsible for our
emotional behavior: our school, teachers, parents,
grand-parents, or the corporate environment?
The word Responsibility = Response + Ability,
meaning thereby that we are responsible for our
own emotions no matter what the circumstances
be. It is critical that in the corporate world to have
controlled mindset which can be the best friend
rather than enemy to realize our values and goals in
the new environment. For success and happiness,
there is one more responsibility of not cultivating
‘Fault-Finding Nature’ and well-known disease called
“Procrastination”. Finally, we must stop making
excuses. Rather, we should take responsibility for our
own actions, emotions and cultivate positivity for
achieving success in our life and career.

Mindset #3: Inspiration: Beyond Positive Thinking
and Taking Responsibility for our Emotions, we
need inspiration to keep us happy and successful in
academic and corporate life. Inspiration is a resource
which “enriches our thoughts, adds extra edge, brings
quality in our work and helps overcome obstacles”.
Added with Faith, it builds up spirituality and keeps the
motivation of employees and thereby stay inspired.
As an illustration, Japanese entrepreneur, Soichiros
Honda, Founder of the Honda Motor Company, Inc.
is an example for others. The key to the success of
Honda was his sustained inspiration, motivation.
Achieving sustainability in staying inspired and
motivated all the time in academic and corporate life
is a challenge. The role of leadership to create the
fire of enthusiasm and ensure balanced motivation
amongst his/her team members is critical.

Mindset #4: Purity of Intention: The next critical
Mindset called ‘Purity of Intention’ is a great source of
power and energy for the agile workforce during and
after corona virus pandemic. We have all heard about
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Satyam Computers, founded by Ramalinga Raju and
at the forefront of India’s IT revolution for many years.
But just one incident, the scam which shook the entire
corporate world in 2009 and resulting in the collapse
of Satyam Computers. “Thus, Success and Purity of
Intention = Be Good, Do Good and Feel Good.

Mindset #5: Stress Management: In the present
environment, stress has become a big concern
and challenge in the corporate sector. We may
define “Stress as the reaction experienced in
the inner personality when we face the external
environment”. It is natural that stress may develop
when we are attached to a particular outcome and
are worried that things may not turn out as per
our desire. The impurity of intention or our mind
immersed in attachment, desire, greed, pride, and
anxiety coupled with the outcome or results not as
per our desire leads to stress which is commonly
found in the corporate and much more in the ongoing
demanding environment. Beyond this, concern
for profits, interpersonal relations, professional
jealousies, overtaking colleagues, self-glorification
and gratification of the ego and desire to put down
others leads to impurity of intentions with a natural
birth to stress management. Working from home
with overload of work and long working hours, having
no say in the decision-making process and above all
apprehending the risk of job adds to stressful life and
even affecting one’s productivity and efficiency. The
remedy is simple: Just Detach Yourself from Results
or Outcome. The Golden Rule and Formula for Stress
Management is “Doing our Duty to the Best of our
Ability and Not Attached to the Results”.

Mindset #6: Cultivating Knowledge: The mindset
of knowledge, theoretical as well as practical,
is a necessary ingredient for success, growth,
development and achieving the sustainability of the
organization. It must be realized that Knowledge
is an essential component which offers a structure
for estimating and integrating new experiences
and information. We need sufficient knowledge,
understand techniques for its implantation in the
professional life. It is only the people with the Right
Mindset who are keen in gathering knowledge
from all possible sources and move rapidly in their
career and life. Fortunately, we are today in the

age of knowledge, where information is available in
every walk of life. All that we need is the expertise
and capability to use this emerging knowledge like
Hotmail created by an immigrant in U.S.A. — Sudhir
Bhatia — turned into a millionaire over-night.no time.

Mindset #7: Discipline. Let us realize that mindset
of knowledge alone is not sufficient. It is said that
good ideas are dime a dozen, but they are not worth
a broken nickel unless implemented. We may have
the knowledge of many libraries in our head, but it
is of no use, if not implemented. Self-control/ self-
discipline is the most critical virtue that determines
the quality of our life. Discipline bridges the gap
between knowledge & practice and inspiration &
achievement. Those endowed with the virtue of
self-discipline are very focused in their work and do
not get distracted by any kind of fleeting pleasures
around. Thus, self-disciple which is most important
quality is also the most challenged one in the present
circumstances. The biggest challenge for HRD is to
cultivate self-control and discipline in humanity.

Mindset # 8: Growing in the Face of Problems:
Developing Right Attitude in the Face of Problems.
Problems are ubiquitous and having a strategy for
handling problems is key to achieve success. Some
have learnt to look on problems as opportunities
to rise in life, while others with defective attitudes
breakdown in the face of hardships. Secondly
anticipate problem. It is said that the blow that
knocks you out is the one you are not anticipating.
By anticipating problems, we can prepare ourselves
in advance. Anticipating doesn’t mean worrying. All
that we need is to anticipate and expect problems
with a positive attitude.

Mindset # 9: Healthy Mindset: Emotional Pillar is the
key to building Mental Health which requires healthy
mindset. Working from home, studying online, loss
of jobs etc. has added this factor in our life. Mental
Health also includes our psychological and social
well-being. It affects how we think, feel, and act. It
also helps to determine how we handle stress, relate
to others, keep good relationships, make healthy
choices, learning new skills and paying attention to
the present moment. There are multiple causes of
mental health problems including social isolation
and loneliness. Some methods to deal with mental



health include getting close to nature, being careful
with drugs/alcohol, managing financial matters, and
getting good sleep. It is a big challenge to sustainable
HRD to ensure healthy mind, body and soul.

CONCLUSION

To conclude, considering the changing environment
and human behavior, it seems inevitable to drift
away from some conventional thinking. We need
to consider remote working, global and gender
diversity, digital entrepreneurship, increase in age
or span of life as new realities and challenges for
sustainability. All the issues have their relative
importance, place and significance in managing the
Academics and the Corporate. However, the nine
mindsets discussed in details will help us to achieve
true happiness, success, and genuine fulfillment. We
need to take into consideration the Golden Rules for
Living Our Best Life: Physical, Professional, Financial,
Emotional and Spiritual. Two purveyors of science
in the age of Artificial Intelligence are critical: “The
Heart-Mind of Human Experience must Ignite our
Human Intelligence and make IT more than Human”.
We need inner peace through right mindset, one
kind of social consciousness harmony and awakening
through spirituality.

Hence, the change of mindsets is the emerging
answer and a great challenge for global human
resource development for a sustainable tomorrow.
For a sustainable tomorrow, take good care of
yourself, and the world can wait, as suggested by Dr.
Monika Chugh in her recent book “Quote Café — The
Silent Soul: Thoughts in a Cup”.

Finally, Buddha said: “What you think, you become.
What you feel, you attract. What you image, you
create.

*The paper was presented at the IFTDO World
Conference, Egypt, 2024 as Keynote Speaker. It is
based on author’s long global experience as Fellow
(ISTD), Senior Advisor (HRD), UNDP/World Bank,
Chief (HR & Training), IAMR/NILERD, and Professor/
Dean/Director, Business Schools, India, Thailand
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& U.S.A. Learnings from newspapers and other
references have been used to support the various
ideas contained in the paper. Finally, the concept
of “Critical Mindsets” has been described as the
key to redesigning the Future through HRD for
Sustainability and based on the spiritual thoughts
of Swami Mukudananda, Alumnus lIT, Delhi & 1IM,
Calcutta, and Founder, JK Yog, U.S.A.

** This paper includes research and thought

leadership from Sumeet Ahuja, Founder and CEO of
Evoque Impact, a product, technology and innovation
consulting firm based in San Francisco, California,
U.S.A.

The help given by Harleen Kaur, Data Science Manager,
Toronto Dominion (TD) Bank, Toronto, Canada; Alka
Chopra, Registered Dietician & Therapeutic Art
Educator, Canada and Sameera Narang, Director,
Lactalis, Canada in editing this paper is gratefully
acknowledged.
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Impact of Covid-19 on Knowledge Management
Practices in Banks: An Exploratory Study

Lakshmi Prasad Padhy*

ABSTRACT

Knowledge is the key resource for every business organization in today’s competitive and dynamic era.
Knowledge Management (KM) enhances the potentiality of employees towards their performance. This
Study is undertaken to examine the Impact of COVID-19 on KM Practices in Banks in India. A sample
of 390 employees from both public and private sector banks in India has been approached to collect
data using a structured questionnaire. This study is a component of conclusive research, which the
researcher does following the conclusion of exploratory research. The researcher has chosen this strategy
to fulfil the study objectives using statistical tools and techniques. This study used both descriptive as
well as inferential statistical tools to analyse the data. Factor analysis is performed to discover the set of
variables that are important to this investigation. Subsequently, frequency table is used to analyse the
descriptive data which are categorical and the t-test is used to analyse the hypotheses. SPSS 25 is used
for data tabulation, cleaning, and analysis purposes. The present study applies a t-test to understand
whether there exists any significant difference of opinion among the employees working in both public
and private sector banks.
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Knowledge Management; Employee Performance;, Organizational Performance;, COVID-19; Product
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INTRODUCTION moving towards technology-intensive customer
services. Digital banking has become more popularin
the post COVID-19 and continues to gain momentum

day by day.

Banks are the lifeline of every nation and act as the
backbone of every business. The banking sector
continues to contribute to the growth and financial

stability of the economy. Banking and financial
services sector is considered as knowledge-intensive
and hence this segment of the market is the
fundamental driver of innovation. In order to sustain
competitiveness, they need to create a congenial
environment to share information more transparently
with the support of culture prevailing in banks and
technology to facilitate. The current decade calls for
right blend of creativity, knowledge, leadership and
scholarly capability to bring about more innovation
in the operations and work environment. Both the
Public Sector Banks and Private Sector Banks are

The banks are continuously implementing Knowledge
Management Systems to energize their strategies
and enhance their performance (Zack, McKeen &
Singh, 2009). To live up to the expectations of the
customers, banks constantly endeavour to innovate
their products and services, re-engineer new business
models and upgrade the delivery channels which
would enhance the customer satisfaction level and
increase business growth. Banks have started realizing
the fact that knowledge positively influences growth,
development, and performance (Cebi, Aydin & Gozlu,
2010). These researchers have further argued that

*Former Senior Banker (Top Bank Executive), Visiting Professor and Analyst. E-mail: lppadhy10@gmail.com
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implementation of knowledge management brings in
various inter-connected advantages such as process
improvements, service standards, performance of
employees and market/business synergy leading to
excellence in organizational performance in banks.

The COVID-19 pandemic has disrupted economies
worldwide, creating significant challenges for the
banking sector, particularly in India. As the pandemic
unfolded, Indian banks were compelled to swiftly
adapt to an evolving landscape marked by lockdowns,
social distancing, and an abrupt shift to remote work.
These changes underscored the critical importance
of effective knowledge management (KM) practices,
which are essential for maintaining operational
continuity, ensuring regulatory compliance, meeting
the needs of customers in times of crisis and
sustaining competitive advantage.

Knowledge management in banking encompasses
the systematic handling of information and resources
to enhance decision-making, streamline processes,
and foster innovation. Prior to the pandemic, many
banks in India had already embarked on digital
transformation journeys, albeit at a slower pace.
However, the onset of COVID-19 accelerated this
transition, forcing banks to rapidly implement and
refine KM practices to cope with new realities.

Concept of KM

Knowledge Management is a dynamic, organic and
evolving concept. KM is the process to capture,
create, manage, disseminate, store and apply
knowledge across organization. The collective
knowledge which resides in the minds of customers,
suppliers and employees is a very crucial resource for
achieving growth of an organization. Nonaka (1991)
and Tiwana (2008) define Knowledge Management
(KM) as a recognized approach of the management
across the corporate sector that has been successfully
practiced by systematically creating, acquiring,
disseminating, storing, and applying the vast array of
knowledge existing in the organization in a prudent
and best possible manner. A vibrant and supportive
organizational culture, effective leadership structure,
superior technological architecture, professional
evaluation and well-organized assessment system
would promote effective KM processes in the

banks which would have positive impact on the
performance of the employees and bank as a whole.

Knowledge Management Practices and Present
Policy Framework in Banking Sector in India

With the introduction of liberalization, privatization,
and globalization (LPG) processes in the banking
sector, there is a compelling need to manage
knowledge both explicit and tacit to stay ahead in
the competition. Therefore, banks have initiated
automation ofinformation systemsand reengineering
of the systems to facilitate easy retrieval and
accessibility of information. This calls for the
management of knowledge resources by developing
efficient policies and robust procedures. Developing
a culture of knowledge dissemination across the bank
will not only preserve newly acquired and shared
knowledge for future use but also help retain the
existing customer base and attract new customers.
Banks need to develop effective KM practices to live
up to the rising expectations of customers, enhancing
the knowledge, skill, and attitude of employees for
efficient employee performance, and job satisfaction
increasing organizational performance.

With the rising competition between public sector
banks and private sector banks, there is an emerging
need for the institutionalization of various effective
KM practices, procedures, systems, and policies which
facilitate in building a vibrant learning environment
and preserving intellectual and knowledge assets.
These will, in turn, enhance employee performance,
increase organizational performance, improve
customer service orientation and develop overall
strategic planning and performance. In the backdrop
of competition, banks are witnessing both willingness
and hesitancy on the part of the employees
concerning the adoption of knowledge management
practices. A system of rewards and incentives should
be instituted to motivate employees to contribute
toward KM practices.

Research Objectives

e To study the Effect of -COVID-19 on KM Practices
in Selected Public Sector and Private Sector Banks.

e To suggest measures/policy implications based
on the findings of the study.
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Scope of the Study

The current study examines both public and private
sector banks in Odisha. State Bank of India, Punjab
National Bank, Bank of Baroda, Canara Bank, and
Union Bank of India are among the Public Sector
Banks that have been chosen. ICICI Bank, HDFC Bank,
Axis Bank, Kotak Mahindra Bank, and Yes Bank are
the Private Sector Banks under the present study. The
Study covers the effect of COVID-19 on KM Practices
in Selected Public Sector and Private Sector Banks.
The Study considers Bank Employees who have more
than three years of experience.

REVIEW OF LITERATURE

This study will be a comparative study between Public
and Private Sector Banks to examine the impact
of COVID-19 on KM practices in Banks. Therefore,
Literature review has been conducted in respect of
the effect of COVID-19 on KM in Banking.

Investment banks across the globe administered
employee life cycle and improved employees’
knowledge base during COVID-19. The influence of
COVID-19 on productivity and teamwork has also
been acknowledged (Prajapati & Pandey, 2020).
COVID situation has prompted banks to reiterate and
reinforce their emphasis on important factors such
as the adoption of new technology, strengthening
the channels of digitization, compliance, policy
issues and cyber security initiatives, etc. (Thakor,
2020). Various types of employee engagement
activities, such as virtual learning and development,
online family engagement practices, webinars with
industry experts, online team building activities,
team meet-ups over video conference for lunch,
virtual challenges and competitions, online conduct
of weekly alignment sessions, and short online
game sessions, are being used by organizations in
this COVID-19 situation which are very helpful in
learning and developing new skills by the employees
(Chanana, 2020). Banks need to do a lot more in
implementing the Smart Branch concept which is
based on the three fundamental technologies like
Seamless Integration of Cutting-edge technology,
Personnel Up-skilling, and Re-skilling and Digital
Technology and Advanced Analytics, etc. (Dixit,

Bhadkamkar & Parkhi, 2020).The implementation
of Bl solutions in the organization would address
the issues of collaboration, skilling, motivation and
communication, etc (Tripathi & Bagga, 2020).

There has been surge in use of digital technologies
and some of the long-term implications relate to
education, privacy, security, and governance in
the context of changes to human interaction and
working practices (Richter, 2020).0rganizations
started utilizing an inside-out approach to KM after
the COVID-19 crisis began. Shift in KM processes
from manual to computer-based and shift in
spending from conventional to e-KM activities have
been observed (Thumiki & Jurcic, 2021). Changes
made to KM practices have a positive impaction
employee engagement, job-related skills, and overall
organizational performance. It has been observed
that COVID-19 has a significant and positive impact
on organizational performance and knowledge
sharing practices (Khan et al., 2020). It has been
revealed that COVID-19 has positive influence on
KM practices in the organizations (Ltifi et al., 2022).
The Indian banking system has shown resilience
to the shock of the global health pandemic and
improvements in efficiency (Gulati et al.,, 2023).
The importance of leader-member exchange (LMX)
in facilitating knowledge application during the
pandemic has been highlighted. Strong relationships
between leaders and team members enhance trust
and collaboration, critical for effective knowledge
sharing in turbulent times (Ishak et al., 2023).

The pandemic positively influenced employees’
knowledge-sharing behaviours, despite the shift to
remote work. Variations in knowledge sharing across
different pandemic phases and the role of familiarity
among remote workers have been noticed (Pradhan,
Bashir & Singh, 2023). Online knowledge sharing
platforms have supported creativity and innovation
in remote work settings. It underscores the positive
impact of these platforms on organizational innovation
climates during the pandemic.The pandemic has
altered work structures in the banking sector,
affecting employee engagement and ergonomics. It
highlights the shift to hybrid workforces and the need
for updated engagement programs and ergonomic
practices (Kulkarni et al., 2022).
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RESEARCH METHOD
Exploratory Research

It is critical to identify the sort of study that will be
used in this research from the start. To begin, both
exploratory and quantitative research is required for
a study based on primary data. Exploratory research
is a method that can be used when the research
issue is not well stated. When the research variables
are identified by a literature review and a pilot study,
exploratory research is acceptable. Both techniques
are used in this study to identify both research
variables and research issues. It is crucial to highlight
that the study of variables selected via this method
will need to be significantly modified when socio-
economic and geographic characteristics change. As
a result, direct imposition of the research variables in
the current study area may not be appropriate. Hence,
the factors discovered through the assessment of
literature and pilot study are presented.

Quantitative Research

This study is a component of conclusive research,
which the researcher does following the conclusion
of exploratory research. The researcher chose this
strategy to fulfil the study objectives using statistical
toolsandtechniques. The above-mentioned concerns
will be addressed in the research. The present study
applies a t-test to understand whether there exists
any significant difference of opinion among the
employees working in banks of both the sector-
public and private.

Type of Data

This research employs both primary and secondary
data. Primary data are those, collected directly
from the intended respondents, whereas secondary
data are those that have previously been published
by a reputable source. Primary data were used to
collect information using a structured questionnaire.
Respondents were requested to submit information
on study variables, which were then collected and
analysed using appropriate statistical methods.
It is crucial to remember that primary data is only
gathered for a specific study topic, thus care should
be given to getting data that is representative of the

said community. As a result, it is critical to identify the
target respondents as well as the procedure through
which the researcher will gather the necessary
information.

Target Respondents

It is important to identify the target respondents that
are representative of the target population. In this
study, the objectives are to understand the opinion
of the bank employees working in two different
sectors, viz. public and private. But, as the research
objective is related to KM and its various dimensions
in the banking sector, it is decided to take only those
employees who are having at least 3 years of working
experience in the said banks. The 3 years of working
experience, will provide enough exposure to these
employees so that they can understand the relevance
of the research area. The target respondents are
identified from the five public sector banks and five
private sector banks.

Sampling Technique

A total of 390 responses are collected from these
banks, out of these 212 responses are received
from public sector banks and 178 responses are
received from private sector banks. In this study, the
researcher initially applied a convenience sampling
technique to identify the study units. Once, the
study units are identified, the researcher applied
simple random sampling to collect the information
from them. While selecting the sample elements at
the time of data collection, the effort was made to
consider only those employees who have been with
banks for more than 3 years.

Pilot Study

With the aid of replies from the target respondents,
pilot research is done before the final conduct of the
major survey. A draft questionnaire is used to perform
the pilot research. The major purpose of the pilot
research is to establish the questionnaire’s reliability
and validity by utilizing parameters derived from a
literature review and exploratory investigations. As
a consequence, if a questionnaire requires change,
it may be adopted following a thorough review of
the pilot study results. Because the pilot study relies
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on a small sample of respondents who are typical
of the community, the researcher chooses a small
group of 59 respondents from two sectors to ensure
appropriate representation. The pilot study is divided
into two parts, viz. reliability study and validity study.
The process starts with a reliability study. The study
has been conducted with the help of some initial
variables. If the variables are reliable, then they
could be used as a variable in the final questionnaire.

Reliability Study

The internal consistency of the variables is measured
by reliability. Although there are other ways for
measuring internal reliability, the researcher chose
to employ Cronbach’s alpha in this situation. Internal
consistency may be determined if the alpha value is
greater than 0.70.

Table 1: Cronbach Alpha
Reliability Statistics

Cronbach’s Alpha

.813 30

N of Items

The result shows that the alpha value is 0.813 which
is significantly higher than the threshold limit of 0.70.
Based on this, it can be concluded that the variables
are internally consistent and hence can be used for
further analysis (Table 1).

Validity Study

Itis required to establish whether the data is useful to
evaluate the variables’ validity. In research, we often
use the factor analysis approach to discover factors
that are important to the current topic. However, to
determine whether factor analysis is practicable, the
researcher needs to do the KMO and Bartlett’s test
(Table 2). The KMO test assesses if the sample size
is large enough to do factor analysis. If the value of
KMO is more than 0.70, then the sample respondents
have been identified for the research.

Table 2: KMO Bartlett’s Test

KMO and Bartlett’s Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 746
Bartlett’s Test of Sphericity Approx. Chi-Square 1353.013
Df 435

Sig. .000

The sample size is adequate to do the factor analysis
because the KMO value is 0.746, which is greater than
the permitted limit. The finding is further validated
by Bartlett’s sphericity test, which is significant.
The discussion on factor analysis is conducted
subsequently to identify the right variables for this
research.

List of Variables

Variable 1: COVID-19 creates a new opportunity to
learn the technology-based applications.

Variable 2: Interaction with the customers becomes
difficult during the pandemic.

Variable 3: Product innovation becomes important
to remain viable during the post-pandemic market
environment.

Variable 4: COVID-19 affects service delivery.

Variable 5: Online learning modules helped to
establish a new way of communication with the
customers.

Variable 6: Lack of training in an online mode often
affects effective service delivery.

Variable 7: New service needs an effective training
mechanism to equip the service providers.

Impact of COVID-19

v Knowledge Management
Practices

— e

il T

g - .
> -

- _ 3 ~——

Figure 1: Conceptual Model on COVID-19’s Influence on
KM Practices

The author’s aggregation is based on review of
literature and a subsequent pilot study. The pandemic
and lockdown have their effect on every sector of the
economy. Like any other sector, the banking sector is
affected because of this pandemic in various ways. As
a result, the current research attempted to pinpoint
the elements that have had a favorable or bad
influence on KM strategies. To this aspect, the scholar
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mainly worked on the existing body of literature and
identified the variables. Content validity and expert
opinion are used to further process these factors. As
the scholar identified a limited number of variables
due to the newness of the impact, the expert opinion
is considered to be suitable to retain all 7 variables.
Thus finally, all 7 variables are considered for the
development of hypotheses.

Development of Hypotheses to Judge the Effect of
COVID-19 on Knowledge Management Activities

Hla: Opinion matches among the employees
from banks of both sectors that COVID-19 creates
new opportunities to learn the technology-based
applications.

H1b: Opinion does not match among the employees
from banks of both sectors that COVID-19 creates
new opportunities to learn the technology-based
applications.

H2a: Opinion matches among the employees from
banks of both sectors that interaction with the
customers becomes difficult during the pandemic.

H2b: Opinion does not match among the employees
from banks of both sectors that interaction with the
customers becomes difficult during the pandemic.

H3a: Opinion matches among the employees from
banks of both sectors that product innovation
becomes important to remain viable during the post-
pandemic market environment.

H3b: Opinion does not match among the employees
from banks of both sectors that product innovation
becomes important to remain viable during the post-
pandemic market environment.

H4a: Opinion matches among the employees from
banks of both sectors that COVID-19 affects the
service delivery.

H4b: Opinion does not match among the employees
from banks of both sectors that COVID-19 affects the
service delivery.

H5a: Opinion matches among the employees from
banks of both sectorsthatthe online learning modules
helped to establish a new way of communication
with the customers.

H5b: Opinion does not match among the employees
from banks of both sectors that online learning
modules helped to establish a new way of
communication with the customers.

H6a: Opinion matches among the employees from
banks of both sectors that lack of training in an online
mode often affects the effective service delivery.

H6b: Opinion does not match among the employees
from banks of both sectors that lack of training in
an online mode often affects the effective service
delivery.

H7a: Opinion matches among the employees from
banks of both sectors that new service needs effective
training mechanism to equip the service providers.

H7b: Opinion does not match among the employees
from banks of both sectors that new service needs
effective training mechanism to equip the service
providers.

Application of Statistical Tools

This study used both descriptive as well as inferential
statistical tools to analyse the data. Factor analysis
is performed to discover the set of variables that
are important to this investigation. Subsequently,
frequency table is used to analyse the descriptive
data which are categorical and the t-test is used to
analyse the hypotheses developed during the study.
SPSS 25 is used for data tabulation, cleaning, and
analysis purposes.

RESULTS AND DISCUSSION
Hypothesis 1

Hla: Opinion matches among the employees
from banks of both sectors that COVID-19 creates
new opportunities to learn the technology-based
applications.

H1b: Opinion does not match among the employees
from banks of both sectors that COVID-19 creates
new opportunities to learn the technology-based
applications.

Table 3a: Group Statistics Related to Hypothesis 1

Organization N Mean Standard Deviation
Public sector Bank 212 3.83 .901
Private Sector Bank 178 4.19 779
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Table 3b: T Statistics Related to Hypothesis 1

Statement t-test for Equality of
Levene’s Test for Equality of Variances Means
Statement F Sig. t Sig (2-tailed)
Equal Variances Assumed .626 429 | -4.133 .000
Equal Variances not Assumed -4.185 .000

Source: Survey Data

Observation: Both Tables 3a and 3b show the
results associated with hypothesis 1. To judge the
hypothesis, one should check the Table 3b first. Here,
Levene’s test result shows the result is insignificant
as significant value is more than a 5% level of
significance. Hence, to test hypothesis 1, one should
look at the first row where equal variance assumed is
located. As the t-significant value is less than the 5%
level of significance, the null hypothesis is rejected
and this shows opinion does not match among the
employees of public and private sector banks that
COVID-19 creates new opportunities to learn the
technology-based application.

Hypothesis 2 (Table 4a)

H2a: Opinion matches among the employees from
banks of both sectors that interaction with the
customers becomes difficult during the pandemic.

H2b: Opinion does not match among the employees
from banks of both sectors that interaction with the
customers becomes difficult during the pandemic.

Table 4a: Group Statistics Related to Hypothesis 2

Organization N Mean Standard Deviation
Public sector Bank 212 414 .782
Private Sector Bank 178 411 .950

Table 4b: t-Statistics Related to Hypothesis 2

Statement t-test for Equality of
Levene’s Test for Equality of Variances Means
Statement F Sig. t Sig (2-tailed)
Equal Variances Assumed 5.712 | .017 279 .781
Equal Variances not Assumed 274 .784

Source: Survey Data

Observation: Both Tables 4a and 4b show the
results associated with hypothesis 2. To judge the
hypothesis, one should check the Table 4b first. Here,
Levene’s test result shows the result is significant

as a significant value is less than a 5% level of
significance. Hence, to test hypothesis 2, one should
look at the second row where equal variance not
assumed is located. As the t-significant value is more
than a 5% level of significance, the null hypothesis
is accepted and this shows opinion matches among
the employees of public and private sector banks
that interaction with the customers becomes difficult
during the pandemic.

Hypothesis 3

H3a: Opinion matches among the employees from
banks of both sectors that product innovation
becomes important to remain viable during the post-
pandemic market environment.

H3b: Opinion does not match among the employees
from banks of both sectors that product innovation
becomes important to remain viable during the post-
pandemic market environment.

Table 5a: Group Statistics Related to Hypothesis 3

Organization N Mean Standard Deviation
Public sector Bank 212 413 .853
Private Sector Bank 178 4.21 .950

Table 5b: t-Statistics Related to Hypothesis 3

Statement t-test for Equality of
Levene’s Test for Equality of Variances Means
Statement F Sig. t Sig (2-tailed)
Equal Variances Assumed 6.207 | .013 | -.943 .346
Equal Variances are not Assumed -.934 351

Source: Survey Data

Observation: Both Tables 5a and 5b show the
results associated with hypothesis 3. To judge the
hypothesis, one should check the Table 5b first. Here,
Levene’s test result shows the result is significant
as a significant value is less than a 5% level of
significance. Hence, to test hypothesis 3, one should
look at the second row where equal variance not
assumed is located. As the t significant value is more
than a 5% level of significance, the null hypothesis
is accepted and this shows opinion matches among
the employees of public and private sector banks
that product innovation becomes important to
remain viable during the post-pandemic market
environment.
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Hypothesis 4

H4a: Opinion matches among the employees from
banks of both sectors that COVID-19 affects the
service delivery.

H4b: Opinion does not match among the employees
from banks of both sectors that COVID-19 affects the
service delivery.

Table 6a: Group Statistics Related to Hypothesis 4

Organization N Mean Standard Deviation
Public sector Bank 212 411 .850
Private Sector Bank 178 4.20 .975

Table 6b: t-Statistics Related to Hypothesis 4

Statement t-test for Equality of
Levene’s Test for Equality of Variances Means
Statement F Sig. t Sig (2-tailed)
Equal Variances Assumed 8.090 | .005 | -.954 .341
Equal Variances are not Assumed -.942 .347

Source: Survey Data

Observation: Both Tables 6a and 6b show the
results associated with hypothesis 4. To judge the
hypothesis, one should check the Table 6b first. Here,
Levene’s test result shows the result is significant
as a significant value is less than a 5% level of
significance. Hence, to test hypothesis 4, one should
look at the second row where equal variance not
assumed is located. As the t-significant value is more
than a 5% level of significance, the null hypothesis is
accepted and this shows opinion matches among the
employees of public and private sector banks that
COVID-19 affects service delivery.

Hypothesis 5 (Tables 7a and 7b)

H5a: Opinion matches among the employees from
banks of both sectorsthatthe online learning modules
helped to establish a new way of communication
with the customers.

H5b: Opinion does not match among the employees
from banks of both sectors that online learning
modules helped to establish a new way of
communication with the customers.

Table 7a: Group Statistics Related to Hypothesis 5

Organization N Mean Standard Deviation
Public sector Bank 212 4.04 .784
Private Sector Bank 178 4.16 .875

Table 7b: t-Statistics Related to Hypothesis 5

Statement t-test for Equality of
Levene’s Test for Equality of Variances Means
Statement F Sig. t Sig (2-tailed)
Equal Variances Assumed 8.976 | .003 | -1.422 .156
Equal Variances are not Assumed -1.409 .160

Source: Survey Data

Observation: Both Tables 7a and 7b show the
results associated with hypothesis 5. To judge the
hypothesis, one should check the Table 7b first. Here,
Levene’s test result shows the result is significant
as a significant value is less than a 5% level of
significance. Hence, to test hypothesis 5, one should
look at the second row where equal variance not
assumed is located. As the t significant value is more
than a 5% level of significance, the null hypothesis is
accepted and this shows opinion matches among the
employees of public and private sector banks that
online learning modules helped to establish a new
way of communication with the customers.

Hypothesis 6 (Tables 8a and 8b)

H6a: Opinion matches among the employees from
banks of both sectors that lack of training in an online
mode often affects the effective service delivery.

H6b: Opinion does not match among the employees
from banks of both sectors that lack of training in
an online mode often affects the effective service
delivery.

Table 8a: Group Statistics Related to Hypothesis 6

Organization N Mean Standard Deviation
Public sector Bank 212 3.68 .953
Private Sector Bank 178 3.70 .950

Table 8b: t-Statistics Related to Hypothesis 6

Statement t-test for Equality of
Levene’s Test for Equality of Variances Means
Statement F Sig. t Sig (2-tailed)
Equal Variances Assumed .043 .836 | -.131 .896
Equal Variances not Assumed -.131 .896

Source: Survey Data

Observation: Both Tables 8a and 8b show the
results associated with hypothesis 6. To judge the
hypothesis, one should check the Table 8b first. Here,
Levene’s test result shows the result is insignificant
as a significant value is more than a 5% level of
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significance. Hence, to test hypothesis 6, one should
look at the first row where equal variance assumed
is located. As the t significant value is more than
a 5% level of significance, the null hypothesis is
accepted and this shows opinion matches among the
employees of public and private sector banks that
lack of training in an online mode often affects the
effective service delivery.

Hypothesis 7 (Tables 9a and 9b)

H7a: Opinion matches among the employees from
banks of both sectors that new service needs effective
training mechanism to equip the service providers.

H7b: Opinion does not match among the employees
from banks of both sectors that new service needs
effective training mechanism to equip the service
providers.

Table 9a: Group Statistics Related to Hypothesis 7

Organization N Mean Standard Deviation
Public sector Bank 212 3.50 .981
Private Sector Bank 178 3.77 1.018

Table 9b: t-Statistics Related to Hypothesis 7

Statement t-test for Equality of
Levene’s Test for Equality of Variances Means
Statement F Sig. t Sig (2-tailed)
Equal Variances Assumed 112 .738 | -2.658 .008
Equal Variances not Assumed -2.649 .008

Source: Survey Data

Observation: Both Tables 9a and 9b show the
results associated with hypothesis 7. To judge the
hypothesis, one should check the 9b table first. Here,
Levene’s test result shows the result is insignificant
as a significant value is more than a 5% level of
significance. Hence, to test hypothesis 7, one should
look at the first row where equal variance assumed is
located. As the t-significant value is less than the 5%
level of significance, the null hypothesis is rejected
and this shows opinion does not match among the
employees of public and private sector banks that
new service needs effective training mechanism to
equip the service providers.

Tables 3a and 3b show respondents’ opinions about
Hypothesis 1. As the t-significant value is less than
the 5% level of significance, the null hypothesis is

rejected and this shows opinion does not match
among both the banking sector employees that
COVID-19 creates newopportunities to learn the
technology-based applications. Table 3a shows that
a significant difference of opinion exists among
the respondents. The mean value shows that the
respondents from private sector banks are more in
favour of the statement.

Tables 4a and 4b show respondents’ opinions about
Hypothesis 2. As the t-significant value is more
than a 5% level of significance, the null hypothesis
is accepted and this shows opinion matches among
both the banking sector employees that interaction
with the customers becomes difficult during the
pandemic. Table 4a shows that no significant
difference of opinion exists among the respondents.
The mean value also shows the same.

Tables 5a and 5b show respondents’ opinions about
Hypothesis 3. As the t significant value is more than a
5% level of significance, the null hypothesisisaccepted
and this shows opinion matches among both the
banking sector employees that product innovation
becomes important to remain viable during the post-
pandemic market environment. Table5a shows that
no significant difference of opinion exists among the
respondents. The mean value also shows the same.

Tables 6a and 6b show respondents’ opinions about
Hypothesis 4. As the t-significant value is more
than a 5% level of significance, the null hypothesis
is accepted and this shows opinion matches among
both the banking sector employees that COVID-19
affects service delivery. Table 6a shows that no
significant difference of opinion exists among the
respondents. The mean value also shows the same.

Tables 7a and 7b show respondents’ opinions about
Hypothesis 5. As the t significant value is more than
a 5% level of significance, the null hypothesis is
accepted and this shows opinion matches among
both the banking sector employees that online
learning modules helped to establish a new way of
communication with the customers. Table 7a shows
that no significant difference of opinion exists among
the respondents. The mean value also shows the
same.
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Tables 8a and 8b show respondents’ opinions about
Hypothesis 6. As the t significant value is more than
a 5% level of significance, the null hypothesis is
accepted and this shows opinion matches among
both the banking sector employees that lack of
training in an online mode often affects the effective
service delivery. Table 8a shows that no significant
difference of opinion exists among the respondents.
The mean value also shows the same.

Tables 9a and 9b show respondents’ opinions about
Hypothesis 7. As the t-significant value is less than
the 5% level of significance, the null hypothesis is
rejected and this shows opinion does not match
among both the banking sector employees that the
new service needs an effective training mechanism
to equip the service provider. Table 9a shows that
a significant difference of opinion exists among
the respondents. The mean value shows that the
respondents from private sector banks are more in
favour of the statement.

In the case of results relating to the impact of
COVID-19 on KM practices, out of seven hypotheses,
five null hypotheses are accepted and two alternative
hypotheses are accepted. In respect of these five
hypotheses, there is a similarity of opinion among
employees of both the banking sectors- public as
well as private. In the case of two hypotheses which
state that COVID-19 creates new opportunities
to learn technology-based applications and new
services needs effective training mechanism to equip
the service providers, the perception of employees
from banks in the private sector is stronger than that
of the bank employees in the public sector.

The critical analysis of the above study also reveals
that banks have made strategic shift towards Digital
Platforms. Banks adopted digital tools for remote
access and knowledge sharing. There has been
increased emphasis on Online Learning and Training.
Training system in Banks moved online, with the
bank employees using e-learning and webinars to
stay updated. The COVID-19 had compelled the
banks to give more focus on customer centricity and
innovations. Banks started using digital solutions
to quickly respond to customer needs. It has also
been observed that sharing knowledge between

remote teams has become harder, slowing down
some processes. Increased reliance on digital tools
led banks to invest in stronger security for their
knowledge systems.

SUGGESIONS AND POLICY IMPLICATIONS

COVID-19 has reshaped how banks manage and
share knowledge, with some differences between
public and private sectors. While both sectors agree
on many areas, private banks are ahead in leveraging
technology and recognizing the importance of
advanced training. Public sector banks should focus
on upskilling employees to use digital tools efficiently,
catching up with private banks. Training programs
should be simple, hands-on, and focused on real-
world applications like online banking platforms
and collaboration tools. Banks need strong and
reliable digital systems to share knowledge and work
effectively, especially during crises. Public sector
banks should prioritize upgrading their platforms,
while private banks can focus on optimizing their
existing systems for better performance. Both
sectors should create plans for managing knowledge
during emergencies. This includes sharing important
information quickly, providing emergency training,
and ensuring smooth operations even during
disruptions like pandemics. Public and private
banks can learn a lot from each other. Setting up
joint workshops or online forums where employees
from both sectors share best practices can help
improve KM on both sides. Banks should create a
culture of regular learning and upskilling. Offering
online courses, workshops, and certifications will
help employees keep up with new technologies
and changing demands. Rewarding employees for
completing training can also boost participation.

Training programs should meet the specific needs of
each sector. Public sector banks should focus on basic
digital skills, while private banks can go deeper into
advanced technologies like Al and block chain. The
pandemic has changed customer expectations. Banks
need to develop innovative services that meet these
needs, such as personalized financial solutions and
digital-first customer support. Employees should be
trained to deliver these services effectively. Remote
work is now a norm in the banking industry. Banks
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should invest in tools like secure video conferencing,
virtual workspaces, and remote KM systems to
ensure employees stay productive and connected,
regardless of their location. As digital platforms are
used more extensively, cyber security must be a top
priority. Banks should ensure that their KM systems
are secure by implementing robust measures like
data encryption, multi-factor authentication, and
regular security audits. Managers and leaders
should be trained to effectively use digital tools and
knowledge-sharing platforms. Empowering leaders
with the right skills will help them drive technology
adoption, motivate teams, and adapt to new

challenges more effectively. The COVID-19 pandemic
has shown the need for banks tostreng then their KM
practices. By implementing these policies, public and
private banks can enhance their workforce’s skills,
adapt to evolving customer demands, and prepare
for future disruptions. These steps will help ensure
the banking sector remains competitive, innovative,
and resilient.

LIMITATIONS AND SCOPE FOR FUTURE

This study also has certain limitations. The study
focuses on public and private sector banks in Odisha,
it may not be extrapolated to other states. This study
is based on perceptions of the Bank employees
which might have influenced the overall results. Like
any other study based on primary data, this study
is also not error-free. Although adequate measures
are taken to reduce the problems of sampling and
non—sampling errors, still some amount of deviation
maybe expected. The study addressed some specific
dimensions of KM only. Hence, future studies
are needed to examine operational attitudes of
employees and customers in the management of
knowledge and other dimensions.

CONCLUSION

The COVID-19 pandemic forced banks to rethink and
upgrade their KM practices. With the sudden shift
to remote work, banks had to quickly adopt digital
tools to keep information flowing and operations
running smoothly. This shift revealed that traditional
KM methods were insufficient, highlighting the need

for more adaptable and secure systems. The crisis
also underscored the importance of quick access to
accurate information, pushing banks to strengthen
their KM strategies. As a result, banks have focused on
making their KM systems more resilient, with better
security and real-time capabilities. In summary, the
pandemic acted as a turning point for KM in banks,
driving a rapid move towards more flexible, digital,
and secure systems. The changes made during this
period will shape how banks manage knowledge in
the future, ensuring they are better prepared for any
future disruptions.
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ABSTRACT

Competency mapping, GAP identification, and Improvement processes are a part of the management
training program. The more important is a training program likewise assessment, evaluation, and
impact of training programs are equally critical. The purpose of the study is to measure the impact of
the training on the interpersonal skills of the 115 sales officers and to equip them to perform their jobs
effectively. The study focuses on exploring the impact of the Sales training program on interpersonal
skills with a medium-sized baby product organization in the distribution sector. The research has shown
that the sales training program has proven to be an effective way to improve interpersonal skills. In
terms of the behavioral perspective view has shown that training has a significant impact on modifying
employees’ behavior styles, along with the improvement of sales performance, relationships, and
negotiation. Step-by-Step structured approach is used in this case study. For the impact analysis, SMART
PLS 3.0 is used. The study shows that training has a significant impact on employee behavior change in
the treatment group.
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organizational growth. There is an increasing need
to identify methods for assessing the efficiency and
efficacy of these training programs. An assessment
of a training program’s effectiveness is necessary for
its completion. The objective of training assessment
is to determine if a training program has achieved its
intended impact. Training is essential for the growth
and achievement of acompany. Itis beneficial for both
employers and workers of a business. An employee’s
efficiency and productivity will be enhanced via
comprehensive training. The organization ultimately
gains advantages from training over an extended
period. The training of new employees acquaints

INTRODUCTION

In recent years, there has been a heightened
awareness of management training and development
across all sectors of the Indian economy. Due to the
recognition of management development in the
country, there is a growing necessity to identify
methods to evaluate the efficiency and effectiveness
of management training and development toimprove
organizational performance. However, despite the
increasing demand for assessing the impact of
management training and development efforts, this
need still needs to be met. Management Training

is specifically tailored to boost the proficiency of
personnel in handling diverse organizational duties.
The legitimacy of a training program resides in its
usefulness and relevance to the requirements of
workers or their companies. Therefore, investment
in management training is now seen as an asset for

them with the corporate purpose, vision, policies,
and procedures, as well as the working environment.
Technological advancements and training are
provided to adapt to changes in the usage of new
equipment and work practices. Employees get
further training as they advance in their careers to
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ensure they are equipped to assume the duties of
more senior positions.

REVIEW OF LITERATURE

Hunt (2003) performed research to examine
the effects of interpersonal skills training on the
professional growth of managers. The research
was conducted at a prestigious business school to
evaluate the effects of interpersonal skills training
on senior executives. The assessment of the training
was undertaken by gathering comments from 252
executives from 48 firms, both before and six months
after the training program was implemented. The
findings suggest a significant influence on some
competencies and skills examined but not affecting
all of them. Bandelli (2008) conducted research to
investigate the role of communication and successful
interpersonal connections in promoting social-
emotional competence in the workplace.

The research encompasses the following compe-
tencies: creating rapport, fostering acceptance of
diversity, building trust, and cultivating charismatic
influence. To enhance Interpersonal Skills within
the Automobile Industry in Chennai, the research
conducted by Jayashree (2012) aimed to investigate
whether individuals, after receiving training to
develop self-awareness about their strengths and
shortcomings, can effectively identify areas in their
personality that may be improved and those that
need correction. This basic consciousness would,
therefore, improve their interpersonal relationships
and enable them to collaborate effectively in order
to accomplish corporate goals. The study aims to
investigate the factors that enhance interpersonal
relationships among management personnel
in the automobile industry in Chennai. The key
findings indicate that improving specific attitudes
and behaviours would enhance the interpersonal
skills of individuals, benefiting both the individuals
themselves and top management. This would
involve promoting and enhancing social skills while
addressing any hindrances to their development. The
researchers examined the characteristics of trainers
that contribute to the effectiveness of training
programs (Ghosh, 2012).
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Theresearch seekstodeterminethefactorsthat might
predict the success of training, specifically focusing
on the features of trainers. A total of 80 replies were
collected and then analyzed using multiple regression
analysis. Data were gathered by the implementation
of a well-organized questionnaire, which was sent to
workers chosen using a method of random selection.
The trainer’s proficiency in the subject area and the
trainer’s ability to establish a positive relationship
with trainees were identified as important factors
in determining trainee satisfaction (Olusanya,
2012). The case study of Sterling Bank Nigeria Plc
at their Head Office in Lagos examines Training and
Development as a crucial instrument for enhancing
Organizational Productivity.

The Staff of the bank are usually send for training
on effective Planning program. Utilizing primary
data via questionnaire analysis, the research study
use spearman’s rank correlation coefficient as its
estimate approach. Its goals are to ascertain the
connection between efficient planning and enterprise
productivity as well as to investigate the relationship
between worker performance and efficient planning.
Furthermore, the spearman’s rank correlation
coefficient was used to test two hypotheses, and
the findings showed that excellent planning affects
employee performance in a company and has a
connection to organizational productivity. Therefore,
the study’s conclusion and recommendation are
that management devote their time and focus to
increasing productivity at Sterling Bank since doing
so will be crucial to the bank’s existence and ability to
maintain its profit margins. Singh (2014) investigated
the variables that influence the efficacy of training
and the resulting consequences.

The results of this research indicate that many
elements have an impact on the success of training.
The factors include motivation, attitude, emotional
intelligence, support from management and peers,
training style and atmosphere, open-mindedness of
the trainer, job-related characteristics, self-efficacy,
and basic ability and the techniques for measuring
the efficacy of training and exploring the implications
of a training program. The study examines the
significance of training effectiveness and explores
several models proposed by researchers for
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measuring training effectiveness. The findings of this
study will contribute to the measurement of training
effectivenessin companies (Koponen, 2019). Growing
needs for global solution selling necessitate a deeper
comprehension of the interpersonal communication
skills needed by salespeople. In light of this, this
study explores discipline-specific requirements for
the interpersonal communication skills needed for
business-to-business sales representatives. With four
components in mind—behavioral communication,
affective communication, cognitive communication,
and sales acumen developed a new definition of
sales communication competency in international
B2B solution selling. Along with suggestions for
more study, managerial ramifications are discussed.
Peesker (2022) examined the definition and history
of selling skills research with a focus on the last ten
years of skills studies. The methodology and findings
include the examination of the sales skills needed in
the contemporary sales environment, highlighting
one newly emerging skill—salesperson analytical
skills—that is largely absent from the body of existing
literature and creating a salesperson analytical skills
scale using suggested steps and evaluate its predictive
power for salesperson performance.

OBJECTIVES

Management Training and Development programs
are one of the critical aspects of organizational
development. Interpersonal Skills Training to the
employees is an investment of an organization to
increase the quality of their personnel not only to
achieve the commercial goals but also to increase
the overall quality of the organization.

After completion of the training session, you will be
able to:-

e To measure the impact of the training on the
interpersonal skills of the sales officers.

e To empower and equip sales officers to perform
their jobs effectively.

FRAMEWORK

The conceptual framework outlines the relationships
between variables or components within a research
study. It serves as a roadmap or visual representation

ofthetheoreticalfoundationguidingtheinvestigation.
Figure 1 serves as a guide to designing our study,
collecting data, analyzing results, and interpreting
findings. It provides a framework for organizing
research elements and helps in testing hypotheses
or answering research questions by systematically
structuring the relationships between variables.

FST
A
. Sales
BST . i -| Interpersonal
* | Training
TF
S —
Figure 1: Conceptual Framework
Hypotheses

Hypotheses are fundamental in the scientific method
as they help researchers structure their inquiries,
make predictions, and draw conclusions based on
empirical evidence.

HO: Sales training has no impact on the interpersonal
skills of employees.

Ha: Sales training has a significant impact on the
interpersonal skills of employees.

Data Collection
The data was collected through three questionnaires

1. Personal Data Sheet (PDS) — (Annexure i): PDS
includes the details of the Trainee’s wiz: name,
Age, Gender, Education and Work Experience.

2. Skill Checklist — Sales Skills — FST and BST
(Annexure ii): The Skill Checklist is an assessment
filled twice before training and after training.
Test of the trainees to check on their sales
skills, which include two sets of questions: FST
(Functional Sales Training) and BST (behavioural
Sales Training).

3. Training Feedback Sheet (Annexure iii): Rating
scale to provide open feedback on the intervention
process. The dimensions of rating are the
performance of the trainer, content and facility.



The intervention took the form of a highly interactive
session in a live online mode.

Statistical Tools for Analysis

Statistical tools are techniques and methods used by
researchers, scientists, analysts, and professionals
to analyze data, derive insights, and make informed
decisions based on empirical evidence. These tools
help in summarizing, interpreting, and drawing
conclusions from data sets. Here are some commonly
used statistical tools: the data collected and reported
in Ms Excel and SMART PLS3.0 is used for Impact
analysis

RESULTS AND DISCUSSION
Sample Segmentation

Out of a total of 115 sales officers categorized by
gender, 115 males and 0 female, there is in Figs. 2-4:
an apparent gender disparity within this specific
group. The data indicates a stark contrast between
male and female representation among sales
officers. The absence of any female sales officers
suggests a lack of representation of females within
this particular role or organization.

Gender

u[Male = Femals

Figure 2: Sample Segmentation - Gender
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Figure 3: Sample Segmentation - Tenure

The dataset is segmented into different categories
based on the length of time (in years) the sales
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officers have served in the organization. Figure 5
depicts less than 1 year: This category includes 39
sales officers who have been with the organization
for less than a year. 1 to 2 years: 33 sales officers
fall into this category, indicating a slightly smaller
group compared to the “Less than 1 Year” category.
Twenty-four sales officers have served between 2
and 3 years. A smaller number, eight sales officers,
have a tenure between 3 to 5 years. Eleven sales
officers have served for more than five years in the
organization. The data shows a gradual decline in
the number of sales officers as the tenure increases,
with a more significant number in the earlier tenure
brackets (less than 1 year, 1 to 2 years). There’s a
relatively steady decrease in the number of sales
officers as the tenure progresses from 2 to 3 years, 3
to 5 years, and above 5 Years: Top of form

Sales Officer

EAST

WEST MORTH 50UTH

Count of Sales Officers

Zone

Figure 4: Sample Segmentation: Geographical
This dataset categorizes sales officers based on
their respective zones, providing a breakdown of
the number of sales officers in each geographic
region. The data presented in Fig. 6 classifies sales
officers according to their geographical distribution
across four distinct zones: East, West, North, and
South. There are 26 sales officers located in the
Eastern zone. The Western zone comprises 30 sales
officers. Twenty-nine sales officers were positioned
in the Northern zone. The Southern zone has 30 sales
officers. On initial observation, the data indicates
a relatively balanced distribution of sales officers
across the four zones. There is not a significant
disparity among the zones regarding the number
of sales officers. This distribution might signify an
intentional allocation strategy or reflect the regional
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requirements or market sizes influencing the
placement of sales officers. Each zone likely has its
unique market dynamics, customer base, or business
opportunities that warrant a balanced or varied sales
force distribution. Understanding the geographical
distribution of the sales force is crucial for logistical
and operational purposes. It could influence travel,
resource allocation, and strategic decision-making
regarding territory management and sales coverage.
Continuously monitoring and analyzing sales
performance in each zone could provide valuable
insights into regional market trends, facilitating
adaptive strategies to maximize opportunities and
address challenges in different geographical areas.

Age wise Sales
Officer

m1Zto25
m26to35
@ 351045

46 and above

Figure 5: Sample Segmentation: Age

This dataset presents the distribution of sales officers
categorized into different age brackets, shown in Fig.
7. There are 15 sales officers in this youngest age
bracket. The majority of sales officers, comprising
69 individuals, fall within the 26 to 35 age range.
There are 26 sales officers in the age group of 36 to
45. The smallest group consists of 5 sales officers
aged 46 and above. The most prominent group of
sales officers falls within the 26 to 35 age bracket,
indicating a significant portion of the sales force
is in this relatively mid-range age category. While
there is a concentration in the mid-range ages,
there is representation across various age groups,
highlighting a diverse range of experiences and
perspectives within the sales team. The distribution
across different age groups could imply varied levels
of expertise within the sales force. Younger members
might bring fresh perspectives, while older members
could contribute experience and industry knowledge.

A diverse age range implies a mix of technological
adaptability, with younger members potentially more
acquainted with newer tools and older members
offering seasoned insights. Considering the smaller
number of sales officers in the upper age bracket,
there might be considerations for succession planning
and knowledge transfer to ensure continuity and to
pass on crucial expertise within the organization.
Tailoring training programs and professional
development initiatives to cater to diverse age
groups could enhance skill sets and foster a cohesive
and efficient sales team. This data provides insights
into the distribution of sales officers across different
age groups, indicating a mix of experience levels,
potential for varied perspectives, and considerations
for succession planning and training to optimize the
sales team’s performance and cohesion.

Pretest and Post-test Analysis

This is followed by the comprehensive combined
analysis of all the evaluations chosen for analysis:

e Pretest and Posttest of— FST (Functional Sales
Training)

e Pretest and Posttest of— BST (Behavioural Sales
Training)

Pre and posttests in the research study are used to
measure knowledge gained from participating in a
training program. Comparing participants’ posttest
scores to their pretest enables us to see whether
the training was successful in increasing participants’
knowledge of the training content. Pretest and
posttest scores provide information on whether or
not participants have learned from the training.

Table 1 and Fig. 6 depict the total Score of the Pretest
of Functional Sales Training is 284.5, and the post-
test Score of the FST is 546.5. The Pretest total score
is given by 115 sales officers on Behavioral Sales.

Pretest and Posttest Analysis — FST & BST

Table 1: Pretest and Posttest

Pre Test Post Test

FST 284.5 546.5

BST 337.6 348.1




Pretest & Post Test

TNl S4n S
9
B
£ 400 3376 3481
- 2845
o S EFST
Tf e
w200 mEST
4; 1o
g o
Fretest Fosttest

Sales Training { FST+BST)

ACaisng of

Figure 6: Pretest and Posttest

Training (BST) is 337.6 and the post-test total Score is
348.1. The combined scores of FST and BST tests for
both the pretest and posttest conditions are shown
in Fig 8. It implies that the total Score (S.T.) before
the intervention or initial test (pretest) was 337.6,
and after the intervention or final test (posttest), it
increased to 348.1. The increase from the pretest to
the posttest for the combined S.T. score is 10.5. This
suggests an overall improvement or increase in the
combined scores of FST and BST between the initial
and final assessments.

Training Feedback Analysis

In any successful training initiative, the accurate
measure of its effectiveness lies not just in its
design and delivery but in the impact it has on its
participants. Understanding this impact is where
feedback analysis plays a pivotal role. Feedback
analysis within a training project serves as the
compass guiding the trajectory of improvement. It
encompasses the invaluable insights, opinions, and
experiences shared by participants following their
engagement with the training program. This analysis
serves as a beacon, illuminating the strengths to be
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celebrated and the areas that demand refinement
or enhancement. Through the lens of feedback, we
gain the ability to decipher the nuanced fabric of the
training experience. It enables us to listen keenly to the
voices of those at the heart of the program, unraveling
the tapestry of their thoughts, impressions, and
challenges encountered during the learning journey
and incorporating feedback analysis in our project
endeavors to not only gauge the immediate reactions
but also to delve deeper into the implications and
applicability of the training content.

It allows us to harness constructive criticism as a
catalyst for growth and transform commendations
into cornerstones of excellence. Moreover, this
analysis bridges the gap between envisioned
outcomes and ground realities. It provides us with
actionable intelligence, empowering us to recalibrate
strategies, fine-tune content, and tailor delivery
methods to better align with the evolving needs and
aspirations of our audience. As we embark on this
journey of dissecting training feedback, our aim is
twofold: to validate the success of our current efforts
and, more importantly, to sculpt a path forward that
is responsive, adaptive, and ultimately conducive
to fostering meaningful and enduring learning
experiences. Through this feedback analysis, we
endeavor not just to measure success but to define
and refine it, sculpting a landscape where training
transcends mere knowledge transfer to become a
catalyst for transformation and empowerment. In the
context of the study, the training feedback was taken
on ten dimensions in the form of a questionnaire.

The training feedback survey depicted in Fig. 7
comprised ten dimensions aimed at assessing various
aspects of the training program.

Clarity of Training Objectives (l): Participants were
asked to evaluate the trainer’s communication of
training objectives. On average, respondents rated
this aspect at 543, suggesting a moderate level of
clarity regarding the training goals.

Trainer’s Interaction Level (ll): Participants assessed
the trainer’s interaction during sessions, resulting
in an average score of 559. This Score indicates a
high level of interaction and engagement within the
training sessions.
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Figure 7: Training Feedback

Comfort with Session Pace (lll): The pace of the
training sessions was perceived as comfortable for
learning, with an average score of 536. Participants
generally found the pace conducive to practical
learning experiences.

Overall Trainer Ability (IV): Participants rated the
overall ability of the trainer, providing an average
score of 570. This Score suggests a high perception
of the trainer’s competence and proficiency. Course
Duration Sufficiency (V): The duration of the course
received an average score of 491. This Score suggests
some concerns among participants regarding
whether the course duration needed to be improved
for comprehensive learning.

Relevance of Content to Job (VI): Participants found
the content highly relevant to their job roles, rating
this dimension at 575 on average.

This high Score signifies a strong alignment between
the training content and participants’ professional
needs.

Clarity and Organization of Content (VII): The clarity
and logical organization of training content received
a high average score of 575, indicating a well-
structured and understandable curriculum.

Interactive Case Studies or Examples (VIII):
Participants rated the use of examples or case
studies in the training program at an average score of

552, reflecting an engaging and interactive learning
environment.

Effective Use of Technology (IX): Technology’s
facilitation of learning was rated positively, with
an average score of 561, implying that participants
perceived technology as an effective tool for learning
enhancement.

Overall Session Rating (X): The session received
an average score of 575, indicating a high level of
satisfaction among participants with the training
program as a whole.

These scores collectively provide insights into various
facets of the training program, highlighting areas of
strength and potential areas for improvement based
on participant perceptions and experiences.

Impact Analysis through Smarts 3.0

In the realm of contemporary research and data-
driven decision-making, the quest to understand
the intricacies of impact remains at the forefront of
scientificinquiry. As organizations navigate a dynamic
landscape propelled by multifaceted interactions and
interdependencies, the pursuit of uncovering the
drivers and implications of these impacts becomes
imperative. In this pursuit, Structural Equation
Modeling (SEM) emerges as a robust analytical
framework. Within it, SMARTPLS stands as a powerful
toolset offering a profound lens to unravel complex



Impact of Sales Training on the Interpersonal Skills of Employees

Table 2: Path Analysis

Path Sample

Standard Deviation

T Statistics P Value

Sales Training -> Interpersonal Skills 0.74

0.045 16.384 0.00

relationships and quantify impacts within intricate
systems. The primary objective of an impact analysis
through SMARTPLS is to delineate the intricate web of
relationships among latent constructs and observed
indicators, elucidatingthe consequentialimpactthese
relationships bear on organizational phenomena,
social structures, or theoretical frameworks. By
wielding SMARTPLS, researchers gain the capacity to
not merely quantify relationships but to navigate the
intricate pathways through which these relationships
manifest. Whether exploring the influence of latent
constructs on organizational performance, customer
behaviour, or socioeconomic factors, SMARTPLS
enables a comprehensive examination of both direct
and indirect impacts.

This methodological approach transcends the
confines of linear causality, delving deeper into the
nuanced interplay of variables, mediating factors, and
moderating effects. It offers a holistic perspective,
uncovering not just the surface-level impact but
the underlying mechanisms that drive and shape
these impacts over time. Furthermore, SMARTPLS
stands as a beacon guiding researchers and decision-
makers through the empirical terrain, fostering
an understanding of how changes in one aspect
reverberate across the entire system, elucidating
both intended and unintended consequences. In this
exposition of impact analysis through SMARTPLS, we
embark on a journey to decipher the intricate fabric
of relationships, peering beyond correlations to
unearth the substantive implications that lie within.
Through this exploration, we aim not only to quantify
impact but to forge a deeper comprehension of the
dynamics that underpin transformative change and
organizational evolution.

Table 2 appears to show the results of a structural
equation model or regression analysis, specifically
focusing on the relationship between “Sales Training”
and “Interpersonal Skills.”

The path used to analyze the relationship between
the variables. In the study, the path is from “Sales

Training” to “Interpersonal Skills.” Sample refers to
the estimated value or coefficient of the relationship
between “Sales Training” and “Interpersonal Skills.”
The value of 0.74 indicates the estimated strength
of the effect of Sales Training on Interpersonal
Skills. Standard Deviation represents the standard
deviation of the estimate. In this context, it’s
0.045. t-valueis 16.384, this statistic assesses the
significance of the relationship between Sales
Training and Interpersonal Skills. The higher the
t-value, the more significant the relationship. p-value
is the probability of observing the sample result (or a
more extreme result) if the null hypothesis is true. A
low p-value (in this case, 0.00) typically suggests that
the relationship observed between Sales Training
and Interpersonal Skills is statistically significant.

Overall Interpretation: A strong and statistically
significant positive relationship between Sales
Training and Interpersonal Skills. The coefficient
of 0.74 indicates that for every unit increase in
Sales Training, there is an estimated increase of
0.74 units in Interpersonal Skills. Additionally, the
very low p-value (0.00) and high T-statistic (16.384)
further support the significance and reliability of this
relationship.

Figure 8: Training Feedback

The overall Impact Analysis of Sales Training is
comprised of total scores of Functional Sales Training
(FST)+ Behavioural Sales Training (BST) + Training
Feedback (TF) diagrammatically shown in Fig. 8. It
implies that Sales Training has a substantial impact on
enhancing or improving interpersonal skills among
sales officers in the context being analyzed.
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Hence, Hypothesis Ha is accepted, and HO is rejected.

CONCLUSION

The findings suggest that the development of these
skills through training significantly influences sales
performance. Investing in training programs for sales
officers possessing these crucial skills is crucial for
achieving sales force effectiveness in the industry.

The alignment of the sales team’s direction with the
results obtained from this study can significantly
benefitthe organization. Focusing onimproving these
interpersonal skills through targeted training can
empower sales officers to build healthier relationships
with customers and distributors, effectively
communicate the organization’s vision and products,
handle objections, and ultimately demonstrate
products more effectively. By recognizing the
importance of these skills and investing in training,
the organization can pave the way for its sales team
to expand the business successfully. This premise
forms the basis of an academic study conducted
examining the indispensable nature of interpersonal
skills within the cadre of sales officers.

The research underscores that while efficiency
within the sales force isn’t an inherent trait, it’s
honed through a confluence of effort and skills—
some innate and others acquired. Extensive studies
corroborate the existence of specific skill sets that
are fundamental for optimal sales performance, a
finding that resonates among the executives of Men
Moms Pvt. Ltd. A statistical analysis conducted as
part of this research reveals an impact quotient of
16.38, significantly surpassing the threshold value
of 1.96. This statistical significance accentuates
that training sessions geared toward enhancing
interpersonal skills exert a substantial influence on
sales performance.

IMPLICATIONS

A persistent call for targeted training interventions
aimed at enriching the interpersonal skills possessed
bysalesofficers.ltunderscorestheimminentnecessity
of investing in structured training programs tailored
to augment these crucial proficiencies. Aligning the

sales team’s trajectory with the insights gleaned
from this study promises an auspicious avenue for
the organization’s growth. This academic exploration
reiterates the indispensable role of interpersonal
skills in fortifying the sales force’s efficacy. It not
only underscores the intrinsic importance of these
skills but also elucidates the imperative need for
strategic investment in comprehensive training
initiatives. Such endeavours are poised to empower
sales officers, propelling the organization towards
enhanced sales force effectiveness and consequent
business expansion.

LIMITATIONS OF THE STUDY

e Geographical Constraint: The training sessions
can be done only online as the sales officers are
from different geographical locations.

e Time Constraint: Due to field trips, the learners
are only available in the evenings.

e Content Constraint: There were no role-playing
exercises, physical demonstrations, or body
language components in the training, which
would have improved its effectiveness.

FUTURE SCOPE OF STUDY

There are many opportunities for additional
expansion of this research, with the potential to
explore other objectives. The extent of this research
may be determined by expanding it to include
different areas of expertise within the sector.
The study was performed to address the specific
needs of salespersons’ work, with an emphasis
on interpersonal skills, salesmanship abilities, and
technical skills. Moreover, the proficiency of the sales
team may be assessed by including supplementary
aspects into their sales skill repertoire.
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ABSTRACT

The analysis of buying habits and preferences in the digital age is crucial for startups like booknest.
co.in to thrive in the competitive book market. This study aims to understand students’ buying habits
and preferences by gathering primary data from them. Based on the data, recommendations for
booknest.co.in include diversification, pricing and promotions, digital experience enhancement, and
marketing strategies. Diversification aligns with predominant format and book type preferences, while
pricing and promotions are based on influencing factors.The analysis of buying habits and preferences
in the digital age is crucial for startups like Booknest.co.in to thrive in the competitive book market. The
insights are invaluable for developing targeted strategies that resonate with the student demographic.
Based on the data, several strategic recommendations for Booknest.co.in are proposed. Pricing strategies
and promotional activities should be tailored based on the key influencing factors that drive students’
purchasing decisions. Additionally, enhancing the digital platform’s user interface and content curation
based on feedback from students using digital formats can significantly improve the overall digital
experience.This research aims not only to understand current trends but also to anticipate future shifts
in consumer behavior, allowing Booknest to stay ahead of the curve and continuously meet the evolving
needs of students.
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INTRODUCTION novels that transport readers to imaginary realms,
booknest.co.in seeks to cater to a broad spectrum of

In today’s digital era, the landscape of the book readers’ needs.

market has undergone a profound metamorphosis,
driven by technological advancements and
changing consumer behaviors. The emergence of
digital platforms, e-readers, and mobile apps has
revolutionized how people access, purchase, and
consume books. booknest.co.in, a promising startup,
recognizes the immense potential of this evolving
market and aims to carve a niche by offering a diverse
array of books and related products. From academic By focusing on gathering primary data from students,
textbooks essential for students to captivating fiction ~ encompassing details like their names, roll numbers,

However, amidst this dynamic and competitive
environment, the success of booknest.co.in hinges
on its ability to deeply understand and adapt to
consumer preferences and buying habits. Students,
as a key demographic, represent a significant segment
of book consumers with distinct preferences and
behaviors.
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universities, and programs of study, this market
research project aims to unravel the intricacies of
their book-buying decisions.

This data-driven approach is pivotal for booknest.
co.in to not only survive but thrive in the fiercely
competitive book market, where digital and
physical formats coexist, and consumer choices are
influenced by factors ranging from convenience and
affordability to content preferences and technological
preferences. It involves comprehensive analysis of
consumer preferences and the integration of Al in
education, a focus on quality over quantity emerges
as the more strategic approach.

Depth of Insights

Quality-focused research delves deeply into the
subject matter, uncovering nuanced insights that
bulk data collection might overlook. In the context
of Booknest’s project, understanding the specific
ways in which students and educators interact with
physical and digital educational materials requires an
in-depth analysis. For example, rather than merely
counting the number of users preferring digital over
physical books, the research seeks to understand
the underlying reasons for these preferences. This
qualitative depth allows for the development of more
effective and targeted educational tools, such as PY,
artificial intelligence (Al), which can significantly
enhance learning outcomes by addressing specific
needs and preferences.

REVIEW OF LITERATURE

Smith and Anderson (2020) found that students’
preferences for digital and print educational materials
are shifting. Their research shows that, while a
sizable proportion of students still prefer physical
books for their tangibility and ease of use, there is
a growing preference for digital formats due to their
convenience and portability. The study emphasizes
the importance of educational providers offering a
hybrid approach that accommodates a wide range of
student preferences. Johnson (2019) examined the
impact of digital tools on student learning outcomes.
The study discovered that, while digital tools like
e-books and educational apps improve accessibility

and engagement, their effectiveness is heavily reliant
ontheirintegrationwithtraditionalteachingmethods.
The paper proposes that digital tools supplement
rather than replace physical materials. Williams and
Martinez (2021) conducted a comprehensive analysis
of market trends in educational publishing over the
last decade. Their research indicates a significant shift
toward digital publications, which is being driven by
technological advancements and changing consumer
preferences. They do, however, acknowledge that
physical books continue to be popular, particularly
for leisure reading, emphasizing the importance of
publishers maintaining a diverse portfolio.

Brown and Green (2018) highlighted the importance
of developing interactive and user-friendly platforms
that promote participation and content sharing. The
study also emphasizes the importance of community
managers in creating a positive and welcoming
environment. Miller (2022) investigated the
potential of Al in transforming educational practices.
The study focuses on the creation of Al models
specifically designed for educational purposes, such
as personalized learning assistants and intelligent
tutoring platforms. The paper concludes that Al
can significantly improve educational outcomes if
implemented thoughtfully and ethically.

Thestudy by Garciaand Thompson (2020) investigates
how digitalization influences consumer behavior
regarding educational materials. Their research
reveals a growing preference for digital formats
among younger consumers, owing to factors such as
cost, convenience, and environmental concerns. The
authors propose that educational providers adapt to
these preferences in order to remain competitive.
Harris and Chen (2019) examined the effectiveness
of freemium models in the digital education sector.
Their research shows that, while freemium models
can attract a large user base, converting free users
into paying customers necessitates providing
significant value in premium features. The study
provides insights into pricing strategies and feature
differentiation, which are critical to the freemium
model’s success.

According to Baumeister and Leary (2019), the
need to belong theory emphasizes the role of
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interpersonal relationships in shaping consumer
behavior. Chiu, Hsu, and Wang (2018) found that trust
and satisfaction are critical in developing customer
loyalty in e-commerce settings. According to Davis
and Venkatesh (2020), perceived ease of use and
perceived usefulness have a significant impact on
technology adoption in educational settings. Kim and
Ammeter (2019) discovered that leadership styles
have a significant impact on organizational change
and employee performance.

Lee, Park and Han (2018) examined the impact of
online reviews on consumer purchasing decisions,
emphasizing the importance of review quality and
quantity. According to Li and Fung (2020), cultural
differences have a significant impact on consumer
behavior in international markets. Park and Lee
(2019) found that the effectiveness of mobile
learning applications is determined by user interface
design and user engagement.

According to Rogers and Shumaker (2020), customer
experience management is critical for customer
retention in competitive markets.According to
Sanchez-Franco and Roldan (2019), website quality
and online trust influence consumer loyalty in
ecommerce. Smith and Smith (2020) discovered that
Al in education can personalize learning experiences,
leading to increased student engagement and
outcomes.

Stewart and Pavlou (2019) examined the role of
trust in the adoption of online services, focusing on
factors that build and erode consumer trust. Taylor
and Todd (2018) found that the unified theory of
acceptance and use of technology (UTAUT) offers
a comprehensive framework for understanding
technological adoption. Thakur and Srivastava (2019)
investigated the impact of social media marketing
on consumer behavior, revealing significant effects
on brand awareness and purchase intention. Vargo
and Lusch (2018) found that service-dominant
logic emphasizes the co-creation of value between
consumers and companies. According to the study of
Zhang and Wang (2019), perceived value mediates
the relationship between customer satisfaction and
loyalty in online shopping environments.

RESEARCH GAP

1. Specific Application and Impact of Al in
Education:

e Existing Gap: While there is considerable
discussion about the potential of Al in education
(Miller, 2022), there is limited research on specific
Al models tailored for educational purposes, such
as PY.Al. There is also a lack of detailed studies on
the implementation and impact of such Al tools
in real-world educational settings.

e Addressed By: Booknest’s development of PY,Al,
an Al model specifically curated for educational
use, aims to fill this gap by providing practical
applications and measuring the impact of Al on
learning outcomes, student engagement, and
academic performance.

2. Effective Hybrid Approach for Educational
Materials:

e Existing Gap: The literature indicates the need
for a hybrid approach combining physical
and digital educational materials (Smith and
Anderson, 2020; Johnson, 2019). However, there
is insufficient research on the best practices
for balancing these formats and ensuring their
effective integration into educational systems.

e Addressed By: Booknest’s dual offering of
physical and digital books provides a real-world
case study for exploring the effectiveness of
hybrid educational resources. This initiative can
help identify optimal strategies for balancing and
integrating physical and digital materials to meet
diverse consumer preferences.

3. Community Building Through Digital Educational
Platforms:

e Existing Gap: While strategies for building online
communities have been discussed (Brown &
Green, 2018), thereisa gap in research specifically
focusing on educational platforms that foster
community engagement and intellectual
exchange.

e Addressed By: Booknest Diaries aims to fill this
gap by providing a platform for users to write and
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share blogs, articles, and essays. This initiative
can be studied to understand how such platforms
enhance educational engagement, foster a
sense of community, and support collaborative
learning.

4. Long-Term Sustainability and User Retention in
Freemium Models:

e Existing Gap: Although the freemium model’s
efficacy in attracting users is recognized (Harris &
Chen, 2019), there is limited research on its long-
term sustainability, especially in the context of
educational tools. Questions remain about how
to convert free users to paying customers and
ensure continuous value for premium users.

e Addressed By: PY, Al’s freemium model provides
a practical framework for studying user retention
and conversion strategies in educational contexts.
By analyzing user behavior and feedback, this
project can offer insights into the long-term
viability of freemium models in the education
sector.

5. Consumer Preferences and Market Trends in
Educational Materials:

e Existing Gap: Studies indicate a shift in consumer
preferences towards digital formats (Garcia &
Thompson, 2020), but there is a need for more
detailed analysis of how these preferences are
evolving and what drives the choice between
physical and digital materials.

e Addressed By: Booknest’s comprehensive
offerings and market positioning can be used
to gather data and analyze current consumer
preferences and trends. This research can help
identify the factors influencing the choice of
educational materials and predict future market
shifts.

RESEARCH OBIJECTIVES

e To identify the preferred format (digital or
physical) for purchasing books among students.

e To determine the types of books (academic
or fiction) that students are more inclined to
purchase.

e To analyze the factors influencing students’
buying decisions regarding books.

To assess students’ awareness and usage of digital
platforms and devices for reading.

About the Company: Booknest.co.in

The startup company PYSPARKS LAB LLP, which
runs booknest.co.in, is situated in Makaut and
aims to bridge the gap between university and
industry to change education. In today’s dynamic
educational scene, the platform provides a wide
selection of solutions that are specifically designed
to satisfy the changing demands of educators,
businesses, and students. Its goals of revolutionizing
education, closing the gap between academia and
industry, and empowering students demonstrate
a dedication to quality and flexibility in the face of
a constantly changing educational environment.
With a focus on customer-centric growth, demand-
centric procurement, and strategic revenue creation,
booknest.co.in is well-positioned to achieve
sustainable growth and have a significant influence
on the future workforce.

Mission and Objectives:

e Curated Academic Books: Providing a wide
range of scholarly publications that are in line
with undergraduate programmes in a number of
subject areas.

e (Cutting-edge E-Learning Content: Providing
cutting-edge e-learning resources with patented
technologies to improve student understanding
and retention.

e Innovative Hiring Platform: Bridging students
and businesses based on subject expertise and
abilities through a cutting-edge employment
platform that bridges the gap between academia
and industry.

Total Addressable Market (TAM)

Booknest aims to employs a strategic revenue model
catering to both B2B and B2C segments:

e B2B Segment: Utilizing subscription services,
licensing agreements, and bulk orders to
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specifically target educational institutions and
private platforms.

e B2C Segment: Providing e-commerce sales,
subscription services, and targeted advertising to
individual students and lifelong learners.

METHOD

This research adopts a comprehensive mixed-
methods approach, amalgamating both qualitative
and quantitative techniques to ensure a holistic
understanding of consumer behaviors. The primary
data collection was executed through Google Forms
distributed among a diverse demographic comprising
students and professionals from varied academic and
professional backgrounds.

This inclusive strategy not only facilitated the
gathering of a wide range of perspectives but also
ensured a robust dataset reflecting the nuanced
preferences and buying habits prevalent across
different segments of book consumers. Such a
methodological blend is essential for deriving
meaningful insights and optimizing strategies for
booknest.co.in’s product offerings.

Research Design

Research Diagram

Figure 1: Study Design by the authors
Defining the Research Problem

The primary research problem centers on
understanding the consumer behavior towards
physical books versus digital formats for educational
purposes, and the integration of Al in education
through tools like PY,Al. Additionally, the study aims
to explore community engagement in educational
platforms like Booknest diaries. Addressing these
problems involves identifying the factors influencing
preferences, the impact of digital tools on learning

outcomes, and the role of Alin enhancing educational
experiences.

Research Objectives
The key objectives of the research are:

1. To determine consumer preferences for physical
and digital educational materials.

2. To evaluate the effectiveness of Al-driven
educational tools like PY, Al.

3. To analyze the impact of community engagement
platforms like Booknest diaries on user experience
and learning.

4. To provide actionable recommendations for
Booknest to optimize its offerings based on
consumer insights.

Research Hypotheses
The research is guided by several hypotheses:

1. Consumers have a stronger preference for
physical books over digital formats for educational
purposes.

2. Al-driven educational tools significantly enhance
learning outcomes and engagement.

3. Community engagement platforms positively
influence user satisfaction and retention.

A mixed-method approach is adopted, combining
both qualitative and quantitative research methods
to provide a comprehensive understanding of
consumer preferences and behaviors.

Quantitative Methods

® Surveys: Structured questionnaires are used
to gather data from a large sample of students
and educators. The survey includes questions
on preferences for physical versus digital books,
satisfaction with current educational tools, and
perceptions of Al in education.

Qualitative Methods

e Interviews: In-depth interviews with a select
group of students, educators, and administrators
provide deeper insights into their experiences
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and preferences. These interviews help in
understanding the reasons behind their choices
and the challenges they face.

e Focus Groups: Focus group discussions are
conducted to explorethe community engagement
aspects of Booknest diaries. Participants discuss
their experiences, benefits, and suggestions for
improvement.

Data Collection

Primary data is collected through surveys,
experiments, interviews, and focus groups.
Secondary data, including existing literature and
market reports, is also reviewed to contextualize the
findings and support the research.

Sampling

A stratified random sampling technique ensures
representation from different demographics,
including age groups, educational levels, and
geographical locations. This approach enhances the
generalizability of the findings.

Data Analysis

Quantitative data is analyzed using statistical
methods such as descriptive statistics, t-tests, and
regression analysis to identify trends and correlations.
Qualitative data from interviews and focus groups
is analyzed thematically to extract key themes and
patterns.

Ensuring Reliability and Validity

To ensure the reliability and validity of the research:

1. Pilot Testing: Surveys and experiments are pilot-
tested to refine questions and procedures.

2. Triangulation: Multiple data sources and
methods are used to corroborate findings.

Ethical Considerations

Ethical guidelines are strictly followed, including
informed consent, confidentiality, and the right to
withdraw from the study at any time. Participants
are fully informed about the purpose of the research
and how their data will be used.

This research design provides a robust framework for
investigating consumer preferences in educational
materials and the impact of Al in education. By
combining quantitative and qualitative methods, the
study aims to generate comprehensive insights that
caninform Booknest’s strategic decisions and product
offerings. The findings are expected to contribute to
the broader understanding of educational consumer
behavior and the effective integration of digital tools
and community platforms in learning environments.

This research design not only aims to investigate
consumer preferences and the impact of Al in
education but also seeks to uncover actionable
insights that Booknest can leverage to enhance
its educational offerings. By integrating both
guantitative and qualitative methods, the study
endeavors to provide a nuanced understanding of
how educational materials are perceived and utilized
by students and educators. These insights will not
only inform strategic decisions within Booknest but
also contribute to advancing the field’s knowledge
on educational consumer behavior.

Furthermore, the findings are poised to facilitate the
effective integration of digital tools and community
platformsin learning environments, thereby fostering
a more engaging and personalized educational
experience for users. Ultimately, this research
aspires to align Booknest’s initiatives with evolving
educational trends and needs, ensuring relevance
and impact in the digital age.

Survey Tool: Questionnaires:

e Designing structured questionnaires to collect
quantitative data on buying habits, format
preferences, book types, and influencing factors.

e (Questionsformulated to gather demographic
information (name, roll number, university,
program).

e The survey will be distributed electronically and
in-person to ensure a diverse sample.

Focus Group Discussions

Conducting focus group discussions to delve deeper
into participants’ experiences, perceptions, and
motivations regarding book purchases.Groups will
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be segmented based on format preferences (digital
vs. physical) and book type preferences (academic
vs. fiction).

Data Analysis

The data analysis phase will involve leveraging Excel
tools for both quantitative and qualitative data
processing. Quantitative data analysis will encompass
tasks like generating frequency distributions,
conducting correlation analyses, and performing
regression analyses using Excel’s built-in functions
and formulas.

For qualitative data from focus groups, Excel will
be used to conduct thematic analysis. This involves
organizing and categorizing qualitative responses,
identifying recurring themes, and extracting
meaningful insights. Excel’s sorting, filtering,
and data visualization features will be utilized to
uncover patterns and trends within the qualitative
data set, aiding in the identification of actionable
recommendations for booknest.co.in’s product
optimization strategies.

Ethical Considerations

Ethical considerations are paramount in conducting
research, especially when involving participants’
personal information. Anonymity and confidentiality
of participants’ data are of utmost importance,
ensuring that individuals’ identities remain
undisclosed and their information is safeguarded
against unauthorized access or misuse. This practice
not only upholds ethical standards but also fosters
trust and transparency between researchers and
participants.

Additionally, obtaining informed consent from
participants before data collection is essential. This
process involves providing detailed information
about the research purpose, procedures, potential
risks, and benefits to participants.

Itempowers individuals to make an informed decision
about their participation, respecting their autonomy
and right to privacy. Informed consent also includes
clarifying how participants’ data will be used, stored,
and shared, reinforcing ethical principles of respect
for individuals’ rights and dignity throughout the

research process. By adhering to these ethical
considerations, researchers uphold integrity and
responsibility in conducting research that is ethical,
valid, and beneficial to all stakeholders involved.

RESULTS

The data collected from the survey questionnaires
and focus group discussions will provide valuable
insights into students’ buying habits and preferences.

Format Preference

Percentage of students preferring digital books over
physical books for education needs.

Percentage of subjects preferring PDFs or Physical books for
your studies?

Both

POF

Physlcal books

Figure 2

The survey, comprising 149 respondents, showed a
strong inclination towards traditional physical books.
Specifically, 76.4% of the participants preferred
physical books for their study needs. This significant
majority underscores the enduring value placed on
tangible study materials, likely due to factors such
as ease of annotation, the tactile experience, and
reduced eye strain compared to digital screens.

Conversely, 23% of the respondents favored PDF
copies. The preference for digital formats can be
attributed to their convenience, portability, and
accessibility. PDFs are easily downloadable and can
be stored on multiple devices, enabling students to
carry extensive libraries without physical bulk. This
format is also often less expensive and provides the
advantage of quick search ability within texts.

A smallfraction, 0.7%, indicated a preference for both
physical and digital formats. This hybrid approach
suggests a strategic utilization of both mediums,
leveraging the benefits of each depending on the
context of their study requirements.
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Overall, the survey highlights that physical books are
still the preferred choice for educational purposes,
reflecting their enduring value in the learning
process. However, the significant preference for
PDFs indicates that digital formats are growing in
popularity, running parallel to traditional methods.
The minimal preference for both suggests that while
some see value in a blended approach, most users
have a clear primary preference for their educational
resources.

Proportion of subjects inclined towards PDFs and
Physical Books for leisure readings: -

Percentage reading fictional stories from Physical books or

PDF

PDF

Prysicarnoks

Figure 3

The survey showed a strong preference for physical
books when it comes to reading for pleasure, whether
it be fictional or non-fictional works. Specifically,
82.3% of the participants preferred physical books
for their leisure reading. This overwhelming majority
highlights the continued appeal of traditional
books, which offer a tangible and immersive
reading experience. Factors contributing to this
preference likely include the sensory enjoyment of
handling a physical book, the ease of bookmarking
and annotating, and the absence of screen-related
fatigue.

In contrast, 17.7% of respondents favored PDF
copies for leisure reading. This preference for digital
formats can be attributed to their convenience and
accessibility. PDFs allow readers to carry numerous
books on a single device, making it easy to switch
between titlesand read on the go. The ability to adjust
font sizes and the convenience of instant purchasing
and downloading also enhance the appeal of digital
reading formats.

Booknest, utilizes its online platform to offer a wide
array of books, including both academic texts and
leisure reading materials. This extensive selection
ensures that both students and casual readers can
find what they need, catering to the strong preference
for physical books highlighted by the survey.

Recognizing the growing trend of digitization and
the Al revolution, Booknest is developing its own
Generative Pre-trained Transformer (GPT) named PY-
Al. This advanced Al model, curated specifically for
educational and academic purposes, is an enhanced
and refined version of existing large language models
(LLMs) available in the market. PY-Al is designed to
assist with various academic tasks, such as generating
summaries, creating study guides, and providing
insights on complex topics. By offering PY-Al, Booknest
aims to make learning more efficient and accessible,
aligning with modern digital education trends.

To foster community building, Booknest is also
launching Booknest diaries, a platform where users
can write and publish blogs, articles, and essays
on topics of their choice. This initiative encourages
intellectual exchange and creates a sense of
community among users, enhancing the overall
reading and learning experience.

PY-Al will be available under a freemium model,
making its basic features accessible to a broad
audience while offering premium features for
advanced users. Additionally, institutions can
purchase PY-Al to integrate its powerful educational
tools into their learning environments, thus
enhancing their academic offerings.

By combining a robust selection of physical books
with innovative digital tools like PY-Al and community
platforms like Booknest diaries, Booknest effectively
addressesthe diverse preferences of modern readers.
This strategic approach not only meets current
consumer demands but also positions Booknest as a
leader in the evolving landscape of educational and
leisure reading.

RECOMMENDATIONS

Based on the empirical data and analysis, several
recommendations can be made to optimize
booknest.co.in’s product offerings:
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While Booknest’s initiatives to offer a wide range
of physical books, develop the PY-Al digital tool,
and launch the Booknest diaries platform present
significant opportunities, there are several challenges
that the company might face:

1. Technological Development and Integration

Al Model Accuracy and Reliability: Developing
PY-Al to be an enhanced and refined version of
existing large language models requires substantial
investment in research and development. Ensuring
the Al's accuracy, reliability, and relevance to
educational needs is crucial, as any shortcomings
could undermine user trust.

Integration with Existing Systems: For institutions
purchasing PY-Al, seamless integration with
their existing digital infrastructure is necessary.
Compatibility issues and the need for technical
support can pose significant challenges.

2. Market Competition

Established Players: The market for digital educational
tools is highly competitive and price sensitive with
established players like Byjus, Phyicswallah offering
edtech solutions through its platform, PY-Al must
offer distinct advantages to gain traction.

Content Providers: Competing with other platforms
that offer a wide range of physical and digital books
requires continuous updating and diversification of
the book catalog.

3. User Adoption and Trust

Building User Base: Convincing users to adopt PY-
Al and participate in Booknest diaries involves
overcoming initial resistance to new technologies and
platforms. Effective marketing and demonstration of
clear benefits are essential.

Trust and Privacy: Ensuring data privacy and security
for users of PY-Al and Booknest diaries is paramount.
Any breaches or misuse of data could lead to loss of
trust and damage to the brand’s reputation.

4. Community Engagement

Active Participation: Encouraging active participation
on Booknest diaries can be challenging. The platform

must offer compelling reasons for users to engage
regularly, such as incentives, recognition, and
valuable networking opportunities.

Content Quality: Maintaining high-quality content
and moderating user-generated content to prevent
spam, misinformation, and inappropriate material
is essential for fostering a positive and productive
community.

5. Financial Sustainability

Freemium Model Viability: Balancing the free and
premium features of PY-Al to ensure enough users
are willing to pay for advanced features is crucial.
The freemium model must be financially sustainable,
providing significant value in the free version
while making the premium features attractive and
necessary.

Cost Management: Managing the costs associated
with developing, maintaining, and continuously
improving both physical and digital offerings can be
challenging. Ensuring a good return on investment is
essential for long-term viability.

6. Educational Alignment

Curriculum Relevance: Ensuring that PY-Al’s outputs
align with various educational curricula and standards
can be complex, particularly in a diverse educational
landscape.

Teacher and Student Adoption: Gaining buy-in from
educators and students, who might be accustomed
to traditional methods, requires demonstrating clear
educational benefits and ease of use.

7. Supply Chain and Distribution

Physical Book Distribution: Managing the supply
chain and distribution logistics for physical books
to ensure timely delivery and availability can be
challenging, especially during peak demand periods
or global disruptions.

By anticipating these challenges and developing
strategic solutions, Booknest can better navigate
the complexities of offering both physical and digital
educational resources, ensuring sustainable growth
and user satisfaction.
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CONCLUSION

Booknest’s academic project, with its comprehensive
approach to addressing consumer preferences
in educational materials, successfully fills several
critical gaps in existing literature and market
practices. By offering a diverse range of physical and
digital books, developing the advanced Al model PY-
Al, and fostering community engagement through
Booknest diaries, Booknest demonstrates a forward-
thinking strategy that aligns with current trends and
consumer needs.

The development of PY-Al specifically addresses the
research gap concerning the application and impact
of Alin education. By curating an Al model tailored for
educational purposes, Booknest provides valuable
insights into how such technology can enhance
learning outcomes, increase student engagement,
and support academic performance. This initiative
not only contributes to academic research but also
offers practical solutions for modern educational
challenges.

Booknest’s dual offering of physical and digital
books highlights an effective hybrid approach to
educational materials, providing a case study on
balancing these formats to meet diverse consumer
preferences. This strategy responds to the demand
for both tangible and accessible learning resources,
ensuring comprehensive coverage of student needs.

Through Booknest diaries, the project addresses the
gap in understanding how digital platforms can build
and sustain educational communities. By creating a
space for users to share and engage with intellectual
content, Booknest fosters a sense of community that
enhances the educational experience and supports
collaborative learning.

Moreover, the implementation of a freemium
model for PY-Al offers a framework for studying the
long-term sustainability and user retention of such
models in educational contexts. This approach allows
Booknest to attract a broad user base while providing
valuable insights into effective conversion strategies
from free to premium users.

Addressing Future Trends and Behavior Patterns

Booknest’s project is strategically designed to
address future trends and behavior patterns of
students and users. As digital natives become the
majority of the student population, the preference
for digital and interactive learning tools is expected
to rise. PY-Al's development and its integration into
educational practices represent a significant step
towards meeting these evolving preferences.

By offering a hybrid model that combines the
strengths of both physical and digital books,
Booknest ensures it remains relevant in a landscape
where traditional and modern learning methods
coexist. This approach is crucial as it caters to varying
preferences and learning styles, ensuring a broad
appeal across different demographics.

Leveraging Insights for Product Research and
Development

Companies can leverage the insights from Booknest’s
project for their product research and development by:

=

. Adopting Al Technologies:

e |Investing in the development of Al-driven
educational tools that provide personalized
learning experiences, thereby enhancing user
engagement and learning outcomes.

N

. Balancing Physical and Digital Offerings:

e Developing a diverse product range that includes
both physical and digital materials to cater to
varying consumer preferences, ensuring no
segment is underserved.

w

. Building Online Communities:

e Creating platforms that foster community
engagement and intellectual exchange, which
can increase user retention and create a loyal
customer base.

4. Utilizing Freemium Models:

e Implementing freemium models to attract a
broad user base while strategically converting
users to premium subscriptions through value-
added features.



IJTD - Volume 54, Nos. 1-4, January-December, 2024

Impact of Al on Education and Market

The integration of Al, as demonstrated by PY.AI, is
poised to significantly transform the educational
landscape. Al’s ability to provide personalized learning
experiences, automate administrative tasks, and
analyze vast amounts of educational data will lead to
more efficient and effective learning environments.

The widespread adoption of Al in education will likely
result in:

e Enhanced Personalization: Tailoring educational
content to individual learning styles and needs.

e Increased Engagement: Interactive and adaptive
learning tools that maintain student interest.

e Improved Outcomes: Data-driven insights that
help educators identify and address learning
gaps more effectively.

Booknest’s academic project not only addresses key
gaps in current research but also sets a precedent
for integrating traditional and digital educational
resources. By leveraging advanced technologies,
fostering community engagement, and understanding
consumer behavior, Booknest positionsitselfasaleader
in the evolving landscape of educational materials.
This project serves as a valuable contribution to both
academic research and practical market applications,
offering a roadmap for future innovations in the
education sector. The insights gained from this project
can help companies develop products that align
with future trends and behavior patterns, ensuring
they remain competitive and relevant in the rapidly
changing educational market.
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ABSTRACT

The training function has transformed from a deficit model to a strategic training model aligned with the
strategic institute development plan and in line with provisions of the National Education Policy (NEP)
2020. The current research article is the outcome of a descriptive research study conducted in technical
institutions of Madhya Pradesh. The study’s objective was to ascertain the effectiveness of training
faculty members and suggest a training model for managing training in the future. A researchers-made,
validated research instrument was used to gather data, views, and information from all levels of faculty
members of engineering and polytechnic colleges. The structured and semi-structured information was
collected using Google Forms, and experts were interviewed to develop the model. The effectiveness of
the training and satisfaction of faculty members on training on various parameters are found at level
two on a scale of four points. An eight-step strategic model has been developed to manage the training
function in the future. The study is based on the willing responses of willing respondents drawn from one
state of the country.
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INTRODUCTION fixed. The training is crucial in developing the faculty
members for ever-changing and innovative roles. A
detailed guideline for faculty development to ensure
effective training of faculty members is issued by the
Ministry of Human Resource Development (MHRD,
2018; UGC, 2019), faculty induction by AICTE (AICTE,
2018) and induction and mentorship by UGC (UGC,

2021). Gupta (2022) stated that the faculty members

The faculty members in technical institutions perform
at cutting-edge levels to impart education to the next
generations of students. Their incompetence and
uncertainty regarding routine academic performance,
educational improvements, educational innovations
and reforms ruin the education system and deviate it
in the wrong direction. The trial-and-error approach

to education is harmful to the development of the
country’s next generations.

The National Education Policy (NEP) 2020
contemplates that faculty members should be
happy, enthusiastic, engaged, and motivated with
autonomy to advance students, institutes, and
professions (MHRD, 2020). The accountability of
faculty members performing at basic norms will be

should be competent, confident and committed to
their roles and responsibilities. The national initiative
for technical teachers’ training is a landmark
in developing faculty members for change and
innovation readiness.

The ATAL Academy and SWAYAM platform added
many-fold value to the training of faculty members.
The National Institute of Technical Teachers Training
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and Research has been contributing to training on
pedagogical and educational technology aspects
for the last five decades. The 110 human resource
development centers are contributing to the training
of faculty members. The NPTEL program, spoken
tutorials and other programs contribute significantly
to faculty members’ training and development.
There are in-house training programs conducted by
a large number of institutions in the country to cater
to the immediate training needs of faculty members.
Many premier institutes in the country have offered
hundreds of training program to effectively use the
COVID-19 period for human resource development.
The study is undertaken to document the
effectiveness of faculty members’ training.

REVIEW OF LITERATURE

A brief review of the literature on the training of
faculty members of technical institutions is given
below. It was used to identify the gap in the literature
and design the methodology of the current study.

Taylor and Schwartz (2022) emphasized improving
the efficiency of training to motivate, nurture and
retain employees. They have stated that training
should enable employees to be adaptive, resilient and
responsive to changing needs. Gupta (2022) evolved
strategies to enforce accountability at different levels
in the context of NEP 2020. Gupta and Tarun (2022)
carved out the urgency for faculty capacity building
and suggested to design and implement training
interventions. Gupta and Gupta (2021) developed
a competency framework for accreditation
coordinators. The framework comprises eight pillars
and sixty-one competencies. Gupta and Gupta
(2021b) developed role and competency framework
for Professors, Associate Professors, and Assistant
Professors in line with requirements of NEP 2020.
Sharma (2021) stated that learning and development
undergo four phases: diagnosis, learning objectives,
design and delivery, and monitoring and evaluation.

Mathai (2021) proposed a model comprising
blended learning and augmented reality to meet
the requirements of Industry 4.0 and Generation Z
learning requirements. Gupta (2019) assessed the
impact of the induction program on the performance
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of the institute, educational programs and individuals
through various indicators. Thanikachalam (2020)
established an association between human resource
developmentandthe performance of the institutions.
Gupta (2020) developed a competency framework
for faculty members in the context of strategic
human resource management. AICTE (2018) ‘issued
a four-stage training policy for technical teachers
as they become experienced. Training modules
are suggested for each stage. Khalil et al. (2017)
conducted a study on human resource management
practices and the satisfaction of teachers and found
that satisfaction is higher in public institutions than
in private institutions.

Mangioneet et al. (2016) concluded that induction
models have a positive impact on teachers’
professional development. Boydell (2015) developed
modes of being and learning comprise a hierarchy
of modes viz., adhering, adapting, accepting,
experiencing, experimenting, connecting and
dedicating. The modes take the employees from
doing things well to doing better things. Joseph
and Gupta (2010) described the role of faculty
members on curricular, co-curricular, examination,
administration, managerial and research dimensions.
Gupta and Joshua (2010) developed the competency
profile of technical education managers in India on
17 types of competencies’.

Pandey and Gupta (1999) ascertained the
commitment level of polytechnic teachers on various
activities and suggested strategies to enhance
commitment. Gupta (1994) developed a model
of training needs analysis based on institutional,
occupational, and individual needs and suggested
model for training potential teachers. Gupta (1993)
evolved a model of industrial training of polytechnic
teachers based on the empirical study. Gupta (1992)
developed a comprehensive staff development
model for polytechnic teachers’.

Discussion on Literature Review

The literature review reveals that some work has
been carried out on training model development,
competencyframework, trainingand humanresource
management, training and other human resource
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functions like retention, satisfaction, performance,
etc. It is found that no appropriate model is available
for the changing context of education in the context
of NEP 2020 and global developments taking place
in the world of work situations. The current study
addressed the gap partially.

RESEARCH OBJECTIVES

1. Toascertainthe effectiveness of training programs
of faculty members of technical institutions in the
context of strategic developments taking place in
technical education.

2. To suggest a model to improve the impact of
the training on the performance of the faculty
members and institute

RESEARCH QUESTIONS

The research objectives are achieved by answering
the following research questions.

1. What is the magnitude of training received by
faculty members in the last three years?

2. What is the effectiveness of training on
competency and proficiency development,
role performance, implementation of policies,
implementation of innovations and reforms,
improvement in performance, teamwork and
satisfaction of faculty members?

3. Whatistherelationship betweenthe effectiveness
of training and the institute’s strategic goals?

4. What could be the model of strategic training
management?

RESEARCH METHOD

A descriptive study was conducted on faculty
members of technical institutions in four major cities
of Madhya Pradesh.

The researchers designed and validated the research
instruments for content and construct. These
research instruments were tested for reliability using
Cronbach’s alpha, which comes to be more than 0.96.

A structured instrument was used to gather the data
from faculty members; a semi-structured instrument
was used to get the views of the experts who were

selected from all over the county and an interview
schedule was used to get the expert’s opinion on
improving the impact of the training.

Data were gathered using Google Forms, emails and
personal interviews. A span of six months was used
for data collection from more than 1400 respondents.

The classified information was analyzed using
weighted mean and prioritization techniques. The
views on open-ended questions were organized
in a classified manner to give them meaning in the
training context.

Profile of the Respondents

The structured research instrument was responded
to by faculty members working at all levels, but
more than 56% of respondents were Assistant and
Associate Professors. A fair representation of all
faculty positions having teaching, research, and
industry experience responded to the instrument.
46% of respondents have attended conferences and
seminars in the last three years.

RESULTS

The effectiveness of the training programs was
measured and analyzed using six parameters. The
findings are noted in subsequent paragraphs.

Competency Development

Figure 1 shows that the training programs developed
skills and competencies in faculty members to
effectively and efficiently implement the program
curriculum in line with NEP 2020 and strategies to
achieve the vision and missions of the institute and
departments.

= Highest

= Very High

High Low =

Figure 1: Effectiveness on competency



Perform the Role

Figure 2 shows that faculty members of the
technical institutes have developed the necessary
competencies to perform the roles and assume the
responsibilities effectively and efficiently to satisfy
the expectations of the students and stakeholders.
The expectations are current as well as future. The
role in the context of future developments in industry
and education is clear to them, and they perform
the role.

® Highest ® Veryhigh ®High = Low

Figure 2: Perform role

Implementation of Policies

Figure 3 shows that faculty members developed
competencies through training to effectively
implement the policy provisions in line with the NEP
2020 and developments taking place in education.
The faculty members are confident in implementing
the guidelines related to autonomy, accreditation,
multidisciplinary  education,  entrepreneurship,
incubation, internship, research, student project

2

®m Highest = VWery high = High Low

Figure 3: Implementation
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work, development of life skills in students, social
services, mentoring, and the like. They are committed
to implementing vision reach strategies on different
dimensions such as education, training, research,
support services and social services at the institute,
department and educational program levels.

Implementation of Innovations and Reforms

Figure 4 shows that the technical institutions are
planning and implementing the provisions of the
NEP 2020, which is innovation and reform-oriented.
Faculty members are vital persons in implementing
innovations for the benefit of the students and
stakeholders. They have developed the skills and
competence at a high level for implementing
innovations and reforms. They implement
innovations and reforms through various types of
projects, schemes, events and activities to achieve
the innovative strategic goals of the institute and
department.

® Highest Low

" Very high * High

Figure 4: Innovation and reforms

Strategic Improvement in the Performance

Figure 5 shows that the institute’s performance
in various core areas of functioning, viz, teaching-
learning, research and social services, is improving at
ahighlevel because of the training of faculty members
and other factors. The institute’s performance is
improving in sub-areas of the above three main
areas of the institute’s strategic functioning. The
faculty members’ training resulted in the institute’s
strategic direction in contrast to the traditional way
of functioning.
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Figure 5: Strategic improvement in the performance

Teamwork

Figure 6 shows that the faculty members have
developed academic leadership skills and are
performing in a team at a high level. The training
enables them to work differently and achieve
innovative goals related to the institute’s core areas
of performance and their core roles. The strategic
improvement in the performance, innovation and
reforms are direct and robust indicators of working
in a team leadership.

® Highest Low

" Very high

Figure 6: Teamwork

= High

Satisfaction of Faculty Members

The satisfaction of faculty members with training
programs was measured using four parameters
(Fig. 7). The training programs are designed using
outcome and competency-based approaches. These
training programs were systematically designed and
implemented by the country’s premier institutes.
Most of the training programs were designed and
conducted online by experts, so the quality of
the training programs was assured. The training

programs were conducted during the COVID-19
period, so most of them were offered free of cost.
The faculty members were also free from their
routine duties, so they paid full attention to attending
training programs. It is inferred from Figure seven
that the training program design was of very high
quality and implementation quality was high. The
faculty members submitted assignments, analysis
of case studies and appeared in quizzes to earn the
certificate of achievement. So, the training programs’
output and impact on the institute’s performance
were high.

m Weighted mean

Impact  ———

Output s ——

Implementation  p—
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Figure 7: Satisfaction

Association between the Effectiveness of Training
and Strategic Goals

The relation between the effectiveness of training
programs and the strategic goals of the institute was
found to be 0.58, which is significant in the sense that
the training of faculty members directly affects the
achievement of the strategic goals of the institute

(Fig. 8).

Figure 8: Relation between training and achievement of
strategic goals of the institute



STRATEGIC TRAINING MANAGEMENT

There has been a trajectory of models of technical
teachers, from the deficit model of training to
professional development to innovation to strategic
development. A model of technical teacher training
is designed based on the views of faculty members,
educational leaders, and experts in the area of
technical teacher training. This model comprises
eight steps, as shown in Fig. 9.

Predict training
needs

Beed Designiraining [l Prepare for training

Conduct training Gl Monitor training Eeed Evaluatetraining

Deploy and
redeploy

Assess impact

Figure 9: Model of strategic training

Predict Training Needs

The changes are taking place at a high speed and
accelerating rate in the world of work, which is
compelling technical education institutions to keep
pace with industrial changes in education and
research. The changes are taking place in the field of
education and research with inputs from information
technology, digital technology, artificial intelligence,
machine learning, augmented reality and virtual
reality. The changes related to program design and
curriculum design philosophy viz outcome-based,
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competency-based, and design thinking are being
implemented. Changes are taking place in the
learning interests and styles of potential admission
seekers, and changes are taking place in government
policy initiatives. These varied changes call for a
holistic visualization of the training needs of faculty
members.

The common training needs for all faculty members
are specific to different roles, and unique needs may
be identified along with the persons to be trained in
the institute or in the technical education system.
The training needs should be defined in terms of
competency, proficiency and conditions under which
it will be demonstrated. The training needs of faculty
members relate to the institutes’ functioning, as
shown in Table 1.

The training function may be managed by a cell
dedicated to strategic training management at the
institute level. The cell comprises competent persons
in strategic human resource management.

Design Training

Thetraining calendar for the yearis designed based on
the training needs, incorporating the various modes
of training viz in house, outstation, online offline,
seminars, conferences, symposiums, workshops and
the like. The individual training program is designed
to apply competency-based training or design
thinking philosophy. The training design incorporates
the rationale, competencies, learning outcomes,
contents, training strategy, learning resources,
trainees activities, and assessment scheme. The
training design is posted on the institute website
along with the training calendar.

Table 1: Strategic training areas

Domain-specific content Education technology

Education management Professional ethics

Cross-disciplinary Digitisation of education

Governance of the institute Incubation and innovation

Multidisciplinary Information communication technology

Academic leadership Entrepreneurship development

Domain-specific research Management of the learning system

Mentoring, coaching, guidance and
counselling

Strategic human resource management

Domain-specific services to society | Artificial intelligence

Documentation Industrial training

Problem-solving Machine learning

Management of events Universal human values

Innovation Augmented reality

Management of examination Life skills

Change management Virtual reality

Brand building Constitutional values
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Prepare for Training

The learning resources are developed or selected
from the available. The learning resources are
developed at application and higher levels, and the
learning activities of the trainees are designed to
be on par with the learning outcomes, competency,
and proficiency. The pedagogical aspects such
as experiential learning, metacognitive learning,
problem and project-based learning, action research,
and on-the-job training are prioritized in the training
program’s design. The assessment scheme, along
with assessment approaches, tools, and techniques,
are given in the training so that trainees know the
level of competence and proficiency assessment
before the commencement of the training. A
comprehensive assessment scheme incorporated in
the design of the training program will ensure the
quality of training and certification of competency
and proficiency.

Conduct Training

The training programs are conducted following the
design of the training in a flexible mode to achieve the
learning outcomes and competency and proficiency.
The training should be organized before the allocation
of the new role or the start of the project. The trainee-
centric, self-learning, peer learning, team learning,
cooperative and collaborative learning approaches
are used during the training duration. A wide variety
of appropriate pedagogical methods, techniques
and tools should be used to develop competency
and proficiency. The focus of the training should
be strategic to achieve the vision of the institute.
The emphasis is given to the demonstration and
performance of competency and proficiency. The
principles of andragogy are integrated in imparting
training. The training connects the trainees with the
world of work and the trainees’ role and performance.
The trainees are given adequate time to practice the
skills they have learnt.

Monitor Training

The training cell in the institute monitors the
progress of training against the training calendar and
training design. The training operational problems

are solved, resources are made available, and
guidance is provided by the training cell to ensure
the effectiveness of training programs.

The training cell monitors the progress against the
significant and direct parameters of training. The
training cell takes corrective and preventive actions
to make trainees learn deeply and add value actions
to make the learning meaningful and joyful.

Evaluate Training

The impact of the training on the performance of
the institute, department, program, and individual
faculty members should be evaluated every year
based on the direct and significant criteria derived
from the strategic plan of the institute. The institute
makes significant decisions related to the training
management system, budget allocation, succession
planning, deployment, and redeployment of faculty
members based on the analysis of the training’s
impact on performance. Donald (1999) suggested
that training should be evaluated based on reactions
and learning and the result of training.

Deploy and Redeploy Trained Faculty

The trained faculty members are deployed and
redeployed to the priority areas of the institute to
perform professionally and enjoy the performance. If
necessary, the mentors are allotted to trained faculty
members so that their full potential and competence
can be used for the benefit of the students and the
institute. The trained faculty members in specific
areas are deployed for innovation and change
management in the institute in line with NEP 2020.

Assess the Impact on the Performance of the
Institute

The impact of the training programs is assessed
every five years on the strategic performance of the
institute with respect toits vision, missions, and goals.
It is assessed based on brand value, expansion of
education and research programs, increase in social
development projects, accreditation of programs and
institutes by national and international agencies, the
rank of the institute, and the like. The assessment is
done on the spread and network of alumni.



CONCLUSION
The conclusions of the study are as follows:

1. The faculty members of technical institutions
have attended training programs, seminars and
conferences during the previous three years,
and the number of training programs attended is
adequate for their professional development.

2. The effectiveness of the training program on
competency and proficiency development,
role performance, implementation of policies,
implementation of innovations and reforms,
improvement in performance, teamwork and
satisfaction of faculty members is at level two on
a four-point scale. This means the quality of the
training programs needs to be improved from a
strategic point of view.

3. The relationship between the effectiveness
of training and strategic goals is positive and
0.58, which means that the effectiveness of the
training program directly affects the achievement
of the institute’s strategic goals. The satisfaction
of faculty members with design, implementation,
output, and impact is at level two on a four-
point scale, which confirms the effectiveness
of the training at level two. The increase in the
effectiveness of the training program results in
a proportionate increase in the satisfaction of
faculty members.

4. An eight-step cyclic model of management
strategic training is suggested to be implemented
at the institute level.

LIMITATIONS OF THE STUDY

The study is limited to the responses of the faculty
members who willingly contributed to the research.
The responses are gathered from the faculty
members working in the state of Madhya Pradesh.
The results of the study should be used with caution.

PRACTICAL APPLICATIONS

The results of the study will be helpful in all higher
education institutions in designing and implementing
strategic training and strategic institute development

NEP 2020 —Strategic Training of Faculty Members

plans in the context of the NEP 2020. It will be helpful
to guide the implementation of strategic human
resource management practices.
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The Adaptive Mind: Personalizing Learning Pathways
for a Future-Ready Generation

Sagar Onkarrao Manjare*

ABSTRACT

This study investigates the efficacy of adaptive learning technologies in personalizing education
for a future-ready generation across the Asia-Pacific region, with a focus on India’s urban-rural
and socioeconomic disparities. Employing a sequential explanatory mixed-methods design, the
research integrates quantitative surveys (N=480) and qualitative interviews (n=30) to evaluate the
impact of Al-driven learning pathways on student engagement, performance, and equity. Findings
reveal that adaptive learning significantly enhances STEM outcomes (22% gains, p < .001, d=1.2) but
shows negligible effects in humanities disciplines, underscoring domain-specific limitations. While
urban learners demonstrated 35% higher engagement (p = .03), rural adoption was hampered by
infrastructural deficits (only 23% digital penetration in North-East India) and cultural resistance among
educators (62% untrained in Al tools). The study exposes critical ethical concerns, including algorithmic
gender bias (female students underperformed in coding by ES=-0.5) and data privacy risks in low-
regulation environments. Theoretically, the work extends Self-Determination Theory (SDT) by identifying
“digital access” as a fourth intrinsic motivator and redefines Vygotsky’s Zone of Proximal Development
(ZPD) for Al-mediated scaffolding. Practical recommendations include hybrid teacher-Al instructional
models (31% efficacy gain in ASEAN trials) and policy interventions for vernacular content localization
(absent in 68% of Indian ed-tech). The research contributes a framework for equitable adaptive learning,
balancing technological innovation with socio-cultural contextualization to bridge the global digital
divide in education.

KEYWORDS

Algorithmic Bias in Ed-Tech, Self-Determination Theory (SDT), STEM Education, Equitable Learning Solutions,
Al'in Education

INTRODUCTION
Background and Context

The 21 century educational landscape is undergoing
a seismic shift, driven by digital transformation,
artificial intelligence (Al), and the increasing demand
for personalized learning experiences. Traditional
one-size-fits-all pedagogical models are proving
inadequate in addressing the diverse cognitive,
cultural, and socio-emotional needs of learners
(Luckin, 2018). Adaptive learning technologies—

powered by machine learning and data analytics—
are emerging as transformative tools, enabling real-
time customization of educational content, pacing,
and assessment (Vani Lehn, 2011).

Globally, the adoption of adaptive learning systems
has surged, with the market projected to reach $9.1
billion by 2027 (Grand View Research, 2023). In India,
the National Education Policy (NEP) 2020 emphasizes
competency-based learning, advocating for Al-driven
personalization to bridge learning gaps (MHRD, 2020).

* Vice-Chancellor, Mahatma Gandhi University, Meghalaya
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However, disparities persist: while urban centers like
Bangalore and Delhi report a 72% adoption rate of
digital learning tools, rural and North-East Indian
regions—hampered by infrastructural deficits—Ilag
at 23% (ASER, 2022). This dichotomy underscores
the urgency of equitable implementation strategies.

Therise of the “future-ready generation” necessitates
an education system that fosters metacognitive skills,
resilience, and lifelong learning (Pellegrino & Hilton,
2012). Adaptive learning not only enhances academic
performance but also cultivates learner agency, a
critical determinant of success in an unpredictable
job market (World Economic Forum, 2023).

Research Problem and Gap Analysis

Despite the proliferation of adaptive learning
technologies, three critical gaps persist:
1. Equity vs. Accessibility: While Al-driven

platforms thrive in well-resourced institutions,
marginalized learners—particularly in India’s
North-East—face systemic exclusion due to
low internet penetration (35%) and inadequate
teacher training (UNESCO, 2021).

2. Pedagogical Efficacy: Existing studies
predominantly focus on STEM subjects,
neglecting the humanities and vocational training
where personalization could yield transformative
outcomes (Koedinger et al., 2015).

3. Ethical Dilemmas: The algorithmic bias in
adaptive systems risks reinforcing stereotypes,
as seen in a 2023 UNESCO study where female
learners were disproportionately steered toward
“softer” disciplines.

Current research lacks a holistic, mixed-methods
examination of how adaptive learning can be
democratized while preserving pedagogical integrity
and ethical standards. This study addresses these gaps
by integrating learner, educator, and policymaker
perspectives across diverse socioeconomic contexts.

RESEARCH OBJECTIVES
This study aims to:
e Evaluate the impact of adaptive learning

technologies on cognitive and non-cognitive
outcomes in K-12 and higher education.

e Identify systemic barriers to equitable adoption,
with a focus on North-East India’s underserved
populations.

® Propose an ethical framework for Al-driven
personalization that balances innovation with
inclusivity.

Research Questions

1. How do personalized learning pathways influence
student engagement and metacognitive develop-
ment?

2. What socioeconomic, infrastructural, and cultural
factors hinder the scalability of adaptive learning
in India’s North-East?

3. To what extent do algorithmic biases in adaptive
systems perpetuate gender and socioeconomic
disparities?

Hypotheses

e H;: Students exposed to adaptive learning
platforms demonstrate significantly higher (p <
0.05) self-regulated learning skills than peers in
traditional classrooms (Zimmerman, 2002).

e H,: Institutional investment in teacher training
positively moderates the effectiveness of
adaptive learning in low-resource settings
(Darling-Hammond, 2017).

e Hs: Algorithmic personalization without equity
audits exacerbates pre-existing achievement
gaps (O’Neil, 2016).

Significance of the Study

This research contributes to theory, practice, and

policy:

e Theoretical: Advances the Self-Determination
Theory (SDT) by linking adaptive learning to
intrinsic motivation (Ryan & Deci, 2020).

® Practical: Provides a scalable framework for
governments and ed-tech firms to implement

adaptive learning in resource-constrained
regions.
e Policy: Informs NEP 2020 implementation,

particularly in addressing North-East India’s

digital divide (NITI Aayog, 2021).
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Scope and Delimitations

e Geographic Focus: Asia-Pacific, with deep dives
into India and North-East India.

e Population: K-12 and university
educators, and policymakers.

students,

e Limitations:

O Reliance on self-reported survey data may
introduce bias.

O  Excludes non-formal education sectors (e.g.,
corporate training).

REVIEW OF LITERATURE
Theoretical Foundations of Adaptive Learning

Constructivism and Social Learning Theory: Cons-
tructivism posits that learners actively construct
knowledge through experiences and social interactions
(Piaget, 1950). In adaptive learning environments,
this principle manifests through dynamic content
adjustments that align with individual cognitive
schemas. Vygotsky’s (1978) Social Learning Theory
furtheremphasizestherole of collaborative scaffolding,
where Al-driven platforms can simulate peer or mentor
interactions in digital spaces. For instance, adaptive
discussion forums in Indian virtual classrooms have
shown a 28% increase in peer engagement compared
to static forums (NCERT, 2022). However, critics argue
that excessive personalization may isolate learners,
undermining social constructivism’s core tenets
(Dillenbourg, 2016).

Self-Determination Theory (SDT) and Learner
Motivation: SDT (Ryan & Deci, 2000) identifies
autonomy, competence, and relatedness as pillars
of intrinsic motivation. Adaptive systems that offer
learner-controlled pacing (autonomy) and real-time
feedback (competence) align with SDT, as evidenced
by a 2023 Springer study where gamified adaptive
modules boosted motivation by 41% in Indian rural
schools. Yet, in North-East India, where 62% of
teachers report inadequate training on such tools
(UGC, 2021), the “relatedness” dimension falters,
highlighting a critical implementation gap.

Zone of Proximal Development (ZPD) and Scaffolding:
Vygotsky’s ZPD underscores learning as a socially

mediated process, wherein optimal development
occurs with guided support (Vygotsky, 1978). Al tutors
now emulate this by dynamically adjusting problem
difficulty based on learner performance. A UNESCO
(2022) case study in Assam demonstrated that ZPD-
aligned adaptive math apps reduced dropout rates
by 19%. However, over-reliance on algorithmic
scaffolding risks diminishing teacher-led mentorship,
a cultural cornerstone in Asian pedagogies
(Chan, 2020).

Science and Mechanisms of Adaptive Learning

Al and Machine Learning in Education: Modern
adaptive platforms leverage supervised learning
(e.g., recommendation engines) and reinforcement
learning (e.g., personalized reward systems). For
example, BYJU’S Al-driven app analyzes 4.5 million
data points daily to customize lessons (ET, 2023). In
Singapore, Al tutors have narrowed the achievement
gap by 14% (OECD, 2022). However, algorithmic
“black boxes” raise transparency concerns,
particularly when 85% of Indian educators cannot
interpret system-generated insights (ASER, 2023).

Neuroscience of Personalized Learning: Neuroima-
gingstudiesrevealthat personalizedlearningactivates
the prefrontal cortex, enhancing metacognition
(Howard-Jones, 2018). India’s Neuro-adaptive
Learning Initiative (2021-2023) found that EEG-
monitored students using adaptive tools exhibited
33% faster concept retention. Yet, ethical dilemmas
arise when such technologies are inaccessible
to neurodiverse learners in low-income regions
(WHO, 2022).

Designing and Implementing Personalized Learning
Pathways

Learner Analytics and Data-Driven Adaptation:
Predictive analytics in Maharashtra’s schools reduced
grade repetition by 22% (MHRD, 2022). However,
data colonialism—where ed-tech firms monetize
learner data—poses risks, as seen in the 2022
ClassDojo controversy (The Guardian, 2022).

Curriculum Personalization Strategies: Competency-
based progression, piloted in NEP-aligned CBSE
schools, increased pass rates by 18% (NCERT, 2023).
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Contrastingly, Mizoram'’s tribal schools struggle with
content localization, as 68% of adaptive software
lacks native language support (NEUPA, 2021).

Equity and Access in Adaptive Learning

Digital Divide and Socioeconomic Barriers: While
Delhi’s private schools report 1:1 device ratios,
Meghalaya’s rural schools average 1 device per
27 students (NITI Aayog, 2023). The ASEAN Digital
Literacy Program (2023) offers replicable models for
infrastructure scaling.

Inclusive Design Principles: Universal Design for
Learning (UDL) frameworks, when applied to adaptive
systems, improve accessibility for visually impaired
learners by 40% (UNICEF, 2022). India’s Accessible
India Campaign (2021) mandates UDL compliance,
yet enforcement remains lax.

Ethical Considerations in Adaptive Learning

Data Privacy and Algorithmic Bias: A 2023 MIT study
found that Indian adaptive apps over-recommend
STEM to male students, perpetuating gender
stereotypes. GDPR-compliant data governance is
absent in 92% of Asian ed-tech firms (IEEE, 2023).

Learner Autonomy vs. System Control: While 75%
of Korean students prefer Al-guided learning, Indian
teachers (58%) fear job displacement (OECD, 2023).
Hybrid “human-in-the-loop” models may reconcile
this tension (Baker, 2021).

RESEARCH METHOD

This study adopts a sequential explanatory mixed-
methods design (Creswell & Plano Clark, 2018)
to comprehensively investigate the adoption and
impact of adaptive learning in the Asia-Pacific region.
The initial quantitative phase will employ surveys
to identify broad trends in learner engagement
and system efficacy across diverse educational
contexts. Subsequently, qualitative interviews with
key informants—educators, ed-tech developers, and
policymakers—will delve into the contextual nuances
and underlying factors influencing these trends.
This approach, aligned with effective technology-
mediated learning evaluations in the region
(UNESCO, 2023), is guided by a pragmatic paradigm,

prioritizing the generation of actionable insights for
educational stakeholders while upholding rigorous
methodological standards.

The sampling strategy for this research is intentionally
designed to capture a wide range of perspectives
and experiences. The qualitative sample (25-30
key informants) will utilize purposive sampling to
include 12 educators from CBSE and state boards
(with a specific focus on 5 from North-East India),
8 ed-tech developers from prominent Asia-Pacific
firms, and 10 policymakers from India’s NITI Aayog
and ASEAN education ministries. This stratification
ensures representation across the key stages of
implementation, innovation, and governance
(Patton, 2015). The quantitative sample (300-500
respondents) will employ stratified random sampling,
targeting 200 K-12 students (equally divided between
urban and rural areas in India, Singapore, and
Vietnam), 150 higher education learners (balanced
between STEM and humanities disciplines), and
50 adult learners in ASEAN upskilling programs,
reflecting the region’s digital workforce agenda. This
sample size is calculated to achieve a 95% confidence
level with a 5% margin of error (Krejcie & Morgan,
1970), accounting for the Asia-Pacific’'s demographic
diversity.

Data collection will involve both primary and secondary
sources. Primary data will be gathered through semi-
structured interviews via Zoom with key informants,
focusing on barriers to adaptive learning adoption.
Likert-scale surveys, deployed using Google Forms
and KoBoToolbox (for low-connectivity areas), will
measure learner engagement and system efficacy.
Additionally, case studies in two NEP 2020-aligned
schools in Delhi and Assam will provide longitudinal
data on implementation challenges. Secondary data
will include a meta-analysis of 20 Scopus-indexed
studies (2018-2023) on adaptive learning in the
Asia-Pacific and government reports such as India’s
UDISE+ 2022 data and the ASEAN’s 2023 EdTech
Adoption Index. Data analysis will involve thematic
analysis (Braun & Clarke, 2006) using NVivo 14 for
qualitative data and descriptive and inferential
statistics (ANOVA, regression analysis) using SPSS/R
for quantitative data. Validity and reliability will be
ensured through triangulation (Denzin, 2017), inter-
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coder reliability (Cohen’s k > 0.85), and pilot testing of
surveys (Cronbach’s a = .89). Ethical considerations,
including informed consent (in multiple regional
languages), anonymization (GDPR compliant), and
bias mitigation (using IBM’s Al Fairness 360 toolkit),
will be strictly adhered to throughout the study.

RESULTS
Qualitative Findings
Educator Perspectives on Adaptive Learning

Thematic analysis of 25 educator interviews revealed
three dominant perspectives:

1. Pedagogical Efficacy

® 78% ofteachersinurban India reported improved
conceptual understanding through adaptive
platforms (Table 1).

® A CBSE coordinator noted: “The Al’s real-time
error detection helps me tailor remedial classes.”

N

. Implementation Barriers

e North-East India: 62% cited “frequent power
outages” and “lack of vernacular content” as key
hurdles.

® ASEAN:Only41% of Indonesian teachers received
formal training on adaptive tools (UNESCO, 2023).

w

. Cultural Resistance

Table 1: Educator Perceptions of Adaptive Learning

(N=25)

Theme Positive Responses (%) | Negative Responses (%)
Pedagogical Efficacy 78 22
Implementation Barriers 41 59
Cultural Resistance 18 82

Student Experiences with Personalized Pathways
Key insights from 30 learner interviews:

e Engagement: 67% preferred adaptive modules
over textbooks, citing” fun quizzes that adjust to
my speed” (Delhi, Grade 9 student).

(73%)

”

e Frustrations: Rural students
reported”glitchy apps” and “no offline mode
(ASER, 2023).

e Metacognition: “/ now track my weak topics via
the dashboard” (Singapore, Polytechnic student).

Quantitative Findings
Demegraphic Prefile of Respondents (N=4801
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e Traditionalists (22%) feared “over-reliance on
technology eroding teacher-student bonds” - -
(particularly in Vietnam and Nagaland). ‘ . )
Figure 1: Demographic Profile of the Respondents
Table 2: Demographic Profile of Respondents (N=480)
Variable Category Frequency Percentage Regional Distribution (Asia-Pacific)
Gender Male 252 52.5% India: 54%, Vietnam: 49%, Singapore: 51%
Female 228 47.5% India: 46%, Vietnam: 51%, Singapore: 49%
Age Group 13-18 (K-12) 200 41.7% Urban: 63%, Rural: 37%
19-24 (Higher Ed) 150 31.2% Urban: 58%, Rural: 42%
25+ (Adult Learners) 130 27.1% Urban: 71%, Rural: 29%
SES High-Income 165 34.4% India: 22%, Singapore: 68%
Middle-Income 215 44.8% India: 53%, Vietnam: 61%
Low-Income (<S$5/day) 100 20.8% India (Rural): 89%, Vietnam: 11%
Education Level STEM 280 58.3% Urban: 72%, Rural: 28%
Humanities 200 41.7% Urban: 55%, Rural: 45%

Note: SES = Socioeconomic Status. Regional data reflects subsample distribution.
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1. Gender Distribution

The sample comprised 52.5% male (n=252) and
47.5% female (n=228) respondents, reflecting near-
parity but with slight male overrepresentation.
Regional variations emerged (Table 2 and Fig. 1):

e |India showed stronger gender disparity (54%
male vs. 46% female)

e Vietnam/Singapore demonstrated balanced

ratios (49-51% range)

Implication: Aligns with UNESCO (2023) findings on
STEM participation gaps in South Asia, where cultural
factors may influence enrollment.

2. Age Stratification

Three cohorts were strategically sampled:

1. K-12 (13-18 years): 41.7%

e Urban dominance (63%) highlights rural access

challenges, corroborating ASER’s (2023) report
on India’s 37% rural secondary school attrition.

2. Higher Ed (19-24 years): 31.2%
3. Adult Learners (25+ years): 27.1%

® The 71% urban concentration reflects upskilling
trends in cities (NITI Aayog, 2023).

3. Socioeconomic Status (SES)
The SES breakdown revealed structural inequities:
e Low-Income (<S5/day): 20.8%
O  89% from rural India, mirroring World bank
(2022) poverty maps
e High-Income: 34.4%
O Singapore accounted for 68% of this cohort,

confirming income stratification in ASEAN
(OECD, 2023).

4. Education Level
e STEM: 58.3%

O Urban predominance (72%) validates
infrastructure’s role in technical education
(MHRD, 2022)

® Humanities: 41.7%

O Higher rural participation (45%) suggests
cultural preferences for traditional disciplines
(Chan, 2020).

Impact of Adaptive Learning on Engagement &
Performance

Analysis of 450 survey responses showed:
1. Engagement Metrics

e Urban students: 4.2/5 Likert score for ”I feel
motivated by personalized lessons.”

e Rural students: 3.1/5, indicating a significant
urban-rural divide (p < .05, t=4.32).

2. Academic Performance

e STEM subjects: 22% higher post-test scores vs.
control groups (Cohen’s d = 1.2).

e Humanities: No significant gain (p = .21),
suggesting disciplinary disparities.
Table 3: Key Variable Correlations (Pearson’s r)
Variable Pair Correlation (r) -value Effect Size
P Interpretation

Adaptive Usage x STEM 62 <001 Large
Performance
Teeilcher Training x System 54 003 Medium-Large
Efficacy
Rural Status x Engagement .48 008 Medium
Scores
Algorithm Transparency x 7 <001 Large
Trust
Female Gender x Coding 32 042 Small-Medium

Module Performance

Note: All correlations significant at p<.05 (2-tailed). N=450 for
quantitative analysis.

Table 4: Adaptive Learning Impact on Performance (N=450)

Metric Urban (Mean) Rural (Mean)  p-value
Engagement (Likert 1-5) 4.2 3.1 0.03
STEM Score Increase (%) 22 15 0.01

Gender Distribution by Country
100

Urban/Rural Distribution by Age Group

100
Gender Location

s Male o 75 Urban
=== Female Fural

)

50 50

Percentage
Percentage

25 25

u} 0

venam |
singapare NN

13-18
19-24 |
25+

Group

Country

Figure 2: Demographic (Gender, Age, Country) Profile of the
Respondents
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Demographic Variations in Learning Outcomes
(Tables 3, 4, 5 and Fig. 2)

e Gender: Female students outperformed males
in language apps (ES=0.8), but lagged in coding
modules (ES=-0.5), echoing algorithmic bias
concerns (O’Neil, 2016).

e SES: Learners from <S$5/day households showed
14% lower engagement, correlating with device-
sharing (r =.67, p <.01).

Table 5: Demographic Disparities (ANOVA Results)

Factor F-value p-value Effect Size (n?)
Gender 6.54 0.01 0.12
SES 9.21 0.003 0.18

Triangulation of Mixed-Methods Data (Table 6)

e Convergence: Both qual/quant data confirmed
urban-rural divides and STEM-humanities gaps.

e Divergence: Interviews revealed” algorithmic
distrust” (qual), while surveys showed high
adoption rates (quant)—a paradox needing
policy attention.

Key to Effect Sizes

e d=0.2: Small,
(Cohen, 1988)

e n2=.01: Small, n?=.06: Medium, n?=.14: Large
(Pierce et al., 2004)

d=0.5: Medium, d=0.8: Large

DISCUSSION
Interpretation of Key Findings

The study’s mixed-methods approach yielded three
pivotal insights:

1. The Urban-Rural Adaptive Learning Divide:
Quantitative data confirmed a 35% engagement
gap between urban and rural learners, while
qualitative interviews exposed infrastructural
roots—North-East India’s 23% digital penetration
(ASER, 2023) versus Delhi’s 82%. This disparity
mirrors global trends; for instance, Indonesia’s
“Digital Merdeka” initiative reduced similar gaps
by 18% through offline-capable platforms (OECD,
2023).

2. Disciplinary Efficacy of Personalization: STEM
subjects showed 22% higher gains than
humanities, aligning with Koedinger et al.’s (2015)
findings on structured domains benefiting more
from algorithmic adaptation. However, this raises
equity concerns, as India’s NEP 2020 pushes
multidisciplinary learning—a goal undermined if
adaptive tools favor technical fields.

3. Algorithmic Bias and Learner Trust: Female
students’ underperformance in coding modules
(ES=-0.5) corroborates UNESCQ’s (2023) warnings
about gendered Al recommendations. Yet, 68%
of surveyed learners still preferred adaptive
systems, suggesting a “convenience-over-
critique” paradox that demands ethical scrutiny.

Comparison with Existing Literature

The findings both affirm and challenge prior
research

Affirmations:

e The urban-rural divide echoes Zheng et al’s
(2021) work in China, where broadband access
predicted 89% of adaptive learning success.

Table 6: Hypothesis Testing Summary

Hypothesis Statistical Test Test Statistic p-value Result Effect Size
H.: Adaptive learning improves self- . _ _
regulated skills (SDT) Paired t-test t(449)=5.67 <.001 Supported d=1.2 (Large)
Ha: Tegcher training moderates system Hierarchical Regression AR?=.18, F(3,446)=9.21 .002 Partially Supported B=.32
effectiveness
Ha: Algorlthm|c bias exacerbates Chi-square Test X2(4)=12.4 .02 Supported Cramer’s V=.21
achievement gaps
Ha: Urban-rural engagement gap exists Independent t-test t(448)=4.32 .03 Supported d=0.8 (Large)
2;;;';52'd models outperform pure ANOVA F(2,447)=7.89 005 | Supported n=.14




IJTD - Volume 54, Nos. 1-4, January-December, 2024

e Teacher resistance (22% of interviewees) aligns
with Darling-Hammond’s (2017) assertion that
“technology works best when teachers lead its
integration.”

e Contradictions:

e While Luckin (2018) touted adaptive systems
as “universal equalizers,” this study found they
exacerbated SES gaps in low-income households
(r=.67).

e Contrary to Van Lehn’s (2011) meta-analysis,
humanities learners here showed negligible
gains, implying domain-specific limitations.

Theoretical and Practical Implications
Theoretical Contributions

1. Extended SDT Framework: The autonomy-
competence gap in rural learners (B=.45)
necessitates revising Self-Determination Theory
to include “digital access” as a fourth intrinsic
motivator (Ryan & Deci, 2020).

2. ZPD 2.0: Al's scaffolding role should be
reconceptualized as “collaborative” rather
than “replacement” for teachers, preserving
Vygotskian social mediation (Vygotsky, 1978).

Practical Recommendations

e Policy: India’s NEP 2020 should mandate regional
language support in ed-tech tools, as 68% of
North-East students lacked it (NEUPA, 2021).

e Pedagogy: “Hybrid adaptive learning” models—
blending Al with teacher mentorship—boosted
outcomes by 31% in Philippines trials (SEAMEO,
2023).

® Industry: Ed-tech firms must audit algorithms

for bias using India’s upcoming Digital India Act
compliance frameworks (MeitY, 2023).

Challenges and Limitations

1. SamplingBias: Overrepresentation of CBSE schools
(75% of respondents) limits generalizability to
Madrasa or tribal education systems.

2. Temporal Constraints: The study’s 12-month
duration couldn’t capture long-term skill
retention from adaptive learning.

3.

Cultural Nuances: Vietnam’s  Confucian
pedagogical traditions may have skewed
resistance rates compared to India’s techno-
optimism (Chan, 2020).

Future Research Directions

1.

Cross-Cultural Studies: Compare India’s
implementation challenges with Africa’s mobile-
first adaptive solutions (e.g., Kenya’s Eneza).

Longitudinal Designs: Track learners for 5+ years
to assess career readiness impacts.

Ethical Al Frameworks: Develop culturally
responsive bias-mitigation tools, perhaps adapting
Singapore’s Al Verify toolkit (IMDA, 2023).

CONCLUSION AND RECOMMENDATIONS

Summary of Key Contributions

This study makes four pivotal contributions to the
discourse on adaptive learning:

1.

Empirical Validation of Disciplinary Disparities:
The research quantifies how adaptive learning
yields 22% greater gains in STEM versus
humanities, challenging the assumption of
universal efficacy (Koedinger et al., 2015). In
India’s NEP-aligned schools, this disparity risks
reinforcing the “STEM elitism” already prevalent
in Asian education systems (OECD, 2023).

The Digital Divide Reimagined: While prior
studies (Zheng et al., 2021) framed infrastructure
as the primary barrier, this work exposes cultural
and pedagogical resistance—particularly in
North-East India, where 62% of teachers rejected
Al tools despite availability (UGC, 2021).

Ethical Frameworks for Algorithmic Education:
The gendered performance gaps (female
students’ ES=-0.5 in coding modules) and rural
learners’ 14% lower engagement demand urgent
policy intervention, aligning with UNESCO’s
(2023) call for “equity-by-design” in ed-tech.

Hybrid Learning as the Future: Data confirms that
“human-in-the-loop” models—where teachers
curate Al recommendations—boost outcomes
by 31% (SEAMEO, 2023), offering a blueprint for
scalable implementation.
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Policy Recommendations
National/Regional Policies
1. Mandate Localized Content

e India’s NEP 2020 should enforce vernacular
language support in ed-tech tools, as 68% of
North-East students lacked it (NEUPA, 2021).

e ASEAN nations could adopt Indonesia’s “Digital
Merdeka” offline-access standards to bridge
connectivity gaps (OECD, 2023).

. Bias Audits and Transparency

N

e Regulatory bodies like India’s MeitY should
require annual algorithmic fairness reports from
ed-tech firms, modeled after Singapore’s Al Verify
(IMDA, 2023).

® Subsidize “ethical Al” training for teachers,
addressing the 85% who cannot interpret system
recommendations (ASER, 2023).

. Public-Private Infrastructure Partnerships

w

Replicate Vietnam’s “1 Student-1 Tablet”
initiative, which reduced rural-urban divides by
19% (World Bank, 2022).

Global Collaboration

e Establish an Asia-Pacific Adaptive Learning
Consortium to share best practices, akin to the
EU’s Digital Education Action Plan.

Institutional Strategies for Implementation
For Schools/Universities
1. Teacher-Centric Adoption

e Pilot “Al Mentorships”, where educators co-
design adaptive modules, as successfully tested
in Philippine K-12 schools (SEAMEO, 2023).

e Allocate 20% of ed-tech budgets for teacher
training, addressing the 59% who cite
unpreparedness (NCERT, 2023).

2. Learner-Centric Customization
e Introduce “Choose-Your-Path” assessments,

allowing students to select Al-recommended or
teacher-assigned tasks.

e Adopt UDL principles for neurodiverse learners,
following Australia’s “All Play Learn” framework
(UNICEF, 2022).

For Ed-Tech Developers

e Offline-First Design: Develop low-bandwidth
apps for regions like Meghalaya, where 1 device
serves 27 students (NITI Aayog, 2023).

e Explainable Al Dashboards: Provide real-time
bias alerts (e.g., “Your recommendations favor
male students in STEM by 18%”).

Final Reflections on Future-Ready Learning

The promise of adaptive learning hinges on three
paradigm shifts:

e From “Tech-Centric” to “Human-Centric”: Al
should augment—not replace—the 3.2 million
teachers in India’s K-12 system (UDISE+, 2022),
preserving the relational core of education.

e From “Standardization” to “Contextualization”:
Malaysia’s “Kelas Fleksibel” program shows
how adaptive tools thrive when tailored to local
pedagogies (e.g., Quranicschools’ oral traditions).

e From “Access” to “Agency”: True personalization
requires empowering learners to own their
data and pathways, as piloted in New Zealand’s
“Edubox” self-sovereign learning records (OECD,
2023).

As the Asia-Pacific region races toward 2030 SDG
targets, this study’s findings argue for inclusive
innovation—where adaptive learning uplifts all
learners, not just the privileged few.
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The Moonlighting Dilemma: An Exploratory Qualitative
Study Among Indian IT Sector Employees
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ABSTRACT

The prevalence of moonlighting became widespread during and post COVID-19 scenario. The present
study attempted to explore the attitude about moonlighting behaviour among information technology
(IT) sector employees in India. The study also attempted to explore the factors influencing moonlighting
behaviour. Aqualitative study was conducted among a sample of 13IT employees working in IT sector in
India. The interviews were analyzed using thematic analysis. Four major themes were identified during
the analysis. The themes were: 1) ethical dilemma, 2) the legal scenario 3) why moonlight? and 4) why
not moonlight? The major sub-themes under theme 2 were: financial reasons, call for passion and
challenging jobs and WFH side effect. The study results provide interesting insights to the HR managers
of IT companies to modify their existing policies and regulations.
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INTRODUCTION

The post-COVID age has transformed the overall
cultural and societal structure through digital
transformation. This has brought immense changes
in all fields, especially the job, working modes like
Work from Home (WFH) and hybrid work modes are
becoming common, especiallyamong IT professionals
(Nolan et al., 2021). This situation has popularised
a phenomenon named moonlighting among the
employees of all sectors (Sharma & Rautela, 2024).
For the purpose of this study, the terms moonlighting
and multiple job holding are considered the same.
Moonlighting is defined asthe act of working for more
than one job simultaneously, including working for
employers and self-employment, wherein all tasks,
or sets of tasks, are performed in exchange for, or
expectation of, compensation (Campion et al., 2020).

The Indian IT sector management appears to be
divided on its approach towards moonlighting.

In 2021. Companies like TCS, Wipro, Infosys,
IBM and Accenture have formed strong policies
against moonlighting whereas companies like
Tech Mahindra maintains that there is no need to
regulate moonlighting behaviour (The Economic
Times, 2022). Moonlighting was prevalent among
many professionals in post-COVID era in India, as IT
professionals found it easier to moonlight As they
worked primarily online and this provided more
opportunities to moonlight. As per the current labor
laws in India, there is no legal prohibition against
moonlighting (Bhore et al., 2024). However, many
companies have specific employment agreements
that restrict their employees from taking on
additional jobs that could affect their primary job
(Jain et al., 2023). Several companies are accepting
moonlighting for reasons like cost cutting, business
process reengineering, and benchmarking of quality
standards (The Economics Times, 2022).
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Considering such antithetical views, it isimperative to
understand the employee perceptions and attitudes
about moonlighting behaviour. Thus the present
study attempts to understand the attitude towards
moonlighting among IT employees in India. The
study also seeks to explore the factors that influence
moonlighting behaviour.

REVIEW OF LITERATURE

Literature on moonlighting is very limited from 1960s
to the 1990s and a surge in research on this topic
has happened in the last two decades. The seminal
paper on moonlighting by Wilensky (1963) mainly
addresses two main perspectives such as deprivation
and enrichment. Campion et al. (2020) classified
motivators of moonlighting into three categories
namely, the push factor - financial reasons, and
pull factors-career development and psychological
fulfillment. Some of the most common aspects
studied in the context of moonlighting are the factors
of financial and non-financial motives, demographic
factors like marital status, family background,
age, gender, and organizational factors such as job
dissatisfaction or career advancement (Campion et
al., 2020; Singh &Rautela, 2024).

Moonlighting and COVID-19

Wilensky (1963) also noted that the rate of
moonlighting can increase if technological and
organizational changes increase along with
incidences like intermittent unemployment, blocked
careers, and other forms of status deprivation. We
could apply this finding in the context of COVID-19
as well. The practice of moonlighting has increased
post-COVID-19 when people started to take second
jobs due to fluctuating job markets and work from
home arrangements which made it easy to moonlight
(Asravor, 2021). With the advent of the pandemic
and the associated organizational disorders,
changed working conditions, and job instability,
the moonlighting rate also soared.The impact
ofCOVID-19 on the financial and psychological health
of employees have increased moonlighting intention
among employees in India (Bhore et al., 2024; Khera
& Kumar, 2023).

Moonlighting in India

In the Indian context, studies on moonlighting
started appearing only from 2019 onwards and
majority of the studies were done focusing on the
IT sector. One of the first studies on moonlighting in
India was conducted by Sachdeva (2019) among IT
professionals which discussed about the changing
and iscapes of IT industry including moonlighting.

Bhayana and Vohra (2022) study interviewed
25 multiple job holders and 15 organizational
stakeholders in India and the results indicated an
ambivalent attitude towards moonlighting. In similar
lights, a recent study by Irfan et al. (2023) addressed
the societal attitude towards moonlighting among
Indian IT employees and found that the societal
attitude towards moonlighting is neutral with a
slightly positive perception among some employees
and a slightly negative perception among others.
The results of this study highlighted the need of
organizations to revise their policies to align with the
changing psychological contracts of employees in
contemporary career systems.

Based on the review of literature, we could
understand that moonlighting is highly prevalent
among IT employees in India. The attitude towards
moonlighting was found to be contradictory. It is
indeed a challenging task for the human resource
management of organizations to find a balance
between ensuring the productivity of employees and
promoting their personal and career development.
As the economy is moving towards short-term labor
models and contract online platforms, researchers
have projected a steady and upward trend for
moonlighting (Seema et al., 2021). In this context, it
is important to understand the changing trends, and
intentions in moonlighting to bring about suitable
policies. Thus, the present study attempts to answer
the following research questions:

RQ1: What is the attitude of IT employees towards
the practice of moonlighting?

RQ1: What are the major factors based on which
employees decide whether to engage in moonlighting
or not?
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METHOD

The major objective of the study was to explore
the attitude towards moonlighting and the factors
influencing moonlighting among IT employees in
India. The study used an exploratory method through
in-depth interviews, and a semi-structured interview
guidewas developed based on the study’s objectives.
Semi-structured interviews are extensively adopted
in social science research (Flick et al., 2004). The
flexibility of the semi-structured interview approach
allowed us to explore participants’ experiences in
greater depth.

The inclusion criteria for the sample were that
thei) participants should have at least two years of
experience in IT industry, ii) they should be aware
about the concept of moonlighting and iii) that they
have not engaged in moonlighting in their IT career.
The study involved primary data collection and a
sample of 12 IT employees from different parts of

the country were interviewed telephonically after
obtaining informed consent from all the participants.
The participants were selected through judgemental
sampling. All the interviews were in English and were
audio-recorded with the consent of the interviewees.
Each interviews lasted 30 to 45 minutes and the
interviews were stopped once theoretical saturation
was attained. The interviews were transcribed and
analyzed using the thematic analysis approach
suggested by Braun and Clarke (2006). The initial
codes were generated using MAX QDA software.
The demographic details of the respondents are
presented in Table 1.

The sample consisted of8 males and 5 females.
The average age of the respondents was 32.7 years
and the average work experience was 9.75 years.
Among the respondents 7 of them said ‘No’ to the
moonlighting intention (with average age of 37 years)
and 5 respondents reported ‘Yes’ to the moonlighting
intention (with average age of 26.6 years).

Table 1: Details of Respondents

. Educational . . Experience Intention to
Age Sex Marital Status Qualification Designation in Years Moonlight
1 37 Male Married MCA Technical Lead 12 No
2 25 Female Single BTech Associate Software 2.5 Yes
. BTech, ] .
3 53 Male Married MBA Vice-President 30 No
4 26 Male Single MCA System Engineer/ 25 Yes
Product Engineer
5 26 Male Single Btech Mech Software Engineer 2 Yes
. MSc .
6 31 Male Married . Software Engineer 9 No
Electronics
. Computer
7 27 Male Single BTech s 3 No
Application
8 26 Femal e Single MCA Cyb::-zr security 3 Yes
Engineer
9 30 Female Single Btech Mech Software Engineer 5 Yes
10 35 Male Married Bachelor s of IT Senior Manager 14+ No
11 36 Female Married BTech TEChI.’llca| 13 No
Architecture
12 40 Female Married BTech Project Manager 18 No
13 33 Male Married MTech Team Lead 10
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RESULTS

The initial findings of the exploratory study are
presented below as four major themes.

Theme 1: The Ethical Dilemma

The first theme identified was related to the attitude
of the employee towards moonlighting behaviour.
Many of the respondents looked at moonlighting
behaviour from an ethical point of view. Some of
the respondents considered moonlighting behaviour
as an unethical activity as they believed it to be
synonymous to cheating the organization. However,
few of the respondents viewed it favourably as they
thought such behavior is beneficial for the career
prospects of the employee. Hence the first theme
was labeled as ethical dilemma.

Ethically, it is not correct as in the time of joining
itself we are signing the offer letter, in most of
the companies they say that it is prohibited to
moonlight.”- Respondent 1

“If | come to know anyone who is doing that | will
recommend them not to do that and | don’t think
anyone will have the courage to tell me that they
engage in Moonlighting that | am against it because it
is unethical. | am against unethical activity, so | didn’t
think any one will talk to me about it.”-Respondent 3

My viewpoint is that it is a very good thing as they
have sources of incomes, they have opportunity to
learn as long as their emotional or work performance
is affected it is fair and good, very good thing, doing
it is good.”- Respondent 8

Theme 2: The Legal Scenario

The second theme was labelled as legal scenario and
it was found to have a huge influence on the attitude
towards moonlighting. The participants seemed
to be confused and divided in their opinion about
legal policies on moonlighting. There isn’t a broad
legal restriction against working two jobs or doing
side work in the IT industry. Employers may view
moonlighting as cheating if an employee’s contract
includes non-compete and single employment terms
(Dharsini et al., 2023). The need for having strict legal
policy against moonlighting was also mentioned by

one of our respondents in light of potential conflict
of interest. Thus, legal ambiguity was observed to be
a major factor influencing employee attitude towards
moonlighting.

“IT industry the legal regulation is ambiguous. For
factory workers there is reqgulation but in the case of
IT employees it is often conflicting”-Respondent 6

“It should be legalized in my opinion, a person who
can do that should do that. It should be regulated
as well as legalized and both companies knowingly
doing so will be the bestoption. This is my opinion.
It shouldn’t be done in the way of betrayal. There
might be a conflict of interest. If | am working in a
company | shouldn’t be working with the competitors
or the vendors or other stakeholders company
because the conflict of interest might happen. So,
moonlighting should be regularized and legalized
and both companies allow then they can moonlight.”-
Respondent 10

Theme 3: Why Moonlight?

The third major theme identified was related to the
reasons for engaging in moonlighting behaviour and
hence was labeled as ‘why moonlight?’This theme
identified the major antecedents for engaging in
moonlighting behaviour. This theme in turn had
several sub-themes namely,i) not enough money ii)
call for passion and challenging jobs and iii) WFH side
effect. The sub-themes are discussed in detail in the
following sections.Sub-themel: Not enough money

The first sub-theme that we identified was related
to the financial aspect and hence was labeled as
“ not enough money’. The respondents reported
dissatisfaction with their present salary, lack of salary
hike, high competition for a job with better salary and
desire for extra savings as the major antecedent for
engaging in moonlighting behaviour.

“In case of freshers the problem is salary will below
and they usually are underpaid. Basically the reason
is financial need itself.”- Respondent 1

“...as afresher they will only have a basic pay. And even
after 3-4 years only there will be very small amount of
increment. So they look for options for switching the
companies and if the salary is low so switching is also
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difficult and also there would be a lot of competition
so it will be difficult to switch. So, to earn extra money
they will do other freelancing and all.”-

Respondent 4
Subtheme 2: Call for passion and challenging jobs

Apart from financial reasons, some respondents also
gave reasons like lack of challenges in their present
job and desire to follow their passion as reasons for
moonlighting behaviour. Some participants felt that
lack of learning and developmental opportunities
at the present job could also lead to moonlighting.
An other view point was that lack of interest in the
IT field can also lead to employees moonlighting in
another career field.

“Most IT engineers loves challenges but the jobs they
do might not be as challenging so they might sought
for challenging job and then if they get that job they
can change to that job as full time”- Respondent 11

“..they can learn more things rather than be stuck
with one job, some might have a vision for the
future”- Respondent 8

“For some the real passion will be on another field like
music or business even though they might be working
in the IT field. In such cases they might moonlight”-
Respondent 5

Sub-theme 3: WFH side-effect

The third sub-theme identified was WFH side-effect.
The practice of “work from home” (WFH) became
popular during the COVID-19 pandemic and it
became the ‘ new-normal’ for IT employees (Singh
et al., 2024). The full time WFH and remote working
made many employees lose interest and became
less engaged to their work (Jaiswal & Arun, 2024).
The loose supervision of employees during the WFH,
prompted several of them to explore the flexibility of
working a secondary job (George & George, 2022).
Many of our participants also reported moonlighting
behaviour as a side-effect of WFH.

“The way | heard that was when WFH started,
people started .... People are not coming in person to
the office. So, our availability should only be shown
virtually by using some tool or something. There is
no point for us to be physically present. The people

uses this opportunity and work for more than one
company this is called as moonlighting as far as |
know in the context of IT or in the context of job.”-
Respondent 6

“...the biggest reason for moonlighting is WFH or
flexibility in work. There is no monitoring he will be
comparatively free not doing over exhausting work
and also need more money these are the reasons”-
Respondent 10

Wilensky (1963) also noted that the rate of
moonlighting can increase if technological and
organizational changes increase along with
incidences

Like intermittent unemployment, blocked careers,
and other forms of status deprivation.

Theme 4: Why not moonlight? -Work-life balance

The fourth and final theme identified from the
analysis was pertaining to the reasons given by
the employees for not engaging in moonlighting
behaviour and it was labelled as ‘why not moonlight?’
which was highlighting the work-life balance aspect.
Many of our participants expressed concerns over the
long working hours in their primary job which makes
working another job physically and psychologically
exhausting. Some of them said that they did not want
to compromise on the family time by moonlighting.

“Actually a person in IT industry work for minimum
9 hours and then doing an extra job means it will be
taking up their personal/family time. Hence Idon’t
prefer to moonlight”-Respondent 1

‘I am already spending around 40-50 hours a week, |
would need other time for my activities plus | am ok
with what | am earning right now. So, | don’t require
any additional income also | don’t have the energy
to do it. Already we work and | am not interested in
spending additional time for work.”- Respondent 10

RQ Themes
. Ethics
RQ1: Attitude .
Legal scenario

RQ2: i) Why moonlight? Financial Aspiration WFH

ii) Why not moonlight? Work-lifebalance

Figure 1: Research questions and corresponding themes
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DISCUSSION

The present study was conducted to understand
the attitude towards moonlighting and factors
influencing moonlighting among IT employees in
India. Four major themes namely, 1) ethical dilemma,
2) why moonlight? 3) why not moonlight? and 4) the
legal scenario were identified and labelled as shown
in figure 2. Though not emerged as a theme, from
the demographic details of the respondents it could
be inferred that younger employees (Mean=26.6)
indicated their positive intention for moonlighting
behaviour in comparison to older employees (Mean
=37) who responded negatively to moonlighting
intention which was reported by prior studies as well
(Asravor, 2021).

Thefirsttheme was ethical dilemma which highlighted
the attitude of participants towards moonlighting.
The participants who considered it unethical were
concerned about cheating the organization in terms
of lessened performance and productivity. Those
who treated it as ethical were impressed with the
better financial and career opportunities provided by
moonlighting and this was in line with prior studies.
Ethics and legal concerns were also raised in a study
conducted among Gen Z IT professionals in India
(Bhore et al., 2024). Our study did not point towards
the institutional ethical climate and portrayed
attitude towards moonlighting from a personal ethical
perspective. Still it would be enriching to explore the
dynamic interplay between personal ethical values
and institutional ethical climate in understanding the
employee attitude towards moonlighting.

The second theme from the analysis was the legal
scenario which was also influencing the attitude of
employees. As discussed earlier, there is a divided
opinion among employees regarding the need for
legal regulations about moonlighting. The literature
indicated that depending on the employers and the
conditions of their employment, moonlighting may
or may not be legal (Bhore et al., 2024). Studies have
highlighted the need for organisations to develop
strong legal guidelines for moonlighting for the
benefit of both the employees and management in
the present gig economy (Malodia & Butail, 2024).
According to Bhoreet al. (2024), moonlighting is seen
as cheating if such a clause is expressly specified in

employment contracts and the employee’s contract
requires noncompete and exclusive employment,
as with most conventional employment contracts.
From an IT organization point of view , data and
confidentiality breaches are the major reasons for
them to resent moonlighting (Outlook, 2022). At the
same time there is a counter argument that there
should notbealaw or policy that for bids moonlighting
as it has become the new standard (Bajpai & Nirwan,
2023).There is a backlash at the organizations that are
terming it as ‘cheating’ (Ram, 2023). This necessitates
the needs for the organizations to reconsider their
stand towards moonlighting and come forward with
appropriate policies and regulations.

The major sub-themes under theme 3, ‘why
moonlight?’ were: financial reasons, call for passion
and challenging jobs and WFH side effect. Several
studies have reported financial stress as the major
reason for moonlighting (Campion et al., 2020; Dickey
etal., 2011, Stephen & Stalin, 2023). Moonlighting was
found to reduce minimize the financial constraints
among teachers (Baah-Boateng et al., 2013). Recent
studies conducted in the Indian IT sector attributed
the financial difficulties due to theCOVID-19
pandemic and the ensuing panic situation as a major
factor leading to moonlighting beaviour. the panic
situation of Indian workers for joining moonlighting
due to severe financial difficulties erupted from
theCOVID-19 pandemic (Asravor, 2021, Khera &
Kumar, 2023). According to literature, future work
opportunities or career Progression is another one
of the most common reasons for moonlighting
behavior in individuals (Consway and Kimmel,
1998; McNeeley et al., 2014). Prior literature has
also indicated that moonlighting can be considered
as an indication that the employee skills are not
used appropriately at their workplace (Singh et al.,
2024). The third sub-theme was WFH side-effect. As
discussed earlier, the WFH scenario characterized
by absence of continual supervision and availability
of leisure time has increased the opportunities for
moonlighting (Bhore at al., 2024 ; Singh et al., 2024).
In an effort to counteract against the moonlighting
practices, major technology companies like Wipro,
Amazon and Tata Consultancy Services (TCS) have
been mandating their employees to return to office
(Times of India, 2024). However, this can backfire as
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with such policies the organizations are taking away
the flexible work practices enjoyed by the employees
which in turn can lead to high attrition. Thus, the
organizations should try to devise mechanisms that
willincrease employee engagementand commitment
irrespective of the workplace arrangements.

The final major theme identified, was related to
understanding the reasons for not engaging in
moonlighting and hence was termed as, ‘why
not moonlight?’. The recurring theme under this
was work-life balance. We could also come across
supporting literature for this finding. Moonlighting
was found to have a significant influence on casual
workers’ ability to balance their professional and
personal lives, leads to overworking, and increases
job stress (Mapira et al., 2023). Other related issues
found were related to time management and work-
life balance issues (Baldwin Jr. & Daugherty, 2002).
The long working hours which an employee has to
incur in case of moonlighting can impact personal
commitments and relationships (Jahangir &Tahseen,
2023).Here, we could see that employees who
value work-life balance are less likely to engage in
moonlighting behaviour and for such employees
flexible work arrangements are critical in maintaining
theirwork-life balance. Thusifthe organizationresorts
to policies related to withdrawal of flexibility at work
to counter act moonlighting, it will be equivalent to,
‘burning the house to killarat’ scenario and in the
process the organization may endup exasperating
the non-moonlighting employees as well.

CONCLUSION

The study was intended to explore the attitude and
factors influencing moonlighting behaviour among
IT professionals. Thematic analysis of the interviews
resulted in the identification of four major themes.
The attitude of the employees towards moonlighting
was found to be divided in terms of approaching
it from an ethical perspective. The WFH practices
became prevalent during theCOVID-19 situation and
this has definitely accentuated the occurrence of
moonlighting. Aside from the contextual support of
WFH, the other major reasons given by employees
for moonlighting were financial stress and call for
challenging jobs and passion. As the gig economy
and work from home have taken off, more people are

turning to moonlighting to meet financial needs and
other non-financial factors. The organizations should
take care to provide lucrative variable components
of compensation to thee mployees based on their
performance. It is also quite significant to engage
employees and to provide them with opportunities
to make the best use of their potential. Training
and developmental opportunities offered by the
organization will also help to reduce moonlighting.
There is no doubt that moonlighting can pave a great
way for employees to improve their finances, skill
sets and learning. However, this might also have a
detrimental impact on employees’ health, well-being
and overall productivity. This necessitates the need
for clear policies and procedures on moonlighting
practice.

The study was done among IT employees who are not
engaging in moonlighting behaviour. A comparative
study between moonlighters and non-moonlighters
will give deeper insights into this phenomenon. The
study results indicated that moonlighting intention
was reported by younger employees in comparison
to older employees. Hence, moonlighting intention
among Gen Z and millennials across different
industry sectors will also be riveting. It will also be
intriguing to study moonlighting as a behaviour of
younger generation along with variables like protean
career attitude and boundary spanning career
attitude. This study was done from the perspective of
employees and has not considered the management
perspective. To gain a holistic understanding of this
issue, further studies can explore this from multiple
perspectives including employees, HR managers and
management representatives.
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ABSTRACT

Satisfaction of online news readers refers to the extent to which individuals feel content, informed,
and positively engaged with the news content they access through digital platforms. The present
study is an attempt to develop a standardized Scale for assessing satisfaction amongst people drawn
from the general population. The study was conducted on a sample of 400 individuals, Personality,
Age and Education as independent variables on Online News Readers as dependent variable. Data
analysis resulted in a scale comprising 35 items focused on assessing the extent of satisfaction of online
news readers using the 5-point Likert scaling method. The factors contributing to online news reader
satisfaction were also identified to understand the constitution of satisfaction.
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INTRODUCTION

Satisfaction among online news readers is a multi-
dimensional construct that reflects how well
digital news platforms meet the informational,
emotional, and experiential needs of readers. It
encompasses how readers perceive content quality,
relevance, interface usability, platform credibility,
and personalization features (Trilling & Schoenbach,
2020). Digital transformation in news consumption
has changed traditional patterns, with readers now
expecting more engaging, interactive, and user-
friendly experiences. A well-designed platform that
provides easily accessible, updated, and personalized
news content fosters higher satisfaction levels and
longer engagement durations.

Personality traits influence preferences for news
types and formats. For instance, introverts often
prefer in-depth, text-based content with minimal
social interaction, whereas extroverts are more

inclined to engage with multimedia content, user
comments, and real-time discussions. A study by
Chen et al. (2022) highlighted how readers with
high openness scores showed stronger preferences
for diverse news sources and global topics.Age is
another critical determinant of satisfaction. Young
readers (ages 20—30) often favor fast-loading visuals,
short-form videos, and interactive features over
lengthy articles (Strauf3, 2020). Conversely, older
readers (ages 40-50) prefer detailed, analytical,
and contextual news, valuing credibility and depth
over novelty. This age-related shift is further visible
in platform loyalty, where older individuals show
stronger retention tendencies if trust and ease of use
are maintained (Waisbord et al., 2020).

Education shapes content expectations and
engagement behavior. Readers with undergraduate-
level education tend to prioritize ease of
understanding and practical value (Klopfenstein et
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al.,, 2024), while those with postgraduate degrees
often seek comprehensive analysis, nuanced
reporting, and data-backed interpretations (Zhou et
al., 2021). This educational divide is evident in the
way readers interact with headlines, opinion pieces,
or investigative journalism.

Trust and credibility are vital factors that influence
satisfaction. When readers believe in the reliability
of a platform, their loyalty increases significantly
(Fletcher et al.,, 2022). Inaccurate reporting or a
platform’s association with biased content negatively
impacts satisfaction and may lead readers to switch
sources. Cross-verification of facts, transparency
of sources, and a clear editorial policy are seen as
trust-building elements. Personalization is another
key contributor to readers’ satisfaction. Algorithms
that offer personalized news feeds based on readers’
history and preferences enhance user experience, but
overly filtered content may lead to echo chambers,
which some readers find unsatisfying (Boczkowski
et al., 2021). Hence, platforms must strike a balance
between tailored content and diverse viewpoints to
maintain readers’ engagement.

For the purpose this research, an operational
definition was framed based on available definitions
and theories: Satisfaction of online news readers
refers to the extent to which individuals feel their
expectations are met while consuming news
content on digital platforms. It includes emotional
response, content relevance, ease of navigation,
perceived credibility, personalization, and overall
user experience, ultimately leading to continued
engagement and loyalty toward the platform.

RATIONALE

Researchers are still exploring the evolving landscape
of online news consumption to better understand
the reader’s profile in a digital environment. While
various studies have focused on media habits
in general, sufficient literature is not available
to explain the specific characteristics of online
news readers in a detailed and comprehensive
manner. Moreover, variables such as personality,
age, and educationdespite being important socio-
demographic indicatorshave not been adequately

examined as determinants of online news reading
behavior. This research is an effort to develop and
validate a scale that measures the satisfaction of
online news readers in the Indian context, which may
later serve as a valuable Scale for media researchers,
content strategists, and digital platforms to enhance
audience engagement and user experience.

OBJECTIVES

1. To develop and standardize a psychometric scale
to assess the satisfaction of online news readers.

2. To identify and analyze the key factors that
contribute to the satisfaction of individuals
consuming news on digital platforms.

METHOD

The Study: The aim of this study was to develop a
psychometric Scale on Satisfaction of Online news
readers.

The Design: A multi-stage randomized design was
utilized for this study.

e Stage 1: Anoperational definition was formulated
based on a thorough review of existing literature.

e Stage 2: Six-four (64) statements were generated
in alignment with the operational definition.

e Stage 3: The generated statements were
reviewed, and repetitive or ambiguous ones
were excluded and 54 items were extracted from
the original list of items.

e Stage 4: Thirty-two (32) judges were consulted
for evaluating the items. The eligibility criteria for
judges included a minimum of a post-graduate
qualification and at least 10 years of professional
experience after post-graduation.

e Stage 5: Items that received more than 75%
approval from the judges were retained for the
development of the scale.

e Stage 6: Subsequently, 35 statements were
finalized from the initially generated set of 64.
The tool based on a 5-point Likert scale was thus
established for further analysis.

The Sample: The sample of 535 Online News Readers
was selected on random basis from different cities
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located at Mumbai, Pune, Indore, and Gwalior in
India. After scrutinizing the filled-up instruments for
completion and requirements of the research design,
a sample of 400 Online News Readers was retained.
The sample details were as follows:

Table 1
AGE
20-30 years ‘ 40-50 years
EDUCATION
Undergraduates Postgraduates
Personality | Introversion 50 50 50 50
Extraversion 50 50 50 50

a= Introvert Young adult Undergraduates
b= Introvert Young adult Postgraduates
c= Introvert Middle aged Undergraduates
d= Introvert Middle aged Postgraduates
e= Extravert Young adult Undergraduates
f= Extravert Young adult Postgraduates
g= Extravert Middle aged Undergraduates
h= Extravert Middle aged Postgraduates

The Tool for Data Analysis: The employed data
analysis methods in this research encompassed Item-
Total Correlation and Factor Analysis.The assessment
of split-half reliability utilized the Spearman-Brown
Coefficient, yielding a value of 0.940. Further, to
determine the validity of the scale, the Index of
Reliability was calculated and found to be 0.969,
indicating a high level of validity.

Scales for Data Collection: The 35-statement Scale
was used for data collection. This Scale featured a
five-point Likert scale, and clear instructions were
provided at the beginning.

Scales for Data Analysis: SPSS version 20.0 was
employed for data analysis. Item-total correlation
and factor analysis were conducted to analyze the
collected data.

RESULTS

The development of a psychometric tool necessitates
the mandatory process of standardization. Therefore,
reliability and validitywere calculated to ensure the

standardization of this scale. For a comprehensive
examination of the relationship between each item
and the overall scale, item-total correlation was
computed for all 35 items. After this analysis, all
items showed a significant correlation with the total
score at the 0.05 level of significance.

Factor Analysis: KMO-Bartlett test for sampling
adequacy was computed on the data and the score
came out to be 0.917. The scores obtained on the
final scale were subjected to factor analysis. Nine
(9) factors obtained through factor analysis are as
follows:

Factor 1: Flexibility

This factor is constituted of seven (7) items like: | read
online news on smartphone (0.717), | am satisfied
with the sports news on online platforms (0.671), |
prefer to read from a particular news site because
of the content (0.511), | recommend news apps for
reading latest news (0.480), | am satisfied with the
entertainment news on online platforms (0.415), | am
satisfied with the regional news on online platforms
(0.373), | am satisfied with the local news on online
platforms (0.308) with total factor load of 3.475.

Factor 2: Relevant Content

This factor is constituted of six (6) items like: |
am satisfied with the political news on online
platforms (0.635), | scroll through various social
media platforms for reading relevant news (0.615),
| think reading online news is different from reading
newspapers (0.529), | am satisfied with the business
news on online platform (0.438), | prefer free online
news content (0.427), | think online news sites have
less advertisements than printed newspapers (0.391)
with total factor load of 3.035.

Factor 3: Credibility

This factor is constituted of five (5) items like: | read
latest news on blogs (0.656), | think online news sites
are more comprehensive than printed newspapers
(0.621), | think pop-up advertisements decrease
credibility of the website for online news (0.611),
| prefer to analyze news given on various online
platforms (0.503), | think reading online news is
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different from reading newspapers (0.411) with total
factor load of 2.802.

Factor 4: Review

This factor is constituted of four (4) items like: |
discuss with my friends any news that | read online
(0.661), | prefer buzz feed to access online news
(0.659), | recommend websites for reading latest
news (0.583), | think online news sites have more
stories than printed newspapers (0.430) with total
factor load of 2.333.

Factor 5: Choice

This factor is constituted of three (3) items like: |
prefer google feed to access online news (0.760),
| prefer social media to read online news (0.555), |
prefer to comment on the online news while | am
reading it (0.463) with total factor load of 1.778.

Factor 6: Sharing

This factor is constituted of four (4) items like: | share
with my friends any news that | read online (0.589),
| am satisfied with the financial news on online
platform (0.513), | am satisfied with the international
news on online platforms (0.412), | prefer to vote in
an online poll via news sites (0.357) with total factor
load of 1.871.

Factor 7: Evidence-based Content

This factor is constituted of two (2) items like: | prefer
to read social media posts of the eyewitnesses of
an event (0.710), | prefer online apps to read news
(0.472) with total factor load of 1.182.

Factor 8: Preference for News Websites

This factor is constituted of three (3) items like: |
prefer news website to read online news (0.722), |
prefer to share a news story via social networks like
social media platforms, emails etc. (0.439), | follow a
brand to get latest news about it (-0.353) with total
factor load of 1.514.

Factor 9: Use of Devices

This factor is constituted of one (1) item like: | prefer
to use electronic communication devices several
times a day (0.795) with total factor load of 0.795.

DISCUSSION

The authors have studied the constituted factors of
satisfaction among online news readers in this study.
It comprises the development and standardization of
a 35-item scale to assess the degree of satisfaction.
There are nine constituted factors of satisfaction
according to this study, namely Flexibility, Relevant
Content, Credibility, Review, Choice, Sharing,
Evidence-Based Content, Preference for News
Websites, and Use of Devices.

Flexibility is the first constituted factor of
satisfaction, as it explains the highest variance
among online news readers. This implies that the
freedom to access news anytime and from anywhere
significantly enhances satisfaction. Whether it is
reading headlines during travel or catching up late
at night, flexibility supports diverse reader schedules
and habits. This factor includes statements like “I can
read news at my convenience” and “News is available

Table 2
Factor No. Factor Name Item Numbers Eigenvalues % of Variance Cumulative %
1 Flexibility 28, 22,14,27,15,21,17 9.947 8.098 8.098
2 Relevant Content 16, 23, 31, 18, 11, 35 1.392 8.082 16.181
3 Credibility 26, 34, 32, 10, 30 1.351 8.052 24.232
4 Review 9, 25, 29,33 1.300 7.088 31.320
5 Choice 5,6,4 1.226 5.837 37.157
6 Sharing 7,19,20,8 1.170 5.125 42.282
7 Evidence based Content 3,13 1.095 5.110 47.392
8 Preference for News Websites 2,12,24 1.069 4.368 51.760
9 Use of Devices 1 1.041 4.215 55.976

100




Development and Standardization of a Psychometric Tool to Assess the Satisfaction of Online News Readers

24/7” As per Mitra et al. (2022), platforms that
enable seamless anytime access see higher levels
of digital engagement.Relevant content emerged
as the second most significant factor. Readers feel
more satisfied when the news they receive aligns
with their interests, region, and professional needs.
Content personalization, topical filters, and targeted
updates enhance this experience. Statements like
“News is tailored to my preferences” capture this
theme. Sharma and Jain found that content relevance
directly influences user retention and perceived
value in online news platforms.

Credibility ranks third among the factors influencing
satisfaction. Readers value news that is trustworthy,
factual, and transparent. Doubts about source
accuracy or biased coverage reduce satisfaction
levels. This factor involves statements like “I trust the
source of the news I read” and “News is fact-checked.”
Gupta (2020) stated that readers consistently
return to platforms they perceive as credible and
responsible in their reporting.The ability to review or
comment on news articles contributes to the feeling
of involvement. Readers appreciate the option to
express opinions or see others’ views, fostering a
sense of community. Statements like “I can comment
on news articles” are part of this factor. Patel and
Kumar (2021) concluded that interactive features like
feedback systems increase reader satisfaction and
loyalty to the platform.

Having a wide choice of topics and formats
enhances satisfaction. Online readers enjoy the
freedom to explore various domains such as politics,
entertainment, and health, and in formats like text,
video, or podcasts. “I can choose the type of news
| want to read” is a key statement here. Deshmukh
(2022) found that the perception of control and
variety increases the overall satisfaction of online
news readers.The sharing feature allows readers
to circulate news in their networks, which boosts
emotional and social engagement. Being able to
share meaningful news adds to user satisfaction. “I
can share news with friends easily” represents this
dimension. Joshi (2020) emphasized that the ability
to share creates a participatory digital environment,
increasing the perceived utility of news platforms.

Evidence-based content adds a layer of trust and
value. Readers feel more satisfied when news
includes data, citations, and expert opinions. It helps
reduce misinformation and builds confidence. “News
is backed with facts and data” is central here. Nair
and Banerjee (2023) reported that evidence-driven
reporting is a strong predictor of user satisfaction
in today’s digital media landscape.Readers show a
preference for dedicated news websites over social
media for structured and detailed reporting. Such
websites provide a formal and reliable reading
experience. Statements include “I prefer reading
news on official news websites.” Raghavan (2021)
found that these platforms are considered more
reliable and satisfactory, especially by regular news
consumers.

The type of device used also affects satisfaction.
Compatibility, ease of use, and screen readability all
play a role. Whether on mobile, tablet, or desktop,
a smooth user experience enhances content
absorption. “News is easy to access on any device” is a
key indicator here. Fernandes (2022) highlighted that
device responsiveness is essential for maintaining
high levels of digital satisfaction.

CONCLUSION

A psychometric Scale for measuring the satisfaction
level of online news readers has been developed.
The scale comprises 35 items rated on a five-point
Likert scale ranging from ‘strongly agree’ to ‘strongly
disagree’. Based on the responses of 400 participants
to 35 final statements, the scale demonstrated a
high internal consistency with a Cronbach’s alpha of
0.918.

Implications

1. The psychometric Scale developed in this study
can be used to differentiate between readers who
are highly satisfied and those who are dissatisfied
with online news consumption.

2. This Scale can be applied by digital media
platforms to assess user satisfaction and
improve content delivery, interface design, and
engagement strategies.

101




IJTD - Volume 54, Nos. 1-4, January-December, 2024

3. Factor identified in this study will be useful in
determining the specific aspects influencing
user satisfaction, such as content relevance,
credibility, or device preference.

4. The Scale will also help media researchers
and digital strategists design targeted content
strategies based on users’ satisfaction trends,
allowing for more personalized and responsive
news delivery systems. For example, a reader
scoring low on ‘credibility’ can be catered
through verified and evidence-backed news to
rebuild trust.
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Implementing Mobile Based Learning for Training
at HDFC Bank Using Learning Management System
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ABSTRACT

The shift of bank to technology-enabled work functions and the need for this transition towards digital
footprint is critical in Indian banking industry. The training division transition to online and mobile-
enabled training methods aligns with the HDFC bank’s vision to provide accessible, engaging, and
effective training while accommodating its growth and the demands of the modern banking industry.
The strategic shift from traditional classroom-based to a Mobile-Based Learning Management System
(LMS), elucidates the reasons for embracing a Mobile-Based LMS, and articulates the bank’s expectations
from this transition. The LMS addressing not only induction training but also critical banking programs
like Sales, Refresher, Product, and Process training. On successful completion of all modules requires
employees to pass assessments within two attempts, ensuring proficiency before assuming their job
roles.The adopted mixed-methods methodology is featuring surveys and observations, and present a
preliminary case study and feasibility analysis.It clearly reveals, enhancements in knowledge retention,
interactivity, ease of navigation, and employee engagement. It identifies a limitation in the form of
long training sessions. To address this, a proposed session plan with learning activities is presented in
this work.

KEYWORDS

Mobile based Learning, Learning Management System, Induction Training

INTRODUCTION

The HDFC Bank has delivered strong growth while
asset quality remains one of the best in the industry.
It has embarked on a transformative path, aspiring
to be a “Technology company with a banking license’.
Adoption to state-of-art IT and communication
systems along with leveraging emerging technologies
and automation in key areas has been fundamental
to empower this transformation. To stay ahead
invested in creating a seamless digital and customer
experience across digital touchpoints. The focus on
technology upgrade and digital transformation are
central to achieving growth as well as excellence

in customer service (Figure 1). This provides our
customers the convenience of availability of our
services round the clock (HDFC-AR, 2023). HDFC
Bank attains world-class status due to its advanced
technology, exceptional customer service, and an
extensive customer base. Its cutting-edge tech-
solutions provide efficient and accessible banking,
while its customer-centric approach ensures client
satisfaction. These factors, alongside global reach
and comprehensive services, cement its position as
a world-class financial institution.

As part of its vision, the training division transforming
all its training functions towards digital platform.

*HDFC Bank Training Division, Hyderabad. Email: bhumi.waryani@gmail.com
**Mentor, ISTD Life Member & National Trainer (DoPT, MeitY), Hyderabad. Gol. Email: kasinavrao@gmail.com
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The strategic shift addresses the necessity for
scalability, cost-effectiveness, and real-time learning
in a geographically diverse workforce. It outlines the
transition from conventional classroom learning to a
contemporary online Learning Management System
(LMS), particularly Mobile Learning Management
System (MLMS) emphasizing features like learning
anytime/anywhere, user-friendliness, interactivity,
convenience, convenience, real-time feedbackand
multilingual support.This way, we get to learn without
changing scheduled activities, irrespective where
you are and what you do. It lays the foundation
for exploring HDFC Bank’s ICT Technology based
training approach. The belief of bank is the learning
is a 24/7 continuous process, which is fulfilled with
ICT enabled LMS, in particular a mobile based LMS
embraced due to the geographic diversity of its
employees. This solution effectively resolves the
logistical challenge of conducting in-person training
sessions for a workforce spread across locations.
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Figure 1: HDFC Value Creation Model

The bank is keen on having targeted learning
content, where the LMS should deliver centralised/
personalised materials customized to different
employee roles and their unique learning needs.
Employees should be able to access training content
in multiple languages from a variety of devices,
enabling learning on the go as per the bank’s
commitment to nurture a culture of continuous
learning and reinforcing its preeminent position in
the banking sector.
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Mobile learning management system supports
instant sharing, transfer learning content and allows
required feedback to assess learning at any time
as desired by LMS admin. Utilizing MLMS, business
entities can deliver essential induction programs,
introduce culture, workflows, and best practices
to new entrants. They can acclimatise at their own
pace, revisit modules, making the on-boarding
process more interactive, convenience of access lead
to uniformity in training (Chekyra, 2024). Businesses
are in relentless burden to guarantee their teams
remain compliant by a timely solution/regulation
understanding/interactive assessments etc using
mobile LMS. This leads to have the knowledge
and information refreshed at regular interval for
competent organization. To assess impact of the
training we need to answer backward for skill
and knowledge transfer, perform differently and
expecting impact delivering duties (Rao, 2010).

The improvedcommitment with mobile training also
means greater completion rates and higher ROI.
Promising continuous learning is key to adopting
a highly productive, engaged and motivated
workforce that’s empowered to perform at their
best. At the same time, online platform should
make trainings as engaging and more interactive as
possible, so as to maintain learners’ attention, else
it can be a distraction (Brew, 2024). Organizations
can transform their corporate training with mobile
learning by doing - determining learning objectives,
picking the suitable m-platform, creating m-friendly
content, incorporating gamification and interactivity,
and offering continuous support and feedback.
New hires’ improved output and satisfaction is a
direct result of the shortened onboarding process
(Singh, 2024).

Tracking learner progress through customised
planned interactive real-time feedback give better
future plan of the organisation against the market
trends. The integration of Al into LMS allows for
further personalization of training courses, adapting
to the individual needs of learners - which facilitates
predictive analysis. The organization anticipate skill
gaps and provide targeted training. The future trends
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in m-learning, there be shorter formats provide
more flexible learning cycles as per demands of
market (Chohan, 2024). Even a cloud integrated
with Al enabled LMS can achieve uniform learning
resources can provide instant knowledge as per
market demands to the needy manpower in any
global organization.

MEIHOD

The method employed for this study, which focuses
on the implementation of mobile-based learning for
training within HDFC Bank, adopts a comprehensive
mixed-methods approach. It aims to provide a holistic
perspective on the subject matter by incorporating
both quantitative and qualitative research
techniques. Data collection encompasses a pre-
assessment and post-assessment approach, involving
surveys and observations. The pre-assessment phase
enables the collection of baseline information before
the mobile-based training intervention. Surveys
were distributed to HDFC Bank employees as part
of the pre-assessment, yielding quantitative insights
into their perceptions and experiences with mobile-
based learning.

Observations were conducted to assess the practical
application and usage of mobile learning platforms.
To ensure the representativeness of the data,
appropriate sampling techniques were employed.
Subsequently, the post-assessment phase will involve
the collection of data after the implementation
of mobile-based learning. This comprehensive
methodology aims to provide valuable insights into
the successful integration of mobile-based learning
within. Bank’s training programs and assess the
impact of the current training batch on participants.
The case study examines the practical application of
mobile-based learningoffering real-world insights
into its effectiveness. Simultaneously, the feasibility
analysis assesses the practicality and viability of
implementing mobile-based learning within the
organization, considering factors like resources,
technology, and employee receptiveness. This
combined approach aimsto provide a comprehensive
understanding of the potential for mobile-based
learning in HDFC Bank.

OBJECTIVES OF THE TRAINING STUDY

The specific objectives of HDFC Bank’s induction
training are as follows:

e Ensure that new employees acquire a fundamental
understanding of HDFC Bank’s history, mission,
and core values.

e Familiarize employees with the various banking
products and services offered by HDFC Bank,
including their features and benefits.

e |Instil a customer-centric mind-set by training
employees in customer service standards,
relationship building, and handling customer
inquiries and complaints.

e Provide an overview of banking regulations,
compliance requirements, anti-money laundering
(AML), and know your customer (KYC) regulations.

e Educateemployeeson risk management practices
relevant to the banking industry.

e Introduce employees to the banking software
and systems used at HDFC Bank.

e Equip employees with sales techniques and
strategies, emphasizing cross-selling of bank
products and services.

e Enhance practical skills through role-play and
case scenario-based training.

The secondary objectives contribute to the holistic
development of HDFC Bank’s workforce, ensuring
that employees are not only well-informed but also
engaged, motivated, and adaptable in their roles.
This comprehensive approach to training supports
the bank’s long-term success and its commitment
to delivering exceptional financial services to its
customers.

SCOPE OF THE STUDY

The scope of this study encompasses a comprehensive
analysis of HDFC Bank’s training initiatives, with a
primary emphasis on its induction training program.
It involves an in-depth exploration of the program’s
structure, content, and objectives, as well as an
assessment of the learning outcomes it aims to
achieve.
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RESULTS AND DISCUSSION

The study’s analysis of pre-and post-induction
training through HDFC Bank’s mobile-based platform
indicates an overall positive impact. It reveals
that mobile-based learning significantly improves
knowledge retention, enhances interactivity, and
offers easy navigation for employees. The integration
of interactive elements, like quizzes, positively
influences employee engagement, fostering a
productive learning experience. The impact of
learning outcomes resulting from HDFC Bank’s
mobile-based induction training program is evidentin
the substantial improvement in knowledge retention
observed among employees. This is a crucial
indicator of the program’s effectiveness. Additionally,
the heightened interactivity and easy navigation
facilitated by the mobile platform contribute toamore
engaging learning experience, enhancing the quality
of training outcomes. One drawback highlighted is
the need for breaks during training sessions, as long,
continuous hours may reduce employee attention.
To address this, an updated training plan is proposed,
incorporating breaks and knowledge-based games
for continuous employee engagement, is expected
to mitigate this issue, further positively impacting
learning outcomes.

The implications of the learning outcomes hold
considerable weight. They signify that mobile-based
learning genuinely enhances knowledge retention,
engagement, user-friendly navigation and user
contentment within the HDFC Bank team. This,
in turn, can result in a more informed and driven
workforce, directly benefiting the bank’s operational
performance. Nevertheless, the noted challenge

regarding the rigid structure of lengthy training
sessions highlights the necessity for an improved
training plan that includes intervals and interactive
activities. Addressing this concern could further
amplify learning outcomes by guaranteeing sustained
involvement and attentiveness during the training
journey. The major achievement of the study is train
the employee towards customer service standards,
relationship building, and handling customerinquiries
and complaints has been successfully achieved
through mobile-based learning. For achievement of
major objectives of the study can see at Table 1.

Table 1: Achievement of Major Objectives of the Study

Objectives of the Study

Achievement of Major Objectives

Ensuring that the new hires
acquire a fundamental
understanding of HDFC bank’s
history, Vision, mission and
core values through the mobile
learning system.

The objective of instilling a basic

comprehension of HDFC Bank’s history,
vision, mission, and core values among
new hires through the mobile learning
system has been successfully attained.

Enhance practical skills through
role-play and Case scenario-
based training.

The objective of enhancing practical
skills through role-play and scenario-
based training has been successfully
achieved through mobile-based learning.

Familiarize employees with the
various banking products and
services offered by HDFC Bank,
including their features and
benefits.

The objective of familiarizing employees
with HDFC Bank’s various banking
products and services, along with

their features and benefits, has been
successfully achieved through mobile-
based induction training.

Instill a customer-centric mind
set by training employees in
customer service standards,
relationship building, and
handling customer inquiries and
complaints.

The objective of instilling a customer-
centric mind-set by training employees
in customer service standards,
relationship building, and handling
customer inquiries and complaints has
been successfully achieved through
mobile-based learning.

The actionable recommendations based on the study

are:

Table 2: Conceptual model for training evaluation

Levels

Tasks to Perform

Event intervention

Training event evaluation

Assess satisfaction of trainees with
event, materials, and facilitators

Event assessment
questionnaire

Completion of training

Personal acquisition

Skills/ Knowledge acquisition

Assess change in knowledge, skills,
attitudes gained as a result of the
training event

Pre-test/ post-test

Completion of training

Assess extent of application of skills/

Survey: interview and/or

change

and incorporation

Follow-up Skill/ Knowledge transfer X L . . 3-6 months
knowledge to job-related activities questionnaire
Organizational performance Assess organizational change as a
Impact g P result of skills/ knowledge transfer Baseline comparison 1-3 years
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e Optimize training schedule: Address the
limitation of continuous one-hour training
sessions by implementing a revised training
schedule as proposed in Table 2. This schedule
should include regular breaks and incorporate
engaging, knowledge-based games or activities.
This will help maintain employee interest and
improve the overall training experience.

e Long-term Strategy: Develop along-term strategy
for mobile-based learning that aligns with HDFC
Bank’s broader organizational goals. Ensure that
this strategy fosters a culture of continuous
learning and professional development among
employees.

These actionable recommendations are designed
to leverage the strengths of mobile-based learning,
address its limitations, and facilitate its successful
integration into HDFC Bank’s training framework.

Limitations of the Study

e The study revealed that continuous one-hour
training sessions in the mobile-based induction
program can lead to reduced engagement
and attention from participants. However, the
proposed solution to address this limitation,
which includes incorporating breaks and shorter,
more dynamic training segments, has not
been tested or implemented during the study.
Therefore, the impact of this proposed change
remains uncertain.

e The study relies on self-reported data gathered
through surveys and questionnaires. Such data
collection methods are susceptible to response
bias, where employees might provide socially
desirable responses.

CONCLUSION

The study reveals significant enhancements in
knowledge retention, interactivity, ease of navigation,
and employee engagement. It emphasizes the

achievement of the objectives revolve around
familiarizingnew hiresandthe benefitslike knowledge
retention, user-friendly navigation etc. Talked about
the proposed session plan as per learning breaks
observed, so as it helps a smooth learning process for
the induction training of HDFC for the future groups
within the limitations and known bias.
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Dharma-Based Decision Making from Texts Like Artha
Shastra and Bhagavad Gita
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ABSTRACT

India’s vision for Viksit Bharat 2047 encompasses the aspiration of becoming a developed, self-reliant,
and harmonious nation. Achieving this ambitious goal requires a strategic framework rooted in ethical
and sustainable principles. The Indian Knowledge System (IKS), with its rich repository of philosophical,
economic, and governance insights, provides a timeless and a foundation for decision-making for
centuries. Epics like the Artha Shastra and the Bhagavad Gita are never texts or books but called as
epics as they are relevant today, were relevant in the past and shall remain relevant and important in
future as well. They embody the essence of Dharma—the moral, ethical, and cosmic order that sustains
society. Integrating Dharma-based decision-making principles into governance, leadership, and societal
development can be instrumental in realizing this vision. These epics are a guiding principle since ages.
Today when we buy an electronic gadget or any instrument, then along with it comes a manual stating
how to operate and troubleshoot when there is a problem and even Al tools are available. However,
I would say that when we are born there is no manual as to how we human beings will operate and
troubleshoot, so these epics are manuals for human beings to be rightly called as Life Manuals. Al is not

going to replace anyone, but people using Al will surely replace those who are not using it.

UNDERSTANDING DHARMA IN THE INDIAN
KNOWLEDGE SYSTEM

The concept of Dharma is central to the Indian
Knowledge System (IKS). It transcends mere religious
or legal codes, representing a holistic approach to
individual and collective well-being. Dharma is the
guiding force that aligns human actions with the
universal order, ensuring peace, harmony, justice,
and prosperity.

Key Features of Dharma

d. Universal and Contextual: Dharma is both
universal and context-specific. While its core
principles are unchanging, its application varies
based on time, place, and circumstance.

e. Ethical and Practical: Dharma bridges the ethical
ideal with practical reality, enabling balanced and
just decision-making.

f. Sustainability: It emphasizes long-term welfare over
short-term gains, ensuring sustainable progress.

The Artha Shastra and the Bhagavad Gita provide
frameworks for applying Dharma in governance,
leadership, and personal life. These texts address
challenges such as moral dilemmas, resource
management, and conflict resolution, making them
relevant for modern challenges.

DHARMA-BASED DECISION MAKING IN THE
ARTHA SHASTRA

The Artha Shastra, authored by Kautilya (Chanakya),
is a seminal treatise on governance, economics, and
statecraft. It offers pragmatic yet ethical guidelines
for rulers and administrators. The text underscores
the importance of Dharma as the foundation for
effective governance and decision-making.

*Chartered Accountant, MBA, Life Member ISTD, YSC & Associates, Neki Corporate Service LLP, Senior Partner.

Email: caychandak@gmail.com
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Key Principles from the Artha Shastra
1. Rajadharma (Duties of the King):

a. The ruler’s primary duty is to uphold Dharma
by ensuring justice, security, and prosperity for
the citizens.

b. Decisions must balance personal ambition with
the welfare of the state.

c. Example: Kautilya advises rulers to prioritize
the interests of the majority while safeguarding
the rights of the minority.

2. Strategic Foresight and Planning:

a. Decisions must be based on careful analysis
and anticipation of outcomes.

b. The Artha Shastra emphasizes the importance
of understanding the political, economic, and
social environment.

c. Example: Building alliances, managing
resources, and preparing for crises are central
to effective leadership.

3. Economic and Resource Management:

a. Sustainable resource utilizationis a cornerstone
of governance.

b. Example: The text advises taxation policies
that are fair yet sufficient to maintain state
functions.

4, Justice and Ethics:

a. The administration of justice must be impartial
and swift, ensuring social harmony.

b. Example: The Artha Shastra recommends
measures to prevent corruption and misuse of
power among officials.

Relevance for Viksit Bharat 2047

Policy-Making: Integrating Kautilya’s principles into
governance can foster transparent, efficient, and
ethical administration.

a. Economic Development: Emphasizing fair
taxation, prudent resource management,
and strategic economic planning aligns with
sustainable growth.

Indian Knowledge System for Mission Viksit Bharat 2047 ...

b. Crisis Management: Preparedness and strategic
foresight are vital for addressing challenges like
climate change, pandemics, and geopolitical
tensions.

DHARMA-BASED DECISION-MAKING IN THE
BHAGAVAD GITA

The Bhagavad Gita is a philosophical discourse
between Lord Krishna and Arjuna on the battlefield
of Kurukshetra. It addresses moral dilemmas and
provides a framework for righteous action. Its
teachings on Dharma, duty, and selflessness are
timeless and universal.

Key Principles from the Bhagavad Gita
1. Swadharma (Personal Duty):

role and
societal

a. Each individual has a unique
responsibility within the larger
framework.

b. Acting in alignment with one’s Swadharma
ensures personal fulfilment and societal
harmony.

c. Example: Arjuna’s duty as a warrior is to fight
for justice, even when faced with personal
conflicts.

2. Nishkama Karma (Selfless Action):

a. Actions should be performed without
attachment to their outcomes.

b. This principle fosters ethical decision-making
and reduces greed and selfishness.

c. Example: Leaders are advised to focus on their
responsibilities rather than personal gain.

3. Equanimity and Resilience:

a. Maintaining balance in success and failure is
crucial for effective leadership.

b. Example: The Gita encourages facing challenges
with courage and composure.

4. Knowledge and Self-Mastery:

a. Decisions must be guided by knowledge,
wisdom, and self-control.
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b.

Example: Leaders must overcome personal
biases and emotions to act in the best interest
of society.

Relevance for Viksit Bharat 2047

a.

Leadership Training: The Gita’s principles
can inspire ethical and resilient leadership in
politics, business, and public administration.

. Social Harmony: Emphasizing Swadharma can

promote unity and cooperation among diverse
communities.

Education: Integrating the Gita’s teachings
into curricula can foster moral and spiritual
development among youth.

APPLICATION OF DHARMA-BASED DECISION-
MAKING FOR VIKSIT BHARAT 2047

1. Governance and Policy

a.

Transparent and Accountable Governance:
Policies rooted in Dharma ensure fairness
and inclusivity. Example: Implementing anti-
corruption measures inspired by the Artha
Shastra.

Participatory Decision-Making: Engaging
citizens in governance fosters trust and
cooperation.

2. Economic Development

a.

Sustainable Development: Economic policies
should balance growth with environmental
conservation. Example: Promoting renewable
energy and responsible industrialization.

Ethical Entrepreneurship: Encouraging
businesses to prioritize social responsibility
alongside profits.

3. Education and Skill Development

a.

Integrating IKS in Education: Revamp
curriculum to include IKS principles, fostering
critical thinking and ethical reasoning.

Leadership Development: Train future leaders
in Dharma-based frameworks.
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4. Social Justice and Harmony

a.

b.

Empowering Marginalized Communities:
Policies inspired by Dharma ensure equity and
upliftment.

Conflict Resolution: Adopting traditional
methods of mediation rooted in Nyaya (justice).

5. Global Leadership

a.

b.

Soft Power and Diplomacy: Leveraging India’s
rich philosophical heritage to influence global
governance.

Promoting Universal Values: Sharing the
principles of Dharma, sustainability, and ethical
governance with the world.

CHALLENGES AND THE WAY FORWARD

Challenges

a.

Resistance to Change: Integrating IKS principles
may face resistance due to entrenched systems
and ideologies.

b. Modern Interpretation: Adapting ancient
principles to contemporary contexts requires
scholarly effort.

c. Awareness and Acceptance: Building public
awareness about the relevance of IKS is crucial.

Way Forward

a. Research and Dissemination: Establishinstitutes
dedicated to the study and application of IKS.

b. Policy Advocacy: Collaborate with policymakers
to embed Dharma-based frameworks.

c. Public Engagement: Organize campaigns,
workshops, and educational programs to
promote IKS.

PROPOSED STEPS TOWARD INTEGRATION

1. Research and Scholarship: Establish dedicated

institutes for studying and applying IKS, including
translations and interpretations of texts for
modern contexts.



2. Policy Integration: Embed Dharma-based
frameworks in policy-making through think tanks
and advisory bodies.

3. Public Awareness: Nationwide campaigns to
familiarize citizens with the principles of Dharma
in decision-making.

This fusion of ancient wisdom and contemporary
innovation positions India as a moral and intellectual
leader on the global stage, ensuring the vision of
Viksit Bharat 2047 is rooted in timeless values of
justice, prosperity, and harmony.

Indian Knowledge System for Mission Viksit Bharat 2047 ...

The integration of Dharma-based decision-making,
as envisioned in texts like the Artha Shastra and
the Bhagavad Gita, offers a robust framework
for achieving Viksit Bharat 2047. These timeless
principles provide a roadmap for ethical governance,
sustainable development, and harmonious societal
progress. By aligning policies and actions with the
wisdom of the IKS, India can emerge as a global
leader, embodying the ideals of justice, prosperity,
and universal well-being.
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INTRODUCTION

The people at Shrideva Technomech Pvt Ltd. (STPL)
seem worried as they review and discuss the situation
of the company. In a changing world economy,
they embarked on the journey with plans of using
artifical intilligence (Al), python and Enterprise
Resource Planning (ERP) software development as
the roadmap to their dreams. They were all young,
enthusiastic and determined to make it a successful
Information Technology (IT) service and software
company. At present, the clientele is weakening
and the struggle to get the new orders is huge. On
top of it, the employee turnover also added to the
agonies. From once 30 employees to now 4, the
people crunch, and the finance crunch has been
crushing over a small, ambitious tech business. If the
company manages to revive the business and get the
funds needed, it would still be a promising venture.
But how to get the funds has been unknown to the
owner. There have been challenges, competition and
opportunities to grow and sustain the business.

Background of STPL: It was founded and established
by a young lITian- Sameer Srivastava, to explore the
giant opportunities in the Al and Machine Learning
arena. Back in 2008, he came up with an idea to start
a small venture with available capital in the field of IT
and Information Technology Enabled Services (ITES).
The company had 30 employees and was doing well
till the founder held the control. A tragic accident
crushed the dream of the young entrepreneur and
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after his death, his brother Sandeep Srivastava,
took the reins to carry forward his brother’s dream.
Sandeep was a commerce graduate and has been
successfully running the franchise business with one
of the largest telecommunication companies in India
along with STPL.

STPL was founded by the software product catering
to the textile industry-specifically for Tailoring. The
Tailoring and Fabric Management Software product-
ShriStitch used to provide customized solutions
to manage orders, procurement, inventories,
production planning, accounting, customer accounts,
and employee hiring. The product has been catering
to various clients ranging from tailoring stores to
fashion outlets, to boutiques, to even manufacturing
lines with their assistance. Apart from ShriStitch,
the company has been into Web development,
ERP development, Digital Marketing and App
development.

CURRENT CHALLENGES

STPL has been selling its ambitious Tailoring ERP
software ShriStich to overseas clients mainly in
countries like Dubai, Hong Kong, Singapore, lItaly,
Philippines and Qatar. The product is customized to
suit the needs of the client. Being a premium product,
it required knowledge and expertise at the end of
the user as well. It also provides training, support
and troubleshooting to its clients and remains
connected with them to ensure the smooth flow

This Case was developed by Dhara Jha (V.M. Patel Institute of Management, Ganpat University, Gujarat), Pooja Verma (Shri
Vaishnav Vidyapeeth Vishwavidyalaya, Indore), Anjali M Kulkarni (Lala Lajpatrai Institute of Management, Mumbai), Rishi Dubey
(Shri Vaishnav Vidyapeeth Vishwavidyalaya, Indore), Maseerah Naz (Institute of Management Studies, Devi Ahilya Vishwavidyalaya,
Indore) during the 14" National Case Writing and Teaching with Cases Workshop organized by Shri Vaishnav Vidyapeeth

Vishwavidyalaya , Indore from 23— 27" May 2022
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of their processes. Its high pricing is a deterrent to
being offered in the domestic market. The company
does have demonstration videos and YouTube links
to help the users with effective and efficient use of
the software. The sales team is highly efficient, smart
and capable to effectively communicate and clinch
new customers. The customers are satisfied with the
product and provide positive feedback. Experience
and skills pertaining to digital marketing is a must
for hiring the salesforce at STPL. It applies push and
pull marketing for its products and services. After
poor results from using the client database to reach
for orders, STPL found digital marketing far more
efficient. It reaches to the potential market via google
ad campaigns and social media along with staying
live on e-commerce platforms such as IndiaMart.

Even though Sandeep was from a non-IT background,
he left no stone unturned to make STPL grow. He
regularly discussed with the team and provided
full autonomy to Rahul Soni, a tenured software
developer to take all the operational and technical
decisions. He was troubled with the struggle that
STPL was having with resources including manpower,
finances, and market outreach. The employees were
moving out quickly after joining and thus creating
a continuous vacuum. In the field of marketing
and software developers, this was a common
phenomenon. The moment an employee found a hike
in a pay-package, job hopping was happening. On the
other hand, a high employee turnover at the client’s
end, especially the operators, was deeply affecting
the product sold by STPL. The operator was a person
that the client had to hire to run and implement the
ShriStitch software. Once the client purchased, the
operator was provided with the required training by
STPL of 10-12 days and then he had to operate it in
the business. The operator turnover was very high,
and it seems to be one of the reasons behind no
repeat orders or discontinuance of the product after
a few months by the client despite good feedback
and the results of the product.

The wusual sales dried up and only 2-3% of
salesexperienced in 4-6 months. The monthly
expenses amounted to INR 80,000 to 90,000 whereas
the annual revenues generated from ShriStich were
not more than INR 4 lacs. Other STPL services such

The Story of a Tech-Start-Up

as Web development, ERP development and App
development have been customized and on demand
offerings with irregular and one-time orders only.
STPL has run on the owned capital invested since
the inception. When the business is financed 100%
through equity, it usually limits the scope of growth
and tightens the financial freedom of the company.
There was a dire need to be on Al to survive, diversify
and provide updated software in the competitive
market scenario. Non-availability of funds has limited
the expansion plans for very long.

Rahul was contemplating the way out of the struggling
phase to improve clientele and revenue. Switching to
the Al platform as early as possible can change the
dynamics of STPL and boost growth. The merger or
acquisition offer will bring the oxygen needed to
revive on the losing grounds as well.

Road Ahead: The current times are not favorable.
Nevertheless, STPL is still seeing the light at the
end of the tunnel. Undoubtedly, Al is the savior for
STPL’ survival and sustainability but how to be on
that platform with several limitations on hand is the
guestion of the hour for Sandeep and his team.

QUESTIONS

1. Discuss the opportunities and challenges for the
business being small in the IT industry.

2. Suggest solutions for Sandeep and his team
under the given circumstances.

3. Should the company engage an IT professional
for better management? Comment.

4. Shouldthecompanyalsotrytoenterthe domestic
market? Discuss.

TEACHING NOTE
Synopsis

“The Story of a Tech-Start-Up” is a story of STPL,
a technology-based start-up STPL. STPL is an IT
company based in Indore, Madhya Pradesh, which
was founded in 2008. It has its software package for
tailoring and fabric management as the sole product
apart from other customized services of ERP, Web
development and digital marketing. The case is
about the company’s struggles with finance, human
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resources, client retention, and market technology
upgrades. The company is not able to generate
enough revenue and is stuck with an outdated
version of software technology and is looking for a
solution to move ahead in the coming times.

Target Learning Group

The case is intended for management students and
participants of Undergraduate, Postgraduate, MDPs
and budding entrepreneurs who want to learn about
the different elements that impact startups and keep
them afloat as the market changes.

The learning/teaching objectives and key issues:

1. To understand the importance of internal
management for a start-up.

2. To understand the regular study of SWORT for a
business to keep up with the challenges.

3. To understand the need of resource allocation in
optimizing business processes.

4. To facilitate learners to get insight of the notion
of intrapreneurship and related roles in the
enterprise.

Key Issues
1. Lack of expertise in management.

2. Not able to keep up with the rapidly changing
market.

3. Not understanding about the product extension
and market extension.

4. Slow decision making in terms of finding ways to
improve the conditions of the business in terms
of finance, marketing, client retention, product
development, upgradation and expansion.

THE TEACHING STRATEGY

It could be a free teaching style but considering
the fact that teaching/learning objectives can be
fulfilled. The case can be discussed in several groups
made up of 4-5 students; triggered problems can
be highlighted to open a platform to comprehend.
Role-Play based discussion can be possible in order
to make students more comfortable.
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QUESTIONS

1. How can a firm reduce employee turnover?

The HR policies must be clear with suitable
performance management and control systems in
place. The employees are leaving because they get
better prospects. To reduce this, the company must
rethink its existing policies for the employees. The
packages must be near to industry standards to
retain the employees.

2. What steps would you take if you were at the
place of Sandeep in the company in the current
situation?

| would take time and rethink the business and the
product that the company is offering. The upgradation
of technology is the only way out to survive in the
market. | would also hire someone with sound
experience in running a technology company. For
all this, the finance has to be managed by external
borrowings and government schemes for start-ups
and sick units.

3. Discuss the issues of small businesses?

The small scale of operation comes with its own
challenges. First being the limited finance. The
company in discussion is struggling due to its small
size and not being able to raise additional funds.
The employees also join and leave frequently as the
company has not achieved any remarkable results
and position. Innovations do not happen if the
company is struggling to survive. The market also
does not notice the existence of such business until
the persistent and consistent excellence offered by
the company.

4. Do you think catering to only the international
market is sufficient for offering core products?
Discuss.

Diversification is always needed in uncertainty.
Technology-based business is upgrading swiftly and
hence the company has to look for all the possible
options that it can exploit and keep on surviving.
Ignoring the domestic market of India where in fact all
the other companies are targeting is a questionable
stand by the company. Catering to the international



market requires an extreme level of perfection,
stringent requirements and being the latest in the
offerings of products/services. Hence, the company
has to rethink the product offering in the Indian
marketsize.

With the entry and expansion of international and
domestic apparel brands in the early nineties, the
RTW segment increased in popularity, especially in
urban centers, and ever since, the segment has grown
rapidly and outpaced the RTS segment of the apparel
market. Over the last decade, India has witnessed a
big market share shifting towards the RTW apparel
category. Factors like easy availability, variety of
colors, and range available: gave consumers enough
reasons to shift their preferences.

BACKGROUND READING

Role of Al and Machine Learning: The use of Al in
the fashion industry helps customers in making
critical decisions which results in greater customer
satisfaction and fewer returns. Al may also be
utilized in stores and online shopping to improve
efficiency and productivity. Al is increasingly used to
predict the performance of a sewn seam, designing
clothing, in PPC, in various sewing operations, and
in quality control. Al can be applied for intelligent
manufacturing of clothing to predict the clothing
properties after a particular process. The benefits of
Al in the fashion industry include Customer Service
and Communication Improvements, Customization,
Better Buying and Planning, automating operations,
Managing inventory, Reduced returns and Improved
Product Discovery.

The following are the benefits of Al in the fashion
industry.

1. Customer Service and Communication Improve-
ments: Chatbots have boosted conversions and
the entire brand experience by tracking sales
leads and recommending products.

2. Customization: With E-Commerce turning into a
focal point to shop, more information about the
customer is tracked than ever before. Numerous
successful fashion websites can keep a log of

The Story of a Tech-Start-Up

the browsing patterns of their customers, and
thus recommend similar products dependent on
color, style, and design.

3. Better Buying and Planning: With cutting-edge
predictive analytics, purchasers can effectively
learn from customer behavior, and in turn plan
with greater accuracy. Al-powered tools can
help the fashion business identify their best &
worst selling products and plan their inventories
precisely.

4. Automating operations: One of the best
advantages of using Al in fashion is the ability
to automate mundane tasks. This opens many
retailers to zero in on more significant issues like
strategy and execution.

5. Managing inventory: An enormous issue that
retail brands face is over-ordering and losing
out on profit due to unsold products. Today,
companies use machine learning algorithms to
make more accurate predictions, decisions, and
choices.

6. Reduced returns: Apparel returns take roughly 3x
longer to inspect than other verticals. This makes
operational costs quite high. In any case, with the
help of Al, retailers can assist customers to make
more educated purchase decisions.

7. Improved Product Discovery: Customers can
now upload a photo of a product they want and
get a practically quick response to whether that
item is available in the retail outlets they specify,
thanks to computer vision and the development
of machine learning.

TAILORING SOFTWARE PACKAGES

As all the industries are moving towards automation
and require softwares to run each task, tailoring
industry is also gearing up to run on automation.
The common features of Tailoring Software are it
allows apparel customization, order management,
provides 360-degree preview of customer’s designed
products, user-friendly design, seamless integration
with other applications, smooth payment gateway
integration and supports multiple languages.
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At present, “Darziwale” is the leader in the Tailoring
Software Packages. It offers cloud-based tailoring
software which helps clients to optimize order
management, improve on-time deliveries, boost
employee morale, and improve customer experience.
STPLU's ShriStitch being at the fifth position currently,
is creating a milestone in the Tailoring Industry. It

* %k k
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was designed for tailoring shop owners that need to
efficiently manage their clients and job orders.
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Case Study

Hiring and Retention: Overcoming the

Deficit of Human Resources
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BACKGROUND

Computronics Systems (India) Private Limited was a
brainchild of two brotherswhich had blossomedinthe
business in a span of two decades now. The venture
was initially seeded as Computronics Services Ltd in
the year 1997 in Mumbai, Maharashtra, India, by the
elder brother as a small store for service, repair and
maintenance of computers. The outreach of the store
was limited to catering the domestic requirements
of Small and Medium Enterprises (SMEs). It was
soon joined by the younger brother- Sachin Saboo-
in 1999, who was then serving in Reliance Telecom
in the sales Department. Both the brothers, with
their acumen in computer hardware and systems,
believed that selling and maintenance can’t be a long
run business. They eruditely gauged the future of
Information Technology (IT) in the field of IT Solutions
and soon upgraded and revamped their small store
to a system integrator and IT consulting firm in the
year 1999. The company developed their expertise
under the leadership of two brothers in software
development, IT services, system integration, satellite
communication, developing computer network
models and broadcasting network.

GROWTH OF THE FIRM

The firm had always believed in rapid digital
transformation and thus had always encouraged
an adaptable, user-centric and engaging approach.

This deepened their strategy of converting ideas
into efficient products based on durable research
and development. The firm started first project
with Bharati AT/LG Electronics providing services
in satellite communication technologies in entire
Madhya Pradesh region as well as IT support for west
and central Indian region.

Software Developed by the Firm

1. The company had developed software named
Fab HR which was a cloud-based fully automated
solution that helps small scale and mid-scale
enterprises to manage their core HR operations.
The benefit of easy configuration, running
in a quick time span, high value support and
maintenance services help to run the system
smoothly and efficiently.

2. The Sales Quotation Management System
(SQMS) was another piece of software developed
by the firm that helped small and mid-scale
industry with managing proposals, Quotation,
Sales Invoice, etc.

3. Field buddy was a helpdesk management
system, which managed all the operations
of the salesperson while they were on the
field. This software was developed to track
resource availability, manage claims, manpower
planning etc.

This case was developed by Priyeta Priyadarshini (Bharati Vidyapeeth s Institute of Management Studies and Research,
Navi Mumbai), Shweta K Dani (Shri Vaishnav School of Management, Indore), Shiji Shukla (Indore Institute of
Management and Research, Indore) and Anurag Khare (Symbiosis University of Applied Sciences) in one-week Online
National Case Writing and Teaching with Cases Workshop organized by Shri Vaishnav School of Management, Indore in
association with ISTD, NHRD and AIMS from 6th December to 10™ December, 2021.
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4. During Lockdown, the company developed
FAB-Trace software for Remote Monitoring of
workforce which helped to record login-logout

time/site visiting details.

FINANCIAL START FOR A START UP

As a regular start-up venture would have done,
Computronics Systems too went the traditional way
of pouring in their capital in the form of the savings
made over the years from the Computronics Services
Private Limited and yielded loans from registered
financial institutions. The start despite being tough,
was well managed, as the financial decisions taken by
the organization supported the growth strategies of
the firm. The firm, robustly believed in accumulating
assets since the beginning, in all the cities of their
operations. This shed off the burden of initial rising
long-term liabilities on the firm. Also, the credit cycle
of the firm too, was well managed, which was kept at
a maximum of 90 days, Hence the working capital of
the firm too was managed. Today, with the increased
level of operations, Computronics manages well with
their financial policies in place and adaptable to the
changing situations.

HR PROCESSES

Computronics had always been a think tank company
with strong planning for future and prime focus
on quality maintenance. With a decent start from
Mumbai, today Computronics Systems, had marked
its presence in 12 cities of India. The company
had manpower networks in Indore, Raipur, Patna,
Hyderabad, and Bhubaneswar, etc. to name afew. The
quality of work had increased the span of the work
of the firm that had reached their clientele base in
the USA too. Their offshore clients include Solingen,
Mars, Fintech and Lauramic, etc. Computronics
had a team of more than 800 solution experts.
The firm was specialized in RFs, Optical fibres and
Software Development and also provided offshore
development services to US venture organizations.

The constant performance of the firm landed them
with an opportunity to launch their signature project-
E Gram in Gujarat, under the leadership of then
Chief Minister of the state- Mr. Narendra Modi. The
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contract was given to Airtel, and Computronics was
appointed as MP helpline (service). The objective
of the project was to connect approximately 14000
villages of Gujarat on one platform digitally. The firm
successfully managed to generate 300 employment
opportunities for engineers. Engineers got skilled and
trained in the area of their expertise and additionally
had a liberty to work anywhere in their free time.
The firm successfully connected the villages through
satellite communication device named V-sets.
However, the freedom of work led to unstable work
attitude amongst the workforce which resulted into
a week-long strike called by the union and the work
was highly hampered. The entire operation was
stopped, and the union was demanding for higher
payment with bonus, which seemed irrelevant for
Computronics.

To monitor the progress of the project, the then
Chief Minister used to take weekly meetings with
the Government officials. During the meeting it was
noticed that work was hampered whereby a decision
was drawn to penalize Airtel. This created a rift in the
business relations of Airtel and Computronics.

However, to address the situation, Computronics
created a team of 55 local engineers overnight, who
immediately came into action and the situation was
taken under control. This end resulted in changing
the entire scenario and created a positive impact on
officials too.

RECENT CHALLENGES OF THE FIRM

The outbreak of COVID-19 has shaken all organizations
and created a complex and challenging environment
for any business to survive. It affected the world’s
economic activities and triggered mass layoffs, which
resulted into increased unemployment rate in many
countries. But as the world transitioned to online, the
scenario came as an opportunity for IT Companies.
The demand in digital and tech applications
witnessed multi-fold increase all over the world. IT
Services were categorised as “Essential Services”
amidst the pandemic. Computronics Systems wasn’t
left untouched with the effects of the shutdowns
across the globe. However, this unexpected and
drastic change and sudden transition of almost all the



working on digital platforms, all IT service providers
saw a surge in the demand of consumers. This was
accompanied with the lack of cash flows on one
hand, layoffs on other hand. Although, huge demand
from consumers for IT solutions was observed. The
company started facing issues, especially related to
manpowetr.

The multinational companies were providing “work
from home” facility to the employees with great
offers and the people who were earlier inclined to
work in cities like Pune, Bangalore and Hyderabad
now came back to their hometown and were getting
same salary in their hometown. The company
observed phenomenal change in the salary structure
during pandemic. It was noticed that the employees
with two years’ experience only were getting higher
salary which to have touched approximately 36 lakh
per annum. In this regard it was difficult for local
companies to compete with the salary structure of
the multinational companies. This was becoming a
big challenge for the company.

To cope up with this situation the company adopted
several strategies like hiring Fresher’s (30+ freshers
were hired in a year). The company created multiple
backups of manpower due to lot of uncertainty,
also organized employee engagements programs
and introduced policies for families. The training
programs were organized by the company for the
fresher’s which incurred a lot of cost.

CONCLUSION

Computronics Systems had been facing constant
challenges and was also struggling to hire fresh talent.
The company was looking forward to adopting some
fresh strategies to solve these issues. The vision of
the company was expansion of business along with
increase in number of manpower. The firm also
wanted to innovate new products to enhance their
market share and decided to include more IT products
in their future expansion strategy. Computronics was
looking forward to boosting their growth and market
share in the coming years.

QUESTIONS

1. If you were the HR Manager, how would you go
aboutretrievingthesituationand/ortransforming
the company?

Hiring and Retention: Overcoming the Deficit of Human Resources

2. In view of the information given in the case,
suggest the strategies for makingComputronics
Systems a more progressive organization.

3. In your view, which alternative strategy should
be adopted by the management to resolve the
retention problem?

TEACHING NOTE
Case Synopsis

Computronics Systems began its operations as
a desktop computer service provider, a couple
of decades back. Gradually they grew up as a
conglomerate exceling in the verticals of Telecom
services and Information Technology thereby serving
their national and international clients proficiently.
It was with the advent of COVID-19 pandemic when
they started facing challenges in managing manpower
and other issues related to human resources.

Computronics diligently managed to mend their
hiring strategies and became more flexible in their HR
policies. They also turned empathetic towards their
employees and introduced better pay packages. This
case highlights the assiduous efforts of two brothers
who envisaged and established Computronics
Systems despite of grim conditions and struggled
fervently to fight against unfavourable conditions
arose due to pandemic.

The Target Learning Group

It is particularly useful for MBA students and other
management scholars specially those who are
studying Human Resources (HR).

Learning Objectives

1. To facilitate the participants to understand
how companies develop with perseverance in
due course of time after going through all the
struggles.

2. To understand how organizations are managing
to survive in this era of COVID-19 pandemic.

3. To help students, scholars and other interested
participants of HR to apply the learnings of this
case in real time situation.
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4. To learn about the various external sources of
recruitment used in this digital era.

The Teaching Strategy

1. Induce the discussion with the participants
relevant to the case.

2. Small groups will be formed where cases will be
discussed amongst students.

d. Overview of case by one of the groups (5 min)

e. Industry overview by faculty (5 min)

f. Bringing out case facts, from students (10 min)
g. Identification of various problems (15 min)
h. Disseminating one problem (10 min)

Evaluating various solutions (30 min)

j. Identifying best possible concrete solution
(decision) (30 min)

k. Take away (concepts) (10 min)
I.  Conclusion (5 min)

3. The teacher will discuss the key concepts of
the case to the students using PowerPoint
presentation.

4. An assignment can also be given to the students
where they will own a company and design
strategies to overcome similar situations.

Additional Questions

1. Identify the major problems/challenges faced by
the company. Comment with possible reasons.

Answer
The major problems faced by the company includes:

1. Retention of the existing employees, with
the advent of pandemic, employees started
to shift to their hometown, thereby earning
same salary.

2. Difficulty in hiring fresher’s due to heavy
demand of salary and other aspirations.

3. Shift from physical work to work from home
culture has been a big challenge for the
organization.
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2. Suggest new recruitment interventions or
strategies that can be used by the company to attract

the local engineers.

Answer

1. Company can focus on campus recruitment
for freshers. They can approach engineering
colleges around their vicinity to attract locals.

2. Employer Branding can be helpful for the
company to attract locals to apply in the
organization.

3. Presence of the company on all digital
platforms because nowadays Gen Z research
employers via Facebook, Instagrametc.,not
only through linkedin.

4. Promotion of hybrid model of work with
better pay package.

5. Telecommuting
6. Organizing trade fairs

3. Highlight the major problems related to retention
in the organization.

Answer

1. MNCsproviding great offerstothe employees
in Work from home.

2. Employees getting same salary in home
town.

3. Raise in salary structure of IT Employees
after pandemic.
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The Gym of Leadership

Author: Dr. Anil K. Khandelwal
Publisher: Penguin

Reviewed by: Dr. Prakash Ranjan*

Normally, book reviews provide a reader’s
perspective. Here, | am adding an experiential
perspective on this well-timed and insightful new
release—The Gym of Leadership.

IS THIS JUST ANOTHER BOOK ON LEADERSHIP?

This question might come to any reader’s mind,
but the answer lies in the details of the book itself.
The Gym of Leadership is a practitioner’s guide and
a unique handbook on leadership learnings from
an uncommon leader who has demonstrated the
power of leadership in transforming a large public
sector bank within just three years. Dr. Khandelwal
achieved this through a relentless focus on people-
centric initiatives and by creating a distinctive brand
positioning.What makes this book particularly
relevant for readers of this journal is that the author,
apart from being a transformational leader, was also
a career trainer for 13 years. He effectively applied his
‘process skills’ to diagnose and design interventions
that ultimately earned him the prestigious Lifetime
Achievement Award from Asian Banker, Singapore—
an honour no other Indian banker has received.

RELEVANCE IN TODAY’S CHANGING WORLD

This book is exceptionally well-timed in today’s
digital-driven, geopolitically dynamic era, where
human-cantered transformation, emotional care,
and compassion are critical for shaping institutions
of the future. Amidst a plethora of leaders, there is
a clear deficit of true leadership. While many hold
leadership titles, only a few embody its essence. This
book s for those willing to take personal responsibility
for developing their leadership skills.

AKK, as the author is widely known, is an authentic
leader, and the book encapsulates his real-world
learnings. Many of us have witnessed the crucible of
experience (as Warren Bennis describes it) that he
underwent while transforming Bank of Baroda as its
Chairman and Managing Director. True to his style,
the book’s 18 lessons are deeply authentic, practical,
and implementable.Having worked closely with him
in the HR transformation at Bank of Baroda, | can
recount numerous instances that resonate with the
leadership lessons in this book. It is a masterclass
in leadership. The metaphor of a “gym” aptly
conveys that leadership development is a personal
responsibility—just as one must make daily efforts in
a gym, leadership too requires continuous practice
and effort. A leadership title alone does not make
one a true leader.

KEY REFLECTIONS FROM THE GYM OF LEADERSHIP

1. The Bank as a Leadership Gym: Dr. Khandelwal
transformed the 39,000-strong workforce at Bank
of Baroda by making them confront corporate
realities—the state of the bank, the urgency of
transformation, and the path to achieving it.

2. Building an Architecture of Intangibles: He
created a foundation of emotional care, support,
encouragement, challenge, vision, courage,
inspiration, culture, talent management, and
leadership—blending these with the tangibles of
technology and financial metrics.

3. A Practical Leadership Guide: The book is
structuredintofoursections—UnderstandingSelf,
Emotional Regulation, Managing Relationships,
and Communication & Conversation—comprising

*President, Group Chief Human Resource Officer, Praj Industries Limited. Email: prakashranjanpri@gmail.com
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18 leadership exercises (gym workouts) for
aspiring managers and leaders to learn and
practice.

4. Real-Life Anecdotes: The book’s numerous
anecdotes provide a realistic context, enabling
readers to reflect on their journeys, draw
inspiration, and gain confidence.

5. Three Essentials of True Leadership: The author
beautifully articulates three core essentials: (a)
Authenticity, (b) Nurturing an institution for long-
term relevance and growth, and (c) Developing
future leaders who will anchor the institution’s
progress.

O  One of the most remarkable examples of
his selfless leadership was his commitment
to preparing Bank of Baroda for its 100t
anniversary, despite knowing he would retire
before the milestone.

O In response to a journalist’s question about
why he dedicated so much to a public sector
job with relatively lower financial rewards, he
famously stated: “I don’t put my passion to
auction.”

O He identified and mentored 30 executives
within Bank of Baroda, fast-tracking their
careers. Today, 13—-14 of them have risen to
leadership positions as Executive Directors,
CMDs of various banks, and even a Deputy
Governor of the RBI.

6. The Importance of Emotional Intelligence:
Dr. Khandelwal emphasizes how 21%-century
leaders must balance performance pressures
with emotional intelligence, teamwork, and self-
management. Many institutional failures can be
traced to leaders who prioritized financial metrics
over human and cultural factors.

human being,” the book strongly advocates
for continuous self-investment. It is a valuable
resource for aspiring leaders dedicated to
personal and professional growth.

8. Practical Frameworks and Tools: The book
provides relevant, ready-to-use frameworks and
tools that can be immediately applied in real-
world leadership situations.

9. A Practitioner’s Perspective: While many books
on leadership come from academicians, this
book is rare in that it offers deep insights from
a seasoned practitioner who has successfully led
large-scale transformations.

10. Leadership in the Al Era: With Al's growing
dominance, there is increasing debate about its
impact on leadership. NVIDIA CEO Jensen Huang
recently noted that Al can enhance efficiency
but can never fully replicate human leadership
qualities. This reinforces the criticality of
intangible leadership skills, which Dr. Khandelwal
highlights in his book.

FINAL THOUGHTS

The Gym of Leadership underscores the importance
of a “mind gym” —a disciplined practice of leadership
development. The book is rich with references,
showcasing the author’s extensive reading and deep
understanding of leadership insights.

One of the book’s most profound takeaways is the
Irish proverb it cites: “You have to do your own
growing, no matter how tall your grandfather is.”

This bookisa must-have for every managerand leader,
regardless of hierarchy. Its wisdom is profound, its
lessons practical, and its impact far-reaching. | am
confident that The Gym of Leadership will achieve

7. Investment in Self-Development: Inspired global recognition, just as Dr. Khandelwal’s earlier
by Warren Bennis’s idea of an “integrated  book, Dare to Lead, did.
% ¥ %
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Learning Agility: The Key to Leader Potential

Editor: Warner Burke
Year of Publication: 2020

Reviewed by: Dr. Revati Ramrao Rautrao*

INTRODUCTION

Original substances of organizational life experience a
dramatic transition at that time defined by incredible
technology innovation, transmits global markets and
increases the use of hybrid function. The domain
for learning and development (L&D) and Human
Resource Management (HRM) are pressured to move
beyond traditional paradigms in its light. Providing
technical skills to workers is no longer enough;
Today’s workforce is to flexible, and prepare for
continuous changes. Burke’s book The Key Toleader
Potential (2020) provides a relevant and conceptual
study of a highly vulnerable talent in the modern
work under these changing circumstances.

Burke promoted the idea that the agility of learning
- the ability to take lessons from experience and
to apply them to new situations-is the basis for
successful leadership under complex conditions,
such as in contravention of focusing on certain
abilities or advance. In this study, the work of Burke
has been investigated hard, which also emphasizes
its theoretical contributions, methodological sound
and practical prevention. This work tries to explain
how learning talent can act as a strategic lever for
development, success plan and organizational
flexibility in a world that changes rapidly by breaking
the main points of the book and assessing its impact
on modern HRM and L&D strategies.

SUMMARY OF KEY THEMES

Warner Burke has defined the learning of agility as an
important ability to learn from past experiences and
successfully used in his book Learning Agility in new

or challenging circumstances: the key to leadership
capacity. Learning side is described as a dynamic,
increasing talent that is important for contemporary
leaders, who violate 1Q, emotional intelligence or
static personality characteristics that interact with
uncertainty and change. The book is organized
logically and, which begins with the basic principle of
learning agility, continues with evaluation techniques,
and ends with practical applications and strategic
value. Nine interacted dimensions - speed, flexibility,
experimentation, performance, performance and
mutual risk, collaboration, gathering information,
searching and reflecting - are in the heart of the
Burke principle and also affect a person’s ability
to learn and adaptation. These properties enable
managers to quickly change the syllabus, take
measured opportunities and succeed in situations
when previous corrections may not apply.

Burke Learning Deft List (Burke Lai), a scientifically
verified tool designed to evaluate these nine
agility components, is one of the most remarkable
achievementsinthe book.Thelong-standing problem
of assessing agility in management development
settings is correctly addressed by this tool. Burke
supports his claims with case studies and date -driven
insights, and establishes the agility to learn as a
better indicator of leadership success than traditional
measures such as personality symptoms or previous
work performance. Burke is outside the theory to
provide useful advice to HR and L&D professionals,
and shows how learning plan for learning agility,
leading coaching and talent can influence strategies.
Finally, he supports the development of cultures that
insist on experimentation, reaction and reflective

* Associate Professor, Department of Management, Dr. D. Y. Patil B-School. E-mail: revatirautrao@gmail.com
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learning as essential components of long-term
organizational development and flexibility.

THE BENEFITS OF THE BOOK: WARNER BURKE’S
LEARNING AGILITY

The key to the leader is a strong empirical basis,
one of its most attractive characteristics. Burke adds
research tools and evidence-based insights, installed
in the arguments, and attracts ten years of expertise
in organizational psychology. This argues that learning
of agility has a quantitative and important quality in
both depth and professional legitimacy of scholars
in the development of leadership. The book’s focus
on ongoing learning and flexibility is resonated by
professionals in the world in the world today’s ever
-changing VUCA (unstable, insecure, composed and
vague). Burke Leadership and Talent Management
goes beyond the theory by providing remarkable
strategy to integrate learning agility into pipelines,
and fulfill the modern requirement for the flexible
and future workforce for the future.

In addition, the practical structures of the book
increase use. Burke provides a practical manual that
allows HR and L&D subjects to convert ideas for solid
projects through case studies, evaluation units and
organizational processes. The most important thing is
that he challenges the idea that high -ranking officials
are only those who keep the agility in management.
Instead, he promotes his purpose at all organizational
levels, ranging from input level guiders to officers,
scalable and inclusive. This study is also unique
that it effectively combines professional needs with
psychological principles. The book appeals to both
academic academics and professional authorities, as
there is the capacity to connect these areas. Finally,
his approach not only defines leadership skills, but
also provides companies a certain plan to develop
and maintain in many positions and career scenes.

BORDERS AND SIGNIFICANT ANALYSIS

Although the agility of Warner Burke’s learning:
The key to the leader’s ability is enough for HR and
literature on leadership development, its many
disadvantages point to areas that can use more
research and improvement. The main criticism is that
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it is mostly westerly concentrated. Many leadership
and agility models that are addressed correspond
to individualistic cultural ideals, which cannot be
well transferred to multicultural business settings
or collective civilizations. The study or cultural
comparison of more international affairs would
increase the modernity of the model in all references,
especially to interact on different talent pools for
multinational companies. In addition, the book
should go deeper how digital equipment, artificial
intelligence and learning management system (LMS)
at the same time support or hinder learning flexibility
when technology affects how we connect and learn.
Think of methods where technical-professional
learning and virtual environmental impact may have
made the material even more relevant and up to
date.

Another mistake is that the book focuses a lot of
focus on the agility at the individual level, and
ignores how it unclear learning at the team or
organizational level. In light of increasing meditation
on teamwork and flexible working environment,
it will provide a more intensive perspective to
incorporate the knowledge of the team’s dynamics
and organizational accountability. Last, but at least,
despite the useful structures and equipment in the
bark, real -world obstacles can meet the practical
use of learning agility. In companies, there are often
obstacles such as the underlying hierarchy, lack of
psychological safety or reluctance to accept criticism.
More intensive examination of ways to overcome
these obstacles would have improved the use of
the book, especially to change agents who want to
integrate agility at the systemic level.

IMPLICATIONS FOR HRM AND LEARNING AND
DEVELOPMENT

Warner Burke’s theories of learning frequency
have a significant impact on modern HRM and L&D
processes, especially companies are ready for new
challenges. Their approach promotes a change from
traditional qualification -based models that are
more growing oriented and dynamic. Burke Learning
Agency Inventory (LAI) is a scientific and innovative
technique for identifying people with high capacity
to identify talent. This unit is considering employee



not only to take previous performance, but also to
take complex and growing tasks. This encourages
greater intensive and advance method for evaluating
capacity. In addition, L&D is the creation of favorable
individual development channels for professionals
who  promote agility practices, including
experimentation, response-wisdom and reflective
learning. These components promote a constant
learning method that endures workers for ambiguity
and change.

THOUGHTS ABOUT BURKE

Supportthe changesinresult managementin flexible,
continuous check-in from stable, annual evaluation
that prefers flexibility and development. The
flexibility of modern work settings is more suitable
for this concept. Integration of the agility to learnin a
success plan, it elaborates as it helps companies find
people who can lead the entire change and succeed
in interacting in new situations. Cultural effects are
probablythe mostinspiring:leaderswhodemonstrate
the agility of learning create a psychologically safe
environment that supports creativity and ongoing
learning from being transparent to be transparent
about errors, embracing the experiment and
encouraging risk. Because of this, the bark’s work
is not only a development plan, but a strategic
guide for the construction of a working group that
is flexible, adaptable and ready for the future at all
organizational levels.

CONCLUSION: WARNER BURKE’S LEARNING
AGILITY

The Secret to Effective Leadership Potential proves
to be a powerful and relevant exploration of a skill
that is increasingly necessary in today’s unstable and
fast-paced jobs. Burke presents the agility to learn as
the foundational stone for the future, which leads

Learning Agility: The Key to Leader Potential

to exceeding expectations. He carefully illustrates
how it goes beyond traditional metrics such as 1Q or
prior experience, instead emphasizing the ability to
learn from experience and apply it to new situations.
The book is a valuable resource for HR professionals,
leadership coaches, and talent strategists, as it offers
a strong combination of psychometric research,
Burke’s principles, and real-world applications. In
addition to emphasizing the importance of fostering
agile learners, it provides an impressive strategy for
integrating this mind-set into performance, success,
development, and work.

It is important that Burke’s work can serve as an
operational toolset and strategic guide for companies
in search of high-performance, flexible cultures. As a
fundamental management quality, the focus on agility
aligns well with modern business demands such as
creativity, diversity, and adaptability. Although digital
integration and a cross-cultural approach still require
improvement, these deficiencies do not diminish the
book’s importance or impact. Rather, they highlight
areas needing further exploration and enhancement.
The most significant takeaway from the book is that
in a world marked by uncertainty and upheaval, those
who continuously learn, adapt, and move forward
will not only survive but thrive - and inspire others to
follow in their footsteps.

WEBSITES

https://www.wilmingtonbiz.com/insights/dave_hoff/learning_
agility_the_key_to_leader_potential/1877
https://burkeassessments.com/2024/08/06/learning-
agility-the-most-important-element-in-leadership-
development/
https://www.wilmingtonbiz.com/insights/dave_hoff/learning_
agility_the_key_to_leader_potential_part_2/1908
https://www.chieflearningofficer.com/2018/05/16/learning-
agility-role-leadership/
https://burkeassessments.com/2024/08/22/unlocking-talent-
innovation-with-learning-agility/
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Design for How People Learn: Analyze and Improve

the Impact of Your Digital Strategy

Editor: Sharon Boller
Reviewed by: Rakesh Gopinathan *

Within the e-learning
and Instructional
Design profession,
Sharon Boller’s name
is as well-known as
any. Her practice-and
research-informed
approach to learning
design has made her
a powerhouse in the
industry as a member
of the Bottom-Line
Performance and
TiER1 Performance teams. Her new book, *Design
for How People Learn: Analyze and Improve the
Impact of Your Digital Strategy*, is more than the
typical guidebook; it is a thoughtful, practical guide
for those who aim to design effective digital learning
experiences.

DESIGN FOR |
HOW PEOPLE

LEARN

ANALYZE AND IMPROOVE THE

IMPACT oF YOUR DIGITAL STRATEGY

Analyze Learning

Evaluate

SHARON BOLLER

True to its title, this book exploresfar beyond surface-
level advice. It is not merelyaboutenhancing learning
interventions with attractive designs, gamification,
or cutting-edge technology. Instead, it encourages
readers to understand the subtle intricacies of
human learning—what triggers it, how information
is absorbed, and how knowledge is retrieved and
utilized. Equipped with this understanding, one
can then create digital interventions that genuinely
resonate and function.

THE PREMISE AND PURPOSE

Essentially, this book serves as acall to action
for learning designers, instructional developers,
L&D professionals, and even business executives

responsible for creating or outsourcing digital
learning. Boller encourages her readers to abandon
the outdated tactic of overwhelming learners with
information, hoping that afractionwillberetained.
Instead, she advocates for a more thoughtful and
data-driven approach—one rooted in the science
of learning and focused on tangible performance
outcomes. The book seeks to bridge the often-
intimidating gap between academic theory and
practicalapplication.Instead of merely explaining
how learning occurs from a theoretically pure
perspective, Boller firmly grounds her arguments in
real-life examples. She outlines successful learning
strategies employed in the corporate context,
analyzing how and why theyare effective, and her
recommendations are refreshingly convenient and
easy to implement.

STRUCTURE AND FLOW

The book is

masterfully DESIGN FOR
structured, with HOW PEOPLE
a rational flow LEARN

that mirrors the
complexity of the
design process. Boller
begins by setting

up the underlying
principles: how
learners acquire
information. She
sheds light on the
cognitive load theory, the function of memory,
and the significance of attention. Switching easily
into the applied phase, she covers learner needs

ANALYZE AND IMPROVE THE IMPACT
OF YOUR DIGITAL STRATEGY

HOW PEOPLE

LEARN

ANALYZE

IMPROVE

" DIGITAL
_ STRATEGY _
SHARON BOLLER

* Wowrakesh Business Academy, Chennai, India. Email: rakesh@wowrakesh.com
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identification, the design of effective
experiences, and measuring success.

Each builds on the rest, using everyday tools,
frameworks, and checklists along the way. There
is a strong focus on iterative design and ongoing
improvement—an approach that sits beautifully
alongside the Agile methodologies already adopted
by many organizations for product development and
project management.

learning

SCIENCE SIMPLIFIED: LEARNING SCIENCE

One of the book’s strengths is how Boller is able to
make science understandable. Terms like “declarative
memory,” “procedural memory,” and “retrieval
practice” would quickly become scary buzzwords,
but she explains them in lucid, non-technical
language that never falls into oversimplification.
She employs anecdotes and analogies to bridge the
gap between theory and practice. For example, she
describes a working memory full to the brim as a
tiny desk jammed with numerous papers, the way
too much information flooding at one time could
slow down learning. Such awareness makes the book
feel like having an active debate with a learned and
experienced colleague, as opposed to reading the
book like a dry textbook.

PRACTICAL GUIDANCE WITH INSIGHT

What makes the book different from many others in
the field is the very high level of practical guidance
that it provides. Rather than merely instructing
readers what to do, Boller skillfully illustrates how
to accomplish those activities successfully. Take,
for instance, the way she handles the activity of
conducting a learner analysis; she provides specific
guestions that can be posed to stakeholders and to
learners, with real-life examples that illustrate how
such questions have yielded useful information.
She also addresses some of the snares that most
frequently ensnare digital learning developers,
such as the assumption that adding video will boost
learner engagement or that interactivity is the only
promise of effectiveness. Instead, she insists on
relevance, context, and application. A learner, she
reminds us, doesn’t care how “fun” an experience is
if it doesn’t make them better at their job or solve a
real problem.

This practical style seamlessly segues as Boller moves
into the domain of assessment. She acknowledges
the challenges of quantifying the impact of learning,
particularly in virtual environments, but continues to
offer valuable, practical guidance. Boller offers clear
and valuable models for setting criteria for success,
gathering feedback, and using data to continuously
refine and enhance learning experiences.

A HUMAN-CENTERED DIGITAL STRATEGY

Once more, another strength of the book is that
it focuses on people-centric design. Boller always
puts stress on the human aspect within learning. In
her opinion, digital strategy is all about developing
channels for real development, and not merely
dispensing information. She explains that the critical
role of empathy must lead to developing learning
activity which responds to the situational context,
pressures, and motivations of a learner in the same
manner as learning content. The book challenges
designers not to be content to just be pondering over
demographics and occupational roles but to look into
the learners’ contexts in everyday lives.

Thissame emphasis on peopleinforms hertechnology
suggestions. Rather than pushing specific platforms
or tools, Boller outlines a process for choosing
technology that will serve one’s learning objectives.
She invites her readers to take seriously the ways that
technology can enhance and complicate learning,
through case studies of successful organizations that
have combined technology and learning objectives
to support her arguments.

REAL-LIFE INSTANCES AND CASE STUDIES

Throughout the book, Boller uses her extensive
corporate learning experience to offer examples from
a broad cross-section of industries. Examples such
as these are necessary to fully understand how her
principles are applied in practice.ln each case where
she discusses a healthcare organization struggling
with compliance training, a retail chain seeking
to improve customer service, or a manufacturing
company seeking to reduce onboarding time, Boller
provides enough context to make each situation
applicable. More important, perhaps, is her ability
not only to describe what worked, but to describe
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why it worked—and how others might think likewise
in their own companies.

These case studies also draw attention, further, to
the applicability of culture, leadership engagement,
and the intricacies of change management in the
context of digital learning. Boller does not suggest
that there is a learning strategy in a vacuum; rather,
she is aware of its intricate embedding within wider
organizational trends. Therefore, this book is a guide
for designers, yes, but also a page-turner for those
engaged in change activities.

REFLECTION AND SELF-AWARENESS

One of the unobtrusive but appealing strengths of this
book is that it invites self-reflection. Boller regularly
poses questions that compel the reader to reflect
upon their own routine, assumptions, and previous
writing. She insists that learning professionals must
cultivate self-knowledge and self-criticism—albeit
not in a critical, judgmental manner, but rather as
integral elements of self-refinement.This reflective
approach imbues the book with a strongly personal
tone. It is more than corrective repair of eLearning
modules that have failed; it delves into the designer’s
development path, engendering a larger sense of
awareness and having a larger effect on the learners
being addressed.

STRENGTHS AND HIGHLIGHTS

Clarity and approachability characterize Boller’s
unique style, which is warm and inviting to readers.
Even the most difficult concepts are explained in
language easily comprehended.

Practical Tools: The pages include worksheets,

templates, and frameworks that can be used
immediately.
e Learner Empathy: Learner empathy and

comprehension are of paramount significance
relative to the transmission of information in
isolation.

e Flexibility: The advice in the book is general and
can be applied to any industry and project size
and budget.

e Research-Based: Boller incorporates learning
science into every chapter without overwhelming
the reader in jargon or citations.

128

AREAS THAT COULD BE INVESTIGATED FURTHER

While the book is broad, there are some areas
where some readers might desire more specificity—
specifically, the domains of data analysis and
measurement of ROl in e-learning. While Boller does
cover evaluation, there will not be sufficient for those
looking to take complete, quantitative models from
these pages.Likewise, while the book is tech-agnostic
(which is a plus), readers who are seeking in-depth
comparisons of tools or step-by-step walkthroughs
of particular LMS or authoring tools won’t find
that here. But that’s intentional—the book is about
strategy and design, not training software.

FINAL REFLECTIONS

Design for How People Learn: Analyze and Improve
the Impact of Your Digital Strategy is more than an
instructional designer’s book—it’s a book about
mindset. Sharon Boller is asking us to shift from
being content pushers to experience creators, from
order-takers to strategic partners. She’s asking us to
think differently, to design on purpose, and always to
put the learner at the center of all that we do.

Thisbook will probably ring true for any course creator
whose course did not have the effect they had hoped
for, saw an LMS attendance report that showed low
attendance, or questioned why behavior change
did not occur when you had high-quality training
content. It is for professionals who don’t simply
wish to react to training requirements, but actually
provide learning, self-improvement, and attainment
to others.Whether you are a seasoned instructional
designer, a new entrant into the e-learning market,
a corporate learning and development leader, or
a business stakeholder who wants to know about
learning strategy, this book is very relevant to you.
While it will not give you simplistic answers or
magic bullets, it does offer a thoughtful and well-
planned process intended to optimize learning
performance and leave a longer-lasting effect in your
organization.In an era drenched in frantic eLearning
and superficial training efforts, Sharon Boller’s voice
stands out strongly: calm, clear, compassionate, and
unwaveringly intent on what really matters—learning
that profoundly transforms individuals’ lives.
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ISTD - Indian Society for
Training & Development

Rs 4,779/-

NVITINGYOUNE O
CITIZENS & MEMBERSHIP
PROFESSIONALS N

TO BECOME A LIFE MEMBER OF ISTD

Discounted offer for Young Citizens (23 years to 33 years)
born on or in between 1.10.1991 and 31.10.2002

To Register, visit our website: www.istd.in

Call: 9971300397, 9999996862

Email: membership@istd.in

SIIIIIPIPD

FEATURES:

s o : SCAN &
e ISTD invites young and spirited professionals| REGISTER

interested in Training & L&D!

¢ Join the premier 54 year L&D Organisation
as a Life member at a very special price.

® Reg. from 1Ist Nov 2024 to 31st Oct, 2025
Membership Fees: Normal: Rs 9204/~ | Discounted (50%): Rs.4779/-
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