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CHAPTER



:1 INTRODUCTION



Human resource executives in India continue to struggle with talent management issues, particularly retention. The quest to find the best way to retain employees has taken HR pundits through concepts such as employee review, employee satisfaction and employee delight. The latest idea is “Employee Engagement”, a concept that holds, that, it is the degree to which an employee is emotionally bonded to his organization and passionate about his work that really matters. Engagement is about motivating employees to do their best. An engaged employee gives his company his hundred percent. The quality of output and competitive advantage of a company depends upon the quality of its people. It has been proved that there is an intrinsic link between employee engagement, customer loyalty and profitability. When employees are effectively and positively engaged with their organization they form an emotional connection with the company. This impacts their attitude towards the company’s clients, and thereby improves customer satisfaction and service levels. Most organizations realize today that a satisfied employee is not necessarily the best employee in terms of loyalty and productivity. It is only an engaged employee who is intellectually and emotionally bound with the organization, feels passionately about its goals and is committed towards its values who can be termed thus. He goes the extra mile beyond the basic job responsibility and is associated with the actions that drive the business. Moreover, in times of diminishing loyalty, employee



engagement is a powerful retention strategy. The fact that it has a strong impact on the bottomline adds to its significance. A successful employee engagement helps create a community at the workplace and not just a workforce. As organizations globalise and become more dependent on technology in a virtual working environment, there is a greater need to connect and engage with employees to provide them with an organizational identity. Especially in Indian culture this becomes more relevant given the community feeling which organization provide in our society. There are a lot of HR things. They are called fads. Those are the bandwagons upon which we hop. Perhaps its time to evaluate whether employee engagement is a fad or a new knowledge domain for which HR executives can help make their companies a better place to work



1.1 :Introduction of employee engagement



The concept of employee engagement is widely discussed and is the subject of numerous books, websites, research papers, conferences and so on. Confusion is sometimes caused by people using the term interchangeably for other constructs, such as employee commitment, job satisfaction, employee happiness or internal communication.



Defining employee engagement There are numerous definitions of employee engagement; the two noted below are most relevant to this resource: The Work Foundation’s definition: Employee engagement describes employees’ emotional and intellectual commitment to their organisation and its success. Engaged employees experience a compelling purpose and meaning in their work and give of their discrete effort to advance the organisation’s objectives. The Best Companies’ definition: Engagement can be defined as an employee’s drive to use all their ingenuity and resources for the benefit of the company. On a more intuitive level, employee engagement is about how people behave at work. It refers to the extent to which people in an organisation know what they have to do, and willingly give of their discretionary effort to do that. It is the difference between people coming to work and doing an adequate job, and people coming to work and really giving of their best, displaying creativity and using their initiative.



Engagement can be seen as ultimately about performance, because harnessing the discretionary effort of people does improve performance. If individuals are performing at the top of their potential, then it makes sense that teams, divisions, departments and organisations will work more effectively. Customers will receive better service. Efficiency will improve. Waste will be reduced. Overall, performance will be enhanced. What employee engagement doesn’t mean Job satisfaction and happiness are not synonymous with employee engagement. They are, however, noble ambitions and are important drivers of employee engagement. A person can be happy at work or satisfied with their job and not actually do any meaningful work. Job satisfaction and happiness do not in themselves create high performance. Employee engagement is sometimes used to describe ‘engaging with’ employees. Effective internal communication, consultation with employees and employee representation are all important elements of employee engagement. But an effective communication plan, or a successful consultation exercise does not amount to employee engagement in the context of this resource.



Employee engagement: five ways to effectively communicate with employees Employee engagement should always result in some positive change of behaviour which will then lead to the achievement of organizational goals. Just distributing information by any of the above methods will not achieve the change in employee behaviour and organizational outcomes you are looking for. Here are 5 tips that will ensure that your employee communication methods do achieve those outcomes. •



The first tip is to establish whether the tools and methods you are currently using to communicate with employees are engagement strategies or information tools. So gather all the tools used and identify all the methods used, their frequency,



intended audience, whether they are one way or two way communication vehicles and review the key messages. •



The second tip is important because your ultimate aim in employee communication has to be to create the "Aha Moment". The "Aha Moment" is based on information that challenges the employee's belief about an aspect of the business. The information that suddenly helps employees say, "Now it makes sense", "Now I understand", "Now I can do something about it". Once you know what the "Aha Moment" is this will form your key message and the basis of your design of your employee communication strategy.



•



This third tip explains the best type of research to find out what the "Aha Moment" is, and the best type for this purpose is focus group research. Focus group research allows you to ask employees about your business and their thoughts on competitors, to identify the largest gap between what customers think and what staff think customers think, and to identify what would create a paradigm shift in employee's thinking. It also helps you identify how you will measure the impact of the change in employees thinking and to determine how significant it is to achieving the business objectives. Focus groups are a good format as they allow you to explore issues further and sometimes you will discover issues or ideas you hadn't considered prior to the session. Focus groups generally are held for one and a half hours duration and in groups of 8 – 10 participants. As the facilitator, your role is to lead the discussion but leave the actual dialogue to the participants, bringing them back to the main issue if they have gone off on a tangent or to ensure that all the topics that you wanted to cover within the allocated timeframe are covered. A well facilitated focus group will identify the key messages for your employee communication strategies as they relate to a particular business issue.



•



The fourth tip is that once you have your focus group outcomes, you can then begin designing employee communication strategies that engage employees. You should have a clear understanding about what employees know and what the facts



are, and the gap between the business facts and staff perceptions. This forms your key message to create the "Aha Moment". •



The fifth tip is that you take the key information from the focus groups, identify a business issue that you feel sure your employee communication strategies can impact on. By using that information and work together with that area of the business you then implement an employee communication strategy that can be measured by business outcomes.



Once you have gathered all this information you then need to design employee communication strategies that engage employees around the one central message. Many of these employee communication strategies will actively involve employees in some aspect of change by designing communication methods that will require employees to participate. These engagement strategies are then supplemented by employee communication information tools. Features



Employee Engagement as Saving Grace: A Conversation with Communispace President and CEO Diane Hessan Diane Hessan, a 2005 Winning Workplaces Best Boss, is President and CEO of Communispace, a Massachusetts-based firm that makes consumers "come alive" for brands in a way that renders focus groups obsolete. In this interview, she describes workplace best practices that contribute to the bottom line and what she plans to speak about at our ROI of Great Workplaces Conference in October. Your company works in one of the hottest spaces right now – social networking. How have you used employee engagement to fuel innovation and distance yourselves from the competition? From the beginning we've had a policy of being very open with our employees about where we are as a company – the good and the bad – and in return we've asked people to



be open with us about what's working or not working, what they’re seeing in the marketplace and what they're hearing from clients. When I first put that policy in place I just thought it was a good way to run a company, but there have been many times when it has really been a savior for us and had a major impact on the business. For example, we had a near-death experience in 2001. We are venture-backed and were running out of money and thought that we were going to have to do a major layoff. We sat down with all our employees, ran through the numbers and told them what was going on. Everybody asked a zillion questions and I just said, "Look, we have 36 hours and at the end of that we have to take some action." Thirty-six hours later we had 52 ideas, and everybody had decided to take a salary cut in return for stock options. This was in March 2001 and we made it to November just based on the cash flow from those decisions. In November our investors decided to give us more money. So employee engagement was literally a lifesaver for the company, and in fact it's evolved to affect everything from how we run our intranet site to the frequency of all-staff meetings. A hot topic in leadership and HR circles right now is flex work arrangements. Communispace has seemed to master this in balancing employee needs with business demands. What's your secret? I guess it's the set of assumptions we have. For instance, we believe that your scarce resource is your energy, not your time. We've got a huge service component of our business, and so for us a key to success is employees who are responsive, listening hard, energetic and enthusiastic with clients. So we want people to come to work and be as present as possible, and that's what we manage to, rather than how many hours a week you worked. Having said that, everyone around here works really hard, but other than the person who's at our switchboard, we don't say, "You must be in at this time and you can leave at this time." Our people tend to work an average of 50 hours a week, but they pick those hours.



It's worked well to trust that people are going to work hard and take responsibility for what's going on, but not have the place be a sweatshop. Which particular workplace best practices would you point to as making the biggest impact on your bottom line? Creating values for the organization that were relevant to what we do and then taking them seriously and putting teeth in them. So for instance, in 2004 we realized we were going to be profitable and were going to make it as a company. We spent that summer thinking about what kind of company we wanted to be. We also spent a lot of time thinking about what we had done to get us to that point. That turned into a set of values that are still living and breathing within the organization. Those values are really critical to how we operate and I would say they've paid off for us in being a great recruiting tool, a great source of alignment when managers are making decisions and a point of pride for employees. We're trying to do a number of things and be great at what we do, but we're also trying to build an amazing company. To do that it's not just about what you're selling. You are set to speak about "lessons I've learned in building an enterprise" at our conference in October. Can you give a preview of some of these? I think some of the things I'll talk about will be obvious, like listen to your customers. Some might be less obvious, like five-year plans are totally overrated. I think you have to have a path and a sense of where you want to go, but in this day and age I think your strategy has to be emergent. I think that passionate people move the business ahead. In most businesses I think I'd rather have two passionate people than three smart ones. I'd rather have people who are jazzed, who see the glass as half full.



FOCUS ON EMPLOYEE ENGAGEMENT Engagement by industry -



With the exception of government sector



which has relatively low engagement levels some high tech industries (pharma, biotech)score low whereas some service focused industries(retail, consumer products)score high. Engagement by level -



Studies show that people higher up in the



organization experience higher engagement. However there is a drop in engagement past the vice-president level. Engagement by gender -



the survey reveals a larger disparity



between men and women. Men count 8%more fully engaged and 6%less disengaged than women. Taking global figures into account, it can be said that Indian workers are among the most focused and satisfied in the world.



BASIC ASPECTS OF EMPLOYEE ENGAGEMENT There are three basic aspects of employee engagement: •



The employees and their own unique psychological makeup and experience.



•



The employers and their ability to create the conditions that promote employee engagement.



•



Interactions between employees at all levels.



Thus employee engagement is a partnership between a company and its employee where everyone works together to achieve the business objectives of the company and fulfill their personal aspirations. It is therefore largely the organization’s responsibility to create an



environment and culture conducive to this partnership and a win-win equation. CATEGORIES OF EMPLOYEES There are three different types of employees. They are engaged, not engaged, actively disengaged. 1. ENGAGED - Engaged employees are builders. They want to



know the desired expectations for their role so that they can meet and exceed them. They are naturally curious about their company and their place in it. They perform at consistently high levels. They want to use their talents and strengths at work everyday. They work with passion and they drive innovation and move their organization forward. 2. NOT ENGAGED - Not engaged employees tend to concentrate in



tasks rather than the goals and outcomes they are expected to accomplish. They want to be told what to do just so that they can do it and say they have finished. They focus on accomplishing tasks vs achieving an outcome. Employees who are not engaged tend to feel their contributions are being overlooked and their potential is not being tapped. They often feel this way because they don’t have productive relationships with their managers or with their co-workers.



3. ACTIVELY DISENGAGED - The actively disengaged employees



are the cave dwellers. They are consistently against ‘virtually everything’. They are not just unhappy at work they are busy acting out their unhappiness. They sow seeds of negativity at every opportunity. Everyday actively disengaged workers undermine what their engaged co-workers accomplish. The problems and tensions that are fostered by actively disengaged



workers can cause great damage to an organization’s functioning. THE ROLE THEORY Employee engagement can be defined in terms of what people do at work, something called the role theory. Role theory reviews different roles that people engage in at work, and it explains reasons why people engage in certain roles and not in others. The five work related roles that exist in any company are: •



Job holder role -



Employees come to work and do the job



that is listed in their job description •



Team member role - Employees go “above and beyond” to help members of their team work towards common goals.



•



Entrepreneur role -



Employees come up with new ideas and



processes and try to get those ideas implemented. •



Career role -



Employees do things to enhance their



career in the organization; they learn, they adapt new skills, and more. Organization member role -



Employees do things that promote



and help the company even if its not part of their jobs or their team’s duties In general we find that most employees have a sense of fairness and even if their employer treats them poorly most will show up to work and do the job role. But having employee show up at work simply doing their jobs gets an employer nowhere in terms of long term competitiveness. If all your employees show up and only do their jobs, then you are not building organizational strength and long term competitiveness



through people because anyone can hire those same employees and duplicate what you are doing. It is the synergy that comes from people working together and gathering creative ideas that leads to long term organizational wealth creation. That synergy and above and beyond behavior is evidence of employee engagement. EINSTEIN’S THEORY ON EMPLOYEE ENGAGEMENT



ENGAGEMENT= MEANINGFUL RELEVANT RECOGNITION Einstein’s theory was based on the formulae that is E=MR2



K-A-B MODEL According to K-A-B MODEL for the success of employee engagement, the company must follow three steps i.e. •



Knowledge



•



Attitude



•



Behaviour



• KNOWLEDGE:- Stakeholder must be aware of what is



happening ,what the change or engagement effort is, and what they will see happening across the organization, to and by the “launch” part of engagement programmes, and is also where



much of the effort is focused-often to the detriment of the subsequent stages. • ATTITUDE:- Once the stakeholders have internalized the



knowledge, they need to form an attitude about what they know .generally this means that they must see tangible, positive evidence that the organization is serious about and committed to the programme .Evidence of behaviour change emerges in key leaders, managers and employees as, for example, process begin to evolve and changes are made.



• BEHAVIOUR:- Once stakeholders have internalized the



information and formed an attitude about the change and what it means to them, it is essential that they are given the tools, guidance and support needed to change their behaviours and must be visibly intolerant of behaviours that do not align with achieving the objectives behind the overall engagement efforts.



THE TEN C’S OF EMPLOYEE ENGAGEMENT How can leaders engage employees’ heads, hearts, and hands? The literature offers several avenues for action; we summarize these as the Ten C’s of employee engagement. 1. Connect: Leaders must show that they value employees. Employee-focused initiatives such as profit sharing and implementing work–life balance initiatives are important.



However, if employees’ relationship with their managers is fractured, then no amount of perks will persuade employees to perform at top levels. Employee engagement is a direct reflection of how employees feel about their relationship with the boss. Employees look at whether organizations and their leader walk the talk when they proclaim that, “Our employees are our most valuable asset.” 2. Career: Leaders should provide challenging and meaningful work with opportunities for career advancement. Most people want to do new things in their job. For example, do organizations provide job rotation for their top talent? Are people assigned stretch goals? Do leaders hold people accountable for progress? Are jobs enriched in duties and responsibilities? Good leaders challenge employees; but at the same time, they must instill the confidence that the challenges can be met. 3. Clarity: Leaders must communicate a clear vision. People want to understand the vision that senior leadership has for the organization, and the goals that leaders or departmental heads have for the division, unit, or team. Success in life and organizations is, to a great extent, determined by how clear individuals are about their goals and what they really want to achieve. 4. Convey: Leaders clarify their expectations about employees and provide feedback on their functioning in the organization. Good leaders establish processes and procedures that help people master important tasks and facilitate goal achievement. Good leaders work daily to improve the skills of their people and create small wins that help the team, unit, or Organization performs at its best. 5.Congratulate: Business leaders can learn a great deal from Woo den’s approach. Surveys show that, over and over, employees feel that they receive immediate feedback when their performance is poor, or below expectations. These same employees also report that praise and



recognition for strong performance is much less common. Exceptional leaders give recognition, and they do so a lot; they coach and convey. 6. Contribute: People want to know that their input matters and that they are contributing to the organization’s success in a meaningful way. First, an employee understands of the connection between her work – as operational zed by specific job-relevant behaviors – and the strategic objectives of the company had a positive impact on job performance. Second, an employee’s attitude towards the job and the company had the greatest impact on loyalty and customer service than all the other employee factors combined. Third, improvements in employee attitude led to improvements in job-relevant behavior; this, in turn, increased customer satisfaction and an improvement in revenue growth. In sum, good leaders help people see and feel how they are contributing to the organization’s success and future. 7. Control: Employees value control over the flow and pace of their jobs and leaders can Create opportunities for employees to exercise this control A feeling of “being in on things,” and of being given opportunities to participate in decision making often reduces stress; it also creates trust and a culture where people want to take ownership of problems and their Solutions. 8. Collaborate: Studies show that, when employees work in teams and have the trust and cooperation of their team members, they outperform individuals and teams which lack good relationships. Great leaders are team builders; they create an environment that fosters trust and collaboration. Surveys indicate that being cared about by colleagues is a strong predictor of employee engagement. Thus, a continuous challenge for leaders is to rally individuals to collaborate on organizational, departmental, and group goals, while excluding individuals pursuing their self-interest.



9. Credibility: Leaders should strive to maintain a company’s reputation and demonstrate high ethical standards. People want to be proud of their jobs, their performance, and their 10. Confidence: Good leaders help create confidence in a company by being exemplars of high ethical and performance standards. Practitioners and academics have argued that Competitive advantage can be gained by creating an engaged workforce. Leaders should actively try to identify the level of engagement in their organization, find the reasons behind the lack of full engagement, strive to eliminate those reasons, and implement behavioral strategies that will facilitate full engagement. These efforts should be ongoing. Employee Engagement is hard to achieve and if not sustained by leaders it can wither with relative ease. THE LOYALTY FACTOR The key to employee engagement is creating greater motivation for their work and commitment to their organization. It is not possible to retain professionals only by paying high salaries and offering attractive benefits. We need to create enthusiasm for their roles, their work and the organization and ensure they are well integrated. Employee engagement relates to the employee’s commitment to the organization’s success. Engaged employees who are inspired and guided by the leadership equipped with the right tools and managed by the right systems and process deliver superior performance. Employee engagement today encompasses training, development, work environment, leadership, performance management, work- life balance, communication, compensation, benefits, commitment, fun and social activities. The quality of output and competitive advantage of a company depends on the quality of people. Employees want to work for an



organization that is-successful, legal, provides opportunities to grow, has managers who help employees and is socially responsible. FACTORS LEADING TO EMPLOYEE ENGAGEMENT The critical factors which lead to employee engagement are; 1. Career development Opportunities for personal development - Organizations with high levels of engagement provide employees with opportunities to develop their abilities, learn new skills, acquire new knowledge and realize their potential. When companies plan for the career paths of their employees and invest in them, then they prove to be the assets of the organization. Effective management of talent - Career development influences engagement for employee and retaining the most talented employees and providing opportunity for personal development. 2. Leadership Clarity of company values - Employees need to feel that the core valueS for which their company stands are unambiguous and clear. 3. Respectful treatment of employees - Successful organizations show respect for each employees’ qualities and contribution regardless of their job level. Empowerment - Employees want to be involved in decisions that affect their work. The leaders of high engagement work places create a trustful and challenging environment in which employees are encouraged to dissent from the prevailing orthodoxy and to input and innovate to move the organization forward.



4. Image - How much the employees are prepared to endorse the



products and services which their company provides its customers depends largely on their perception of the quality of



those goods and services. High levels of employee engagement and are inextricably linked with high levels of customer engagement. 5. Equal opportunity and fair treatment - The employee



engagement levels would be high if their superiors provide equal opportunities for growth and advancement to all the employees. 6. Re- inforcement of people focused policies - Continuous re-



inforcement exists when senior management provides staff with budgets and resources to accomplish their work and empowers them. 7. Communication - The company should follow the open door



policy. There should be both upward and downward communication with the use of appropriate communication channels in the organization. If the employee is given a say in the decision making and has the right to be heard by his boss then the engagement levels are likely to be high 8. Quality of working relationships with peers,superiors &



subordinates - If employees’ relationship with their managers is fractured, then no amount of perks will persuade the employees to perform at top levels. Employee engagement is a direct reflection of how employees feel about their relationship with the boss. 9. Perception of the ethos and values of the organization



-‘inspiration and values’ are the most important factors that influence engagement. Inspirational leadership is the ultimate perk. In its absence it is unlikely to engage employees. 10.



Performance appraisal - Fair evaluation of an employees



performance is an important criterion for determining the level of



employee engagement. The company which follows an appropriate performance appraisal technique (which is transparent and not biased)will have high levels of employee engagement. 11.



Pay and benefits - The company should have a proper



pay system so that the employees are motivated to work in the organization. In order to boost his engagement levels the employee should also be provided with certain benefits and compensation. 12.



Health and safety - Research indicates that the



engagement levels are low if the employees do not feel secure while working. Therefore every organization should adopt appropriate methods and systems for the health and safety of their employees. 13.



Job satisfaction - Only a satisfied employee can become



an engaged employee. Therefore it is very essential for an organization to see to it that the job given to the



employee



matches his career goals which will make him enjoy his work and he would ultimately be satisfied with his job. 14.



Family friendliness - A person’s family life influences his



work life. When an employee realizes that the organization is considering his family’s benefits also, he will have an emotional attachment with the organization which leads to engagement. 15.



Co-operation- If the entire organization works together



by helping each other i.e., all the employees as well as superiors co-ordinate well then the employees will be engaged.



DOES ENGAGEMENT REALLY MAKES A DIFFERENCE? Should executives be concerned about these findings? Perhaps a more interesting question to executives is: “Is there a strong relationship between, say, high scores on employee engagement indices and organizational performance?” It seems obvious that engaged employees are more productive than their disengaged counterparts. For example, a recent meta-analysis published in the Journal of Applied Psychology concluded that, “… employee Satisfaction and engagement are related to meaningful business outcomes at a magnitude that is important to many organizations.” A compelling question is this: How much more productive is an engaged workforce compared to a non-engaged workforce? Several case studies shine some light on the practical significance of an engaged workforce. For example, New Century Financial Corporation, a U.S. specialty mortgage banking company, found that account executives in the wholesale division who were actively disengaged produced 28 percent less revenue than their colleagues who were engaged. Furthermore, those not engaged generated 23 percent less revenue than their engaged counterparts. Engaged employees also outperformed the not engaged and actively disengaged employees in other divisions. New Century Financial Corporation statistics also showed that employee engagement does not merely correlate with bottom line results – it drives results. BENEFITS TO THE ORGANISATION •



Employee engagement builds passion, commitment and alignment with the organization’s strategies and goals.



•



Attracts more people like existing employee.



•



Increases employees’ trust in organization.



•



Creates a sense of loyalty in a competitive environment.



•



Lowers attrition rate.



•



Increases productivity and improves morale.



•



Provides a high energy working environment.



•



Improves overall organizational effectiveness.



•



Boosts business growth.



•



Makes the employee effective brand ambassadors for the company.



EMPLOYEE ENGAGEMENT IN VIRTUAL ENVIRONMENT Keeping remote employees engaged is a critical challenge for managers. Employees need to be engaged through various forums and interactions to build excitement and passion through various communication channels and events. For example, at Sun Microsystems, employees are treated with utmost importance. The senior management team interacts with the employees through the intranet where the employees are engaged in active dialogue on corporate goals and directions and also solicits their feedback. Management members engages with the employees on technological directions through personal blog.(holding six town halls with employees every year).The company also reaches out the employees’ family by inviting and involving them in some events. The internal website of the company is updated daily, thus keeping employees abreast of the happenings and developments in their organization. MEASURING EMPLOYEE ENGAGEMENT



Employee engagement can be measured from two dimensions; How employees feel(their emotions towards the company, the leadership, the work environment etc). How they intend to act in the future(will they stay, give extra effort etc). •



Employee engagement can be revealed in several ways, including ‘pulse’ to annual surveys, tracking changes in the attrition rate, increase in the number of employee referrals and growth in productivity and business. In many organizations the age old employee satisfaction surveys were considered the most popular method for measuring how happy an employee was in the organization. This is slowly being replaced by surveys that can effectively measure employee engagement. For example, employee opinion survey.



•



The analyses results help us gauge the level of employee engagement within the company. It also helps to identify the weak areas. After each survey Action Planning Group is formed within the organization that comprises a cross-section of people from across the company; all departments and all levels are fairly represented. This group then works on different projects leveraging the strengths identified by the survey.



•



Conducting a survey without planning how to handle the results can lead employees to disengage. It is therefore to feel the pulse, the action plan is just as essential.



•



Employee engagement should be measured at regular intervals in order to track its contribution to the success of the organization.



HOW TO MEASURE EMPLOYEE ENGAGEMENT Step 1- Listen The employer must listen to his employees’ and remember that this is a continuous process. The information employees supply will provide direction. This is the only way to identify their specific concerns. When leaders listen, employees respond by becoming more engaged. This results in increased productivity and employee retention. Engaged employees are much more likely to be satisfied in their positions, remain with the company, be promoted and strive for higher levels of performance. Step2- Measure current level of employee engagement Employee engagement survey let us know what level of engagement the employees are operating. Customizable employee survey will provide with a starting point towards the efforts to optimize employee engagement. This kind of survey is a diagnostic tool of choice in the battle for the hearts of employees. Step3- Identify the problem areas Identifying the problem areas helps to see which are the exact areas, which lead to disengaged employees. Step4- Taking action to improve employee engagement by acting upon the problem areas Nothing is more discouraging to employees than to be asked for their feedback and see no movement toward resolution of their issues. Even the smallest actions taken to address



Concerns will let the staff know how their input is valued. Feeling valued will boost morale, motivate and encourage future input. Taking action starts with listening to employees’ feedback and a definitive action plan will need to be put in place finally. IMPORTANCE OF ENGAGEMENT Engagement is important for managers to cultivate, given that disengagement or alienation is central to the problem of worker’s lack of commitment and motivation. Meaningless work is often associated with apathy and detachment from ones works(Thomas& Velthouse ).In such conditions, individuals are thought to be estranged from their selves. An organization’s capacity to manage employee engagement is closely related to its ability to achieve high performance levels and superior business results. In the workplace research on employee engagement(Harter,Schmidt&Hayes,2002)have repeatedly asked employee whether they have the opportunity to do what they do best everyday. While one in five employees strongly agree with this statement. These work units scoring higher on this perception have substantially higher performance. Thus, employee engagement is critical to any organization that seeks to retain valued employees. As organizations globalize and become more dependent on technology in a virtual working environment, there is a greater need to connect and engage with employees to provide them with an organizational identity. Engaged employees are more likely to stay and be an advocate of the company’s product and services. They contribute to the overall success of the organization. A greater number of loyal employees ensure low recruitment and training costs, in effect enhancing the productivity of the organization. They are also more willing to put in extra effort when the organization needs it. Their impact on the working environment is also significant as they are more focused on



organizational benefit than personal goals. This consequently reduces feelings of acrimony and internal rivalries. They also project a positive image to new recruits and this motivates the latter to perform better and assimilate themselves in the office culture. Research also shows that engaged employees in customer-facing roles are more likely to treat customers in ways that positively influences customer satisfaction. ORGANISATIONAL INITIATIVES Most organizations have a range of programmers to improve the engagement level of their employee. It should start right at the selection stage. •



Choosing the right fit and giving a realistic job preview.



•



Strong induction and orientation programme.



•



Rigorous training and development from technical to soft skills to leadership development programme.



•



To keep up the morale of people and drive them towards excellent performance, incentives can be given such as recognition letters, profit sharing schemes, long performance awards, ESOPs, building assets like own home.



•



Regular feedback to all people.



•



Communication forums like the in-house magazine and regular surveys and conferences.



•



To maintain the quality of work-life and a balance between personal/professional lives, there are recreational activities like festivities, get-togethers, sports etc.



•



An open and transparent culture to empower its people and develop entrepreneurs.



INCREASING EMPLOYEE ENGAGEMENT •



Provide Variety - Tedious, repetitive tasks can cause burn out and boredom over time.



•



If the job requires repetitive tasks, look for the ways to introduce variety by rotating duties, areas of responsibility, delivery of service etc.



•



Conduct periodic meetings with employees to communicate good news, challenges and easy-to-understand company’s financial information. Managers and supervisors should be comfortable communicating their staff and able to give and receive constructive feedback.



•



Indulge in employee deployment if he feels he is not on the right job .Provides an open environment.



•



Communicate openly and clearly about what’s expected of employee at every level-your vision, priorities, success measures etc.



•



Get to know employee interests, goals, stressors etc. Show an interest in their well being and do what it enables them to feel more fulfilled and better balanced in work life.



•



Celebrate individual, team and organizational success. Catch employee doing something right and say,” Thank-You”.



•



Be consistent in your support for engagement initiatives. If you start one and then drop it, your efforts may backfire. There’s a strong connection between employees’ commitment to an initiative and management’s commitment to supporting it.



REAL EMPLOYEE ENGAGEMENT RULES We often think that super important corporate initiatives will transform our organization into places where everyone will come to work and want to be more engaged. Corporate initiatives can’t make the magic. Employee engagement happens only when you remove barriers to work and these barriers are unique to every work group. The people who deliver the corporate initiatives have to make engagement happen, i.e., the managers. HOW TO MOVE OWNERSHIP TO MANAGERS AND EMPLOYEES In order to move the employee engagement process from ownership by corporate HR to ownership by and employees, several things must happen1. Measurement of employee engagement must be done more than once in a year. We need multiple ways to assess engagement , the engagement metrics must include performance measures. 2. You can’t have engaged employees without super engaged managers. Engagement improving efforts must start at top and work their way down. The



most senior executive must be assured that



they are engaging their senior team and that team has to work on creating a high engagement environment for its direct



reports &



so on. Engagement must be done by leadership through example. This process of top



down



engagement is owned by each



level of management. Each manager himself



benefits from the



process, and then they share the benefits with their own



employees.



In this learning process managers “own” employee engagement.



3. Engagement is about getting rid of things that block productivity. We bring people to work, then put lots of obstacles in the way of their being able to succeed. Creating an engaged workforce means getting barriers out of the way for your employees to be effective. We cannot create a magic set of 20, 40, 80 survey questions that will assess the things that are getting in the way of productivity and performance. These things can be lumped into categories but they differ from company to company, department to department and employee to employee. These productivity blockers and de motivators are not taught in a basic introduction to management book. They are not going to disappear with the purchase of some new technology or from hiring the latest management guru. Engagement will happen when each individual manager learns what’s getting in the way of his/her employees’ performance and each manager chooses to take action. 4. The process of engagement is a process , you can’t get it right at the year end. You have to create a continuous learning, continuous improvement, continuous measurement and continuous action process to maximize productivity.



1.2:CONCEPT OF EMPLOYEE ENGAGEMENT IN SBI The people are the most important assets and through their capabilities and use of their knowledge, sbi has been able to maintain the leadership position in the market. Engagement of an employee is an important factor of consideration for every organization for the prosperity and integrity of the organization. Satisfied knowledgeable workforce is therefore instrumental in achieving organizational success. If an employee is not satisfied in any of the factors which are basic ,prior and unavoidable like good and secured job, working environment ,salary, proper and effective interpersonal communication among all the level of the organization, scope of development ,recruitment policy, reward and appraisal system ,organizations discipline, training facility, recreation facility, complete understanding of the work, goals and values, decisions making policies then they will feel de motivated to work and the organization will not get the desired output even from the best employee working within it. In other words, job dissatisfaction leads to psychological withdrawal, dispensary visits, poor mental health, poor performance, lower attractiveness of the job and absenteeism. they will find opportunities elsewhere, where they can avail a better job that



can satisfy all their needs. This will in fact lead to the increase in the level of absenteeism. Hence the human resource management conducts a survey on the employee satisfaction, every year, to find out the various factors of sin whish employee feels satisfied. This survey also helps them to find out in which an employee feels satisfied. survey also helps them to find out new factors apart from the standardize factors that are usually being prescribed as factors of satisfaction. Therefore these factors eventually help the department and the management to take proper action in future for the well being, motivation, satisfaction and development of the employees working within it from the human relations and organizational behavior point of view. Employee training & development, competency mapping through HRRA, career progression, succession planning is given utmost attention by top management for developing a world class workforce. HR programs are tailored to meet these objectives. WORKFORCE FOCUS In alignment with the company's vision, mission and values, sbi workforce focus aims at creating a flexible, knowledgeable & satisfied workforce. The company achieves high performance by creating agile & flexible organization design, understanding workforce needs through various listening and learning posts, promoting innovation and creativity through Cross Functional Teams, motivating employees through performance management and professional development and providing a safe and supportive environment. WORKFORCE ENGAGEMENT Determination of workforce engagement and satisfaction



Determination of key factors for employee engagement and satisfaction starts with classifying employees into appropriate groups based on hierarchical, functional levels etc. and capturing workforce needs through different listening and learning posts. The identified factors for workforce satisfaction and engagement are validated through reviews in the HR Council meetings correlating the same with the organizational results. High performance work culture This objective is achieved through the following factors: MOTIVATION Senior leaders use many formal and informal means to motivate workforce through out the company. Some of the steps taken by senior leaders in this regard are •



Creating an environment of achievement by setting challenging targets for the subordinates,



•



Giving adequate resources for enabling people to succeed,



•



Personal involvement and



•



Reward and recognition based on consideration on meritorious performance.



EMPOWERMENT An environment of empowerment is built through: (a) Enabling workforce through training and development to take decisions closest to the front line.



(b) Delegations of authority with trust & support, to take actions and make decisions, to satisfy the customers at first contact. General Managers and Chief Managers have been given both financial powers to reward workforce under them. (c) Providing easy access to the senior leadership (through “open house”, e-mail and freedom to meet informally). (d) De-layering for more freedom to act, job enrichment through task forces to work for special projects.



REWARD AND RECOGNITION Reward and recognition system is one of the most important elements of a high performance work culture at sbi Important R & R schemes are CPI, PPI, Bonus, Sabash awards, Gunwant Karmachari award etc. In addition to this, senior leaders take active part in rewarding people in annual JDC meetings, Safety week, productivity week and innovation week celebration and quality nite etc. MD is personally present in the annual functions of rewarding the winners. This encourages workforce to take part in improvement groups such as QCs, VE and other innovation projects in most of the forums in India. Contract workmen are also rewarded during the Safety week celebration by the Senior leaders. CO-OPERATION The change in the organization design from functional orientation to SBU-wise structure has resulted in improved cooperation and



communication amongst production, marketing, technology and support services since these have become part of the individual SBUs. This has resulted in improved productivity and business results. The company's vision and strategic plan (Mission-2000) has been communicated across the organization; thus providing a clear big picture to the entire workforce about company's objectives and growth plans. INFORMATION FLOW AND TWO WAY COMMUNICATION Communication across the work units, jobs and locations is achieved through a) Documentation of all work procedures and instructions (in IMS) and their communication to all employees through training b) Availability of these on in the intranet and as hard copies, which can be accessed by all, c) Through positional training where a highly skilled worker/officer trains a group assigned to him on-the-job as per the needs of his colleagues d) Knowledge Management system (KM site) where the knowledge champions and experts gather and place knowledge pieces including all successful CIPs on the K.M. site, e) Departmental meetings for knowledge sharing. f) Logbooks maintained by departments, g) Job rotation. INDIVIDUAL GOAL SHARING & INNOVATION The CBSC is cascaded to Divisional/Departmental Goal Sheets and to individual KRAs, which help in aligning and integrating the performance targets; thus taking out any ambiguity and providing clear and specific goals for individuals. The workmen are trained and



developed through Millwright, and other training programs to empower them for self-supervised working. This enhances their agility and they work seamlessly on all machines of all units of the department. Involvement of employees across all levels in various CIP teams, such as VE, WS and WCs have not only created a culture of collaboration but also fosters an environment for high performance. These interventions also help in skill and knowledge sharing & innovation. The associated rewards and recognition practices with these interventions motivate and engage the workforce across the organization. Innovation Is also encouraged through suggestion and innovation schemes, with appropriate reward and recognition. SAFETY AND SECURITY sbi work climate is governed by HR Policy, IMS(Integrated Management System) consisting of ISO 9001:2000,ISO14001:2004,OHSAS 18001:2007,Tata code of Conduct, Sexual Harassment (Prevention Policy) and Whistle Blower Policy and is improved by reviewing the current practices and implementation of improvement initiatives. Central Safety Committee is the apex committee which decides the strategy for safety and its successful implementations. Safety initiatives in the company include hazard identification & risk analysis (HIRA), preparation of job safety analysis, housekeeping and safety surveys, mock drills, reporting and analysis of near miss incidents/accidents etc. Employee's involvement in improving the safety standard is ensured through their participation in the departmental safety committees, plant safety committee and other forums.



WORK ENVIRONMENT TRL is the first Refractories company in India to establish a fullfledged environment protection department. The system for air and water pollution monitoring, measurement, corrective, preventive action & periodic review are in place. HEALTH INITIATIVES Considering the nature of operations, system has been established to prevent occurrence of silicosis, a major health hazard by ensuring effective dust control systems, use of dust masks, job rotation and conducting health awareness classes regularly. PMC are conducted for all employees & contract labour as E&I. Replacing old producers by modern ones and replacing coal with petcoke has minimized toxic gas pollution in Gas Producers area, and gas monitoring is done regularly to check gas levels. TRL also proactively encourages its employees to preventing problems related to health by exposing them to knowledge on different aspects of health under the “Work Life Balance” and program which is conducted by doctors of JG Hospital. Special programmes on 'meditation' are also conducted by Bramhakumaris from time to time to improve physical, mental & spiritual health of employees.



THE ASSESSMENT OF WORKFORCE ENGAGEMENT AND SATISFACTION This is done by an annual survey called EES (Employee Engagement Survey). The findings are analyzed and actions are initiated in low score areas to improve them. The absenteeism rate of 2.0% is a benchmark in Refractories industry. Method of measurement



of employee well-being and satisfaction/dissatisfaction are: absenteeism, b) grievances) loss due to strikes (zero since last 20 years). The assessment method takes care of segmentation of the workforce such as employees at different levels, women employees, employees located at different locations. For workmen there is a separate survey which is administered in Oriya language. THE EES FINDINGS AND ANALYSIS These are presented in the BEC meeting to the senior leaders along with their correlation to the business results e.g. CBSC and AOP targets. Recognition was an area of concern in the last ESS. Hence a new set of recognition measures were designed for the employees and executed e.g. best housekeeping competition, Shabash award for Gunwant Karmchari. The improvements brought about based on the employee satisfaction survey and their correlation with the key business results are given in needs are identified during annual strategy planning process. Based on the 5 year business plan which gives projections of different business, VP (HR) in consultation with SBU Heads / GM's of production, maintenance and project departments make HR plan which take into account capability & capacity needs. The HR strategy focuses on three HR elements (i) Attract (ii) Retain and (iii)Develop of Strategy Planning Process. The recruitment process addresses (i) additional manpower requirement for business growth (ii) to fill up vacancies arising out of attrition.



1.3



Introduction of SBI The evolution of State Bank of India can be traced back to the first decade of the 19th century. It began with the establishment of the Bank of Calcutta in Calcutta, on 2 June 1806. The bank was redesigned as the Bank of Bengal, three years later, on 2 January 1809. It was the first ever joint-stock bank of the British India, established under the sponsorship of the Government of Bengal. Subsequently, the Bank of Bombay (established on 15 April 1840) and the Bank of Madras (established on 1 July 1843) followed the Bank of Bengal. These three banks dominated the modern banking scenario in India, until when they were amalgamated to form the Imperial Bank of India, on 27 January 1921. An important turning point in the history of State Bank of India is the launch of the first Five Year Plan of independent India, in 1951. The Plan aimed at serving the Indian economy in general and the rural sector of the country, in particular. Until the Plan, the commercial banks of the country, including the Imperial Bank of India, confined their services to the urban sector. Moreover, they were not equipped to respond to the growing needs of the economic revival taking shape in the rural areas of the country. Therefore, in order to serve the economy as a whole and rural sector in particular, the All India Rural Credit Survey Committee recommended the formation of a state-partnered and statesponsored bank. The All India Rural Credit Survey Committee proposed the take over of the Imperial Bank of India, and integrating with it, the former state-owned or state-associate banks. Subsequently, an Act was passed in the Parliament of India in May 1955. As a result, the State Bank of India (SBI) was established on 1 July 1955. This resulted in making the State Bank of India more powerful, because as much as a quarter of the resources of the Indian banking system were controlled directly by the State. Later on, the State Bank of India (Subsidiary Banks) Act was passed in 1959. The Act enabled the State Bank of India to make the eight former State-associated banks as its subsidiaries.



The State Bank of India emerged as a pacesetter, with its operations carried out by the 480 offices comprising branches, sub offices and three Local Head Offices, inherited from the Imperial Bank. Instead of serving as mere repositories of the community's savings and lending to creditworthy parties, the State Bank of India catered to the needs of the customers, by banking purposefully. The bank served the heterogeneous financial needs of the planned economic development. Branches The corporate center of SBI is located in Mumbai. In order to cater to different functions, there are several other establishments in and outside Mumbai, apart from the corporate center. The bank boasts of having as many as 14 local head offices and 57 Zonal Offices, located at major cities throughout India. It is recorded that SBI has about 10000 branches, well networked to cater to its customers throughout India.



ATM Services SBI provides easy access to money to its customers through more than 8500 ATMs in India. The Bank also facilitates the free transaction of money at the ATMs of State Bank Group, which includes the ATMs of State Bank of India as well as the Associate Banks – State Bank of Bikaner & Jaipur, State Bank of Hyderabad, State Bank of Indore, etc. You may also transact money through SBI Commercial and International Bank Ltd by using the State Bank ATM-cum-Debit (Cash Plus) card. Subsidiaries The State Bank Group includes a network of eight banking subsidiaries and several nonbanking subsidiaries. Through the establishments, it offers various services including merchant banking services, fund management, factoring services, primary dealership in government securities, credit cards and insurance.



The eight banking subsidiaries are: •



State Bank of Bikaner and Jaipur (SBBJ)



•



State Bank of Hyderabad (SBH)



•



State Bank of India (SBI)



•



State Bank of Indore (SBIR)



•



State Bank of Mysore (SBM)



•



State Bank of Patiala (SBP)



•



State Bank of Saurashtra (SBS)



•



State Bank of Travancore (SBT)



Products And Services Personal Banking •



SBI Term Deposits SBI Loan For Pensioners



•



SBI Recurring Deposits Loan Against Mortgage Of Property



•



SBI Housing Loan Loan Against Shares & Debentures



•



SBI Car Loan Rent Plus Scheme



•



SBI Educational Loan Medi-Plus Scheme



Other Services •



Agriculture/Rural Banking



•



NRI Services



•



ATM Services



•



Demat Services



•



Corporate Banking



•



Internet Banking



•



Mobile Banking



•



International Banking



•



Safe Deposit Locker



•



RBIEFT



•



E-Pay



•



E-Rail



•



SBI Vishwa Yatra Foreign Travel Card



•



Broking Services



•



Gift Cheques



SBI! Makes online business success do-able. Anyone can succeed with an all-in-one process, tools, and guidance. The process is simplified to such a degree that success (i.e., profits, not the mere presence of a Web site) is achievable even for a beginner. For an experienced person, achieving success is even smoother. SBI! really does change lives. Yes, there are easier ways to build a Web site. However, online profits require more than just having a collection of Web pages. SBI! includes all the tools and a proven process required to build a long-term, profitable e-business. SBI! removes the technical barriers allowing you to keep your attention on building your business. Many functions are completely automated. You don't need to know anything upfront about building a Web site in order to succeed. The tedious, "under-the-hood" stuff is handled automatically so you can focus on other important business-building activities. SBI! is the only product that takes the time to prepare you to build a profitable business, before you jump into building your site. For the beginner, your learning curve will be shorter and you'll bypass any show-stopping errors. For those experienced in sitebuilding, SBI! deepens your level of understanding. No matter who you are, you are guided all the way until you succeed. The Action Guide presents a step-by-step process, presented in both written and video formats. All you have to do is follow it. Really! The most successful SBI! owners say "all



they did was follow the Guide." They don't get sidetracked, or have to guess at what to do next. SBI!'s guided approach helps you reach your goals. Continuous mentoring via the Action Guide and online help is always available. Learn by reading (written guide) or watching (video guide)! You are carefully guided every step of the way, which make success that much more do-able. Advanced help is also available (when you are ready for it), all designed to save you time and keep you moving forward. SBI! comes with unlimited Customer Support. SBI! owners often call it the best they've ever experienced. And the SBI! Forums complete the picture. They are the most friendly, help-and-be-helped set of e-business forums in the world Too many non-SBI! sites start without profits being "built into" the process from DAY 1. It all begins with the right process. Content



Traffic



PREsell



Monetize is the



underlying, logical and powerful process that capitalizes upon the fundamental realities of how people use the Web. C



T



P



M puts you on a solid, profitable business



foundation. Brainstorm It! is SBI!'s powerful keyword brainstorming and research tool. It helps you verify that your site concept has acceptable profit potential. SBIers are saved from making that common fatal error. With Brainstorm It!'s help, they know they are on track, right from the start. Brainstorm It! also helps you to find topics related to your niche that will pull in traffic and generate income. Niche Choose It! is your final decision-making tool. It uses a complex decision-matrix theory that makes choosing the best niche for YOU simple... and flawless. Choosing your best site concept is not always as obvious as you might think. Brainstorm It! and Niche Choose It! show you the best path for your particular business, reveal some surprises, and help you make the right choice.



Monetize It! helps you choose the best monetization options for your site concept. Creating a diverse monetization mix will help you maximize your site's profitability and ensure long-term growth. Recent discoveries indicate that vast numbers of microorganisms live below the Earth's surface in soil, mud, and rock, and some scientists now believe that the total weight of these microbes is as much as all life (plant and animal) in our well-known surface biosphere. Life below the Earth's surface has important consequences to ecology, to deposits of oil, gas, and minerals, to water resources, to agriculture, and to medicine. OSU has much expertise in this field, and this integrated initiative on the Subsurface Biosphere builds on the University’s strengths in environmental engineering, biotechnology, microbial ecology, agriculture,forestry, and the marine sciences.



SBI! includes Value Exchange (VE) for finding and managing high value inbound links (another criteria for ranking highly at the engines and building traffic). This automated inbound link-build ing tool saves time for what is otherwise a tedious time-sucker When it's time to create your site's Look & Feel, SBI! provides fully customizable, easyto-use templates. You can choose and create a professional-looking presentation, even if you have no design skills. And if you're a designer, you can create and upload your own. You learn to "get it right" quickly (or correct bad habits) so you can focus on other traffic-building strategies. (These are also easily mastered due to "automation-andprocess.")



The diagram above illustrates the interconnection between the subsurface biosphere and several wide-reaching topic areas: global biogeochemical cycles, sustainable natural resources, and engineered environmental processes. These focus areas are interconnected through microbial ecology, genomics, proteomics, and metabolic engineering, which are common research strengths at OSU. Examples of research programs and centers in the three focus areas are: the Integrated Ocean Drilling Program (IODP), the H.J. Andrews Long Term Ecological Research (HJA-LTER) program, and the Western Region Hazardous Substance Research Center (WRHSRC), and the NSF Earth’s Subsurface Biosphere Training (ESB-IGERT) grant that serves to tie all the focus areas together. Provided below are descriptions of these focal areas and research areas



Management budgets and borrowing limits and fixing exposure limits. Mr. O. P. Bhatt is the Chairman of the bank. The five-year term of Mr. Bhatt will expire in March 2011. Prior to this appointment, Mr. Bhatt wasManaging Director at State Bank of Travancore. Mr. Bhatt has more than 30 years of experience in the Indian banking industry and is seen as futuristic leader in his approach towards technology and customer service. Mr. Bhatt has had the best of foreign exposure in SBI. We believe that the appointment of Mr. Bhatt would be a key to SBI’s future growth moment . Mr. T S Bhattacharya is the Managing Director of the bank and known for his vast experience in the banking industry. Recently, the senior management of the bank has been broadened considerably. The positions of CFO and the head of treasury have been segregated, and new heads for rural banking and for corporate development and new business banking have been appointed. The management’s thrust on growth of the bank in terms of network and size would also ensure encouraging prospects in time to come.



1.4:OBJECTIVES 1) To examine the importance given by employees to their work & the level of their satisfaction. 2) To examine the quality of work-life of the employees in SBI



CHAPTER 2 REVIEW OF LITERATURE EMPLOYEE ENGAGEMENT An organization’s productivity is measured not in terms of employee satisfaction but in terms of employee engagement. Employees are said to be engaged when they show a positive attitude towards the organization and express a commitment to remain with the organization. It is the level of commitment and involvement an employee has towards the organization and its values. An engaged employee is aware of the business context and works with colleagues to improve performance within the job for the benefit of the organization. Engagement at work was conceptualized by Kahn (1990)as the harnessing of organizational members’ selves to their work roles. In engagement people employ and express themselves physically, cognitively and emotionally during role performances. The second related construct to engagement in organizational behavior is the notion of flow advanced by Csikszentmihalyi (1975).He defines ‘Flow’ as the holistic sensation that people feel when they act with total involvement .Flow is the state in which there is little distinction between the self and environment. When individuals are in flow state little conscious control is necessary for their actions. Employee engagement is thus the level of commitment and involvement an employee has towards their organization and its value. The organization must work to develop and nuture engagement which requires a two way relationship between employer and employee. Thus employee engagement a barometer that determines the association of a person with the organization.



Engagement is most closely associated with the existing construction of ‘Job Involvement’, Brown(1996).Job Involvement is defined as the degree to which the job situation is central to the person and his/her identity. Kanungo(1982)maintained that job involvement is thought to depend on need saliency and the potential of a job to satisfy these needs. Thus job involvement results from a cognitive judgement about the need satisfying abilities of the job. Jobs in this view are tied to one’s self image. Furthermore engagement entails the active use of emotions. Finally engagement may be thought of as an antecedent to job involvement in that individuals who experience deep engagement in their roles should come to identify with their jobs. When Khan talked about employee engagement he gave importance to all three aspects, physical, cognitive and emotional. Whereas in job satisfaction importance has been more given to cognitive side. According to the study of WatsonWyatt, the profit chain establishes relationship between profitability, customer loyalty and employee satisfaction, loyalty and productivity. The links in the chain (which should be regarded as propositions) are as follows; profit and growth are stimulated primarily by customer loyalty. Loyalty is a direct result of customer’s satisfaction. Satisfaction is largely influenced by the services provided to customers. Satisfied, loyal and productive employee create value. Employee satisfaction in turn results primarily from high quality support services and policies that enable employees to deliver results to customers. HR practioners believe that the engagement challenge has a lot to do with how employee feels about the work experience and how he/she is treated in the organization. It has a lot to do with emotions which are fundamentally related to drive bottom line success in a company.



Employee engagement represents an alignment of maximum job satisfaction with maximum job contribution. By plotting a given population against these two axes, five distinct employee segments are identified-fully engaged, almost engaged, honeymooners & hamsters, crash & burn and disengaged. According to BW-HR global survey 34% of the employees in India are fully engaged and 13% disengaged. As many as 29% are almost engaged.



CHAPTER :3



RESEARCH METHODOLOGY The current chapter deals with the research methodology adopted In present study indicates the selection of sample respondents, collection of data. choice of statistical tools for analysis of data, in addition to pointing out limitations’ of the study. Methodology adopted: The research is aimed at to evaluate employee engagement at SBI bank. The city will cover under the research Moga.,Bagha purna Research design: The design for this study is descriptive. Sampling unit: Sampling is an effective step in collection of primary data that influence the quality and correctness of the result. Sampling size: The sample size is selected to give the true picture. The size is 75



CHAPTER 4



DATA ANALYSI INTERPRETATION



1. Age Age



No of employee



% of employee



S&



20-25years 26-30 years 31-35 years 36-40 years Above 40 years Total



5 10 25 10 25 75



7 13 33 14 33 100



20-25 years 26-30 years 31-35 years 36-40 years above 40 years



Interpretation : Employee come under 20-25years were 7% ,26-30 and 36-40 and years were 13%&14% and high %come under 31-35years &above 40years that were 33%.



2 Marital status



Matrital status Single Married Total



No of employee 35 40 75



% of employee 47 53 100



54 % 52 % 50 %



S eries 1



48 % 46 % 44 % s in g le



m arrie d



Interpretation . the employee who work in sbi are single 47% and married are 53%



3 EDUCTION QUALIFICATION Qualification 1-5th



No of employee 5



% of employee 7



6-10th Hsc /Itid Diploma Ug/pg Total



5 10 30 25 75



7 14 40 32 100



50% 40% 30%



S e rie s 1



20% 10%



HS D/I TID dip liom a UG /PG



6-1 0th



1-5 th



0%



Interpretation: The education qualification of workers 1to 5 ans 6 to 10 is 7 % and hsc is 10 %,diploma 40% ug /pg 32%



4 Experience at this concern.



Period 1-5 years 6-10 years 10-15 years 16-20 years Toal



No of employee 12 20 30 13 75



% of employee 16 27 40 17 100



50% 40% 30%



S eries 1



20% 10% 0% 0-5 6-10 y ears y ears



10-15 16-20 y ears y ears



Interpretation :The experience that employee have 16 % who working in 5 years old and 27 % that who worked in before 6to 10 years ,40% that’s who employee in sbi past 10to15 years and 17 that employee who are employee in sbi before 16 to 20 years



5. Remuneration Per month.



Amount Rs 3000-5000 Rs 5001-10000 Rs above 10000 Total



No of employee 5 10 60 75



% of employee 7 13 60 100



Rs 3000-5000 Rs 5001-10000 Above Rs 10000



Interpretation:7% employee that who receive the remuneration 300to5000 and 13% that who receive 5000to 10000 and 60 % that who receive above of 1000



6 Opportunity to do the work best. opportunits Almost always true Mostly true



No of employee 35 20



% of employee 47 26



Sometime true Rarely true Not at all true Total



10 5 5 75



13 7 7 100



50% 40% 30% 20% 10% 0%



S e rie s 1



not at all true



sometimes true



almost always true



S e rie s 2



Interpretation : 47 % emoplyee said that it always true that sbi provide opportunist to do the work best and 26 % that it mostly true and 13 that emoplyee said sbi sometime provide the opportunity and 7% that who said its rare and not true that sbi provide the opportunities



7 suggestion about infrastructure to do work. No of employee



% of employee



Highly satisfied satisfied Neither satisfied nor dissatisfied dissatisfied Highly dissatisfied Total



40 30 3



53 41 4



2 0 75



2 0 100



0 .6 0 .5 0 .4 0 .3



S e rie s 3



0 .2



S e rie s 2



0 .1



S e rie s 1



0 h ig h ly s a t is fie d d is s a t is fie d



Interpretation:53 % emoplyee said they are highly satisfied of the infrastructure of the sbi and 41% that who said they are satisfied 4% that they are nor satisfied and 2 % that who are dissatisfied



8.suggestion about the recognition given by the management.



Highly satisfied satisfied Neither satisfied nor dissatisfied dissatisfied Highly dissatisfied Total



No of employee 40 30 3



% of employee 53 41 4



2 0 75



2 0 100



highly s atis fied s atis fied nethiers atis fied n or dis s atis fie d dis s atis fie d highly dis s a tis fied



Interpretation:53% emoplyee said they are highly satisfied with recognition and 43% said they are just satisfied and 4 % doesn’t say anything and 2% were dissatisfied



9 your satisfied level with the effort to you and your performance by the superior and the team members.



Highly satisfied



No of employee 30



% of employee 40



Satisfied Neither satisfied nor dissatisfied Dissatisfied Highly Dissatisfied Total



40 5



53 7



0 0 75



0 0 100



0. 6 0. 5 0. 4 0. 3 0. 2 0. 1 0



S erie s 1 S erie s 2



highly dissatisfied



dissatisfied



nethiersatisfied nor dissatisfied



satisfied



highly satisfied



S erie s 3



Interpretation :40% emoplyee said they are highly satisfied with the performance of the team members and 53 % were just satisfied ,7% doesn’t say anything



10. Your agreement with the supportiveness by HOD/superiors.



Highly agree Agree Neither agree nor disagree Disagree Highly Disagree Total



No of employees 35 30 5 5 0 75



% of employees 47 40 7 6 0 100



0.5 0.4 0.3



S eries 1



0.2



S eries 2



0.1 highly agree



nither agree nor



highly agree



0



Interpretation 47% emoplyee said they were highly agree with support of their HOD and 40%said they are agree and 7% dosnt say anything and 6% disagree with support of the their HOD



11. your suggestion will be considered during your job.



suggestion Frequently Rarely Occasionally



No of employees 30 20 25



% of employees 40 27 33



Total



75



100



Series1



oc ca sio na l



ly



Series2



Ra re ly



fre qu en t ly



50% 40% 30% 20% 10% 0%



Interpretation: 40% emoplyee said their suggestion consider in development of the organinstion and 27 % emoplyee said rarely consider their suggestion and 33% occasionally



12. The mission and purpose make you feel the importance of your job .



Always Mostly



No of employees 25 35



% of employees 33 47



Sometimes Rarely Not at all Total



5 5 5 75



6 7 7 100



50% 40% 30%



Series1



20% 10%



ll at a No t



Ra re ly



et im es



y os tl



So m



M



Al wa ys



0%



Interpretation :33% employee said always , 47% mostly ,6 % sometime ,7% rarely and 7% not at all



13.employee suggestion about the development on their work.



Highly satisfied Satisfied



No of employees 30 40



% of employees 40 53



Neither satisfied nor dissatisfied Dissatisfied Highly Dissatisfied Total



7



7



0 0 75



0 0 100



0.6 0.5 0.4 0.3 0.2 0.1 0



S eries 1 S eries 2



highly dissatisfied



dissatisfied



nethiersatisfied nor dissatisfied



satisfied



highly satisfied



S eries 3



Interpretation :Employees said they were 40% highly satisfied with the development of the organization and 53% satisfied and 7 % neither



14 frequent chances has been given to improving employees skill and job Knowledge.



No of customers



% of customers



Highly agree Agree Neither agree nor disagree Disagree Highly Disagree Total



35 25 10 5 0 75



Series1 highly disagree



S1 nither agree nor disagree



highly agree



50% 40% 30% 20% 10% 0%



47 33 13 7 0 100



Interpretation: 47% emolyee said they were highly agree the chance who given to improve to their skilland 33 % agree and 13 % nether agree and 7% disagree



15 you agree with the company functions conducted in your organization.



Highly agree Agree



No of employees 35 30



% of employees 47 40



Neither agree nor disagree Disagree Highly Disagree Total



5 5 0 75



7 6 0 100



0.5 0.4 0.3



Series1



0.2



Series2



0.1 highly agree



nither agree nor



highly agree



0



Interpretation: 47% emoplyee said they were hoghly agree company function conducted in the organization and 40 % agree ,7% nor disagree and 6 disagree



16 Employees satisfied level with the stress relief programs conducted in their organization.



Highly satisfied Satisfied



No of employees 30 35



% of employees 40 47



Neither satisfied nor dissatisfied Dissatisfied Highly Dissatisfied Total



10



13



0 0 75



0 0 100



highly s atis fied s atis fie d nither s atis fued n or dis s ats ified dis s atis fied hightly dis s a tis fied



Interpretation :Stress relief program highly satisfied the 40% employee and 47% emoplyee were satisfied, 13 doesn’t say anything



17 Employees agree that their are utilizing , self and y potential as a whole to this organization. Highly agree Agree Neither agree nor disagree disagree



No of employees 51 20 4 0



% of employees 68 27 5 0



Highly disagree Total



0 75



0 100



0.8 0.7 0.6 0.5 0.4 0.3 0.2 0.1 0



S eries 3 S eries 2 S eries 1



1



2



3



4



5



6



Interpretation: 68% emoplyee said they were highly agree and 27 % agree and 5% that who neither agree nor dissatisfied



18 Employee get proper field to execute their ideas .



Yes No



No of employees 70 5



% of employees 93 7



total



75



100



y es no



Interpretation: 93% emoplyee said they get proper field to exectuve their ideas and 7 % said no



19. Employees satisfied with the level of trust on their team.



Highly satisfied



No of employees 45



% of employees 60



Satisfied Neither satisfied nor dissatisfied dissatisfied



25 5



33 7



0



0



Highly Dissatisfied Total



0 75



0 100



highly satisfied satisfied nither satisfued nor dissatsified dissatisfied hightly dissatisfied



Interpretation 60% emoplyee said they were fully satisfied the level of trust and 33% satisfied and 7 % doesn’t say anything



20. Employees have the materials and equipment to do their work efficiently. Highly satisfied Satisfied Neither satisfied nor dissatisfied dissatisfied



No of employees 32 40 3



% of employees 43 53 4



0



0



Highly Dissatisfied Total



0 75



0 100



high ly s atis fie d s atis fie d nith er s atis fued n or dis s ats ified dis s atis fied high tly dis s a tis fie d



Interpretation: 43% employee said they have full material and equipment to do the work and 53% were satisfied 4 % doesn’t say anything



21 the opportunities at work to learn and grow . Highly satisfied Satisfied Neither satisfied nor dissatisfied



No of employees 42 30 3



% of employees 56 40 4



dissatisfied



0



0



Highly Dissatisfied Total



0 75



0 100



60% 50% 40% 30% 20% 10% 0% hightly dissatisfied



nither satisfued nor



highly satisfied



S eries 1



Interpretation: 56% emoplyee were satisfied the opporuintes who help to learn and grow and 40% saitfied and 4% dosnt say anything



22 Employee get the information their need to do their job well .



Highly agree agree



No of employees 46 25



% of employees 62 33



Neither agree nor disagree disagree



4 0



5 0



Highly Disagree Total



0 75



0 100



highly agree agree neither agree nor dis agree dis agree highly dis agree



Interpretation: 62% emoplyee said they wer efully satisfied and 33% satisfied and 5% dosnt say anything



23 In overall employees’s opinion about satisfaction on this job.



Highly satisfied Satisfied Neither satisfied nor dissatisfied dissatisfied Highly Dissatisfied Total



No of employees 47 25 3



% of employees 63 33 4



0



0



0 75



0 100



highly satisfied satisfied nither satisfued nor dissatsified dissatisfied hightly dissatisfied



Interpretation :63% were fully satisfied and 33 were satisfied 4 doesn’t say any thing



CONCLUSION Employee engagement is the buzz word term for employee communication. It is a positive attitude held by the employees towards the organization and its values. It is rapidly gaining popularity, use and importance in the workplace and impacts organization in many ways. Employee engagement emphasizes the



importance of communication on the success of business. An organization should thus recognize employees more than any other variable, as powerful contributors to a company’s competitive position. Therefore employee engagement should be a continuous process of learning, improvement, measurement and action. Research studies have thus made a contribution in adding an additional ‘P’ to the 4Ps of marketing i.e., Product, Price, Place, Promotion and now People to the mix.



RECOMMENDATION i.



The ‘suggestion box’ programs can be sophisticatedly changed to ‘employee involvement association’ (EIA) because it is the keystone of organizational development, nurturing the engagement & empowerment of people.



ii.



Employees have diverse needs so this diversity requires flexible and individually directed support. The priority must be to offer a customizable program that can be tailored to the specific needs of each individual.



iii.



Benefit plans like cash balance plan which is a defined contribution plan specify the amount of contribution made by the employer towards an employees retirement account can be implemented.
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