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Chief Editor's Message

Dear Reader

I'd like to take this opportunity to welcome you to 

our Journal IMR Management Speak, the official 

Journal of Dr. Gaur Hari Singhania Institute of 

Management and Research. I have had the 

privilege of taking over as the Editor-in-Chief 

since February 2021. The journal aims to connect 

readers thoroughly with practices, ideas, and 

thoughts in the field of management, with an 

emphasis on providing managerial insights, in a 

reader-friendly format. 

I am very thankful to my authors for their hard 

work which culminated in to quality papers of this 

journal. Many thanks to Editorial Board and 

Reviewers as without their involvement and time 

spent, we would not be simply able to run the 

journal. Much obliged I am to our Parton for 

continued support for any academic activity. 

I feel happy to share that our institute's journal is 

now "indexed with J-Gate". I offer my thanks to 

both readers and authors, who have helped us by 

citing articles from our journal. I strongly 

encourage you to submit your work for 

consideration for publication in our Journal. For 

more information on submitting a paper, please 

v i s i t  the  journa l ' s  gu ide  for  au thors  

https://www.ghsimr.ac.in/page/ghs-imr-journal-

imr-management-speaks

For many years, this journal has been a vehicle for 

the delivery of timely and thoughtful information 

and opinion on many issues for enhancing business 

capabilities. We hope to continue to evolve and 

provide better services. In guiding the editorial 

team, we ask our readers to help us to explore new 

ways to make the journal useful. Please share your 

ideas and thoughts with us. We can be reached at 

editor.mgntspeak@ghsimr.ac.in

We look forward to hearing from you soon.

Dr. Rahul Goyal



A Bi Annual Journal

IMR-MANAGEMENT SPEAK

Pg.1Volume 13, Issue 2, July - Dec. 2020

Editor's Desk

Editor's Desk

Dear Readers,

The second issue of Volume 13th of IMR 

Management Speak is privileged to get reading from 

you. The issue contains insight on pertinent areas of 

research in form of six research papers. 

The first paper, 'Creative Leadership in Times of 

Covid-19 Pandemic: A Review' by Freelance 

Researcher Dr. Farah Naeem has made an interesting 

review of leadership style demonstrated by 

bollywood actor, Shah Rukah Khan, who has also 

shown his business acumen as an entrepreneur and 

has achieved success in other fields too. The case 

will help reader to master the essentials of managing 

oneself and understanding type of leadership 

required in times of pandemic.

Dr. Pushpender Kumar & Anupreet Kaur Mokha in 

their paper, 'A Study On Electronic Customer 

Relationship Management(E-CRM) In Banking 

Industry'  enumerates various benefits of E-CRM to 

the banks and the customers and find out respondents  

awareness of E-CRM services offered by their 

banks. E-CRM allows banks to serve their customers 

in a better way and also to communicate and interact 

with them constantly. This paper can be useful for 

managers in banking sectors and researchers doing 

work in area of CRM and banking. 

Third paper in this journal, 'Entrepreneurial 

Inclusive Civil Culture as an Option for The Future 

of Work for the Undeserved  by Dr. José G. Vargas is 

an eye opening work of great relevance in the present 

time when we have started thinking of creating self 

sustaining social units. Based on the need to rescue 

vacant urban land use with the participation of 

residents residing in the surrounding, the study 

analyses the determinant factors that successfully 

have contributed to create and develop an 

entrepreneurial inclusive culture. 

Management practices of Tata group has always 

been a guiding and a matter of interest for 

researchers.  Dr. (Prof.) Debaprasad Chattopadhyay 

in his paper 'Practising Ethical Leadership by Giving 

Voice to Values : A Case Study Approach on TATA 

STEEL' discern the exemplary practices of Tata 

Steel has given Voice to its Values over the years by 

Practicing Ethical Leadership on certain practical 

occasions. The paper accentuates that Values and 

Ethics form the bedrock of organizational 

sustainability and success.

Trust and Well-being: An Investigation among 

School Teachers by Chanchal Singh & Dr. Rajbala 

Singh explores the various sub dimensions of the 

Trust and Well-being of teachers and finds 

sufficiently strong and direct linkages between 

institutional trust and psychological well-being. 

Research is encourages the school administrators to 

include mechanisms to improve the trust 

environment in their strategic planning with a view 

to promoting school teacher's psychological well-

being.

The last paper of the journal is on the Significance of 

Artificial Intelligence in Reinventing Human 

Resources which I have co-authored with my student 

Shreya Nigam. This survey-based research records 

the extent of impact AI will make on HR functions 

l ike  manpower  planning,  compensat ion 

management, industrial relations, etc. The paper also 

gives a pulse of the current status of AI in reinventing 

human resources.

 I am thankful to our readers and contributors for 

their interest in the institution's journal.

Dr. Monika Srivastava
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Dr. Farah Naeem
Freelance Researcher

Creative Leadership
in Times of Covid-19
Pandemic: A Review

ABSTRACT

Contemporary organizations work in a turbulent 

and volatile business world unlike traditional ones. 

Digitalization, economic crisis, changing customer 

p re f e r ences ,  pandemic ,  f l ex ib l e  work  

arrangements, organization restructuring and 

increased competition etc. have changed the 

business ecosystem. The recent Covid -19 

pandemic and subsequent lockdown have adversely 

impacted the economies worldwide across the 

sectors. It has transformed the world of work 

tremendously. Hence, it becomes important to 

rethink leadership style as well to accommodate 

changing business requirement.  The study is an 

attempt to understand the concept of creative or 

visionary leaders. Moreover, paper examines the 

creative leader's skills & qualities required in 

present context. Findings show that leadership traits 

like empathy, resilience, agility, and emotional 

intelligence are instrumental for organizations to 

survive & thrive tough times. Creative or visionary 

leadership would be beneficial in creating an 

organizational resilience and agility, boost 

organizational excellence and improve health, well 

being and motivation of employees. Furthermore, 

paper presents a theoretical model of creative 

leadership and its impact on both organization & 

employees. The paper also exemplifies leadership 

skills of bollywood actor, Shah Rukah Khan. It 

navigate through various milestones particularly in 

business, this actor cum entrepreneur has achieved 

demonstrating his business acumen. The case will 

explore the effective leadership and entrepreneurial 

skill of SRK. Secondary sources are used to collect 

data. In the end author provide managerial 

implications benefitting policy makers. 

Key Words: Creative Leadership; Visionary 
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Leadership; Business Environment; Pandemic; 

Emotional Intelligence; Empathy

INTRODUCTION

The sudden outbreak of Covid 19 virus has brought 

economic instability across countries. With the 

spread of virus companies across the globe either 

started shutting down or slow their production 

resulting into pay cuts, layoffs, insecurity & 

uncertainty among employees.  With the passage of 

time working models shifted from physical offices 

to virtual. As the lockdown forced people to s

tay at home, working model like work from home 

emerged. Employees now were balancing personal 

and professional duties together on their own, as 

school and crèches were also closed. It was a unique 

experience both for companies and their employees. 

And slowly disruption leads to anxiety, sickness, 

depression, mental fatigue, sadness, and 

technostress and in extreme cases suicides among 

professionals. Therefore, new management 

practices including leadership emerged as the need 

of hour to deal with unique business circumstances. 

Mangers need to develop visionary and creative 

leadership style to harness innovative skills of 

employees and motivate them.  Therefore, creative 

leadership become absolute essential to thrive & 

survive current business environment to create a 

culture where both employees and organizations 

well being is taken care. As said earlier today's 

business environment has changed drastically in 

wake of Covid 19 pandemic. It has become more 

volatile, insecure and uncertain turning economies 

upside down worldwide. 

Hence, in light of above discussion, it becomes 

pertinent to weave qualities like empathy, 

resilience, agility and emotional intelligence into 

current leadership style i.e. creative leadership. The 

study uncovers that aforementioned qualities in 

leaders can leverage organization excellence and 

well being, organization resilience and increased 

motivation & morale among employees.  Leaders 

must be compassionate enough to understand other 

people's problems to harness their creative and 

innovative skills. The paper aims to assess creative 

leadership capabilities with respect to its 

dimensions like empathy, resilience, agility and 

emotional intelligence in times of pandemic of 

corona virus within workplace.

Objectives of Study

The objectives of study are:

1) To assess leadership capabilities required and 

it's impact on organization & employees in 

present context of pandemic.

2) To propose a theoretical model of leadership 

qualities & it's consequences on organization & 

employees. 

Creative Leadership

Literature Review

Leadership styles keeps on evolving based on 

societal and business needs. As we know that 

current business environment is turbulent and 

dynamic, hence demands for innovative and 

visionary leadership. It is important that leaders 

must adapt to changing business climate and blend 

themselves into specific requirements of teams. 

Pg.3
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Figure 1.1: A Cycle of Creative Leadership

(source: https://www.linkedin.com/pulse/enhancing-

teamwork-through-creative-leadership-lawrence-smith-maicd)

Effective communication is imperative to create a 

sense of belongingness resulting into passion and 

pride among team members (figure 1.1). 

Appropriate style of leadership can garner 

motivation and engagement among team members. 

Moreover, research shows a positive correlation 

between visionary leadership and employee's 

creativity (Smith, 2018). 

The Life Cycle of Leadership & Team Development

The image (figure 1.2) demonstrate amalgamation 

of two independently theories namely team 

development and Leadership. The stages of both 

theories are running parallel. Team development 

model developed by Tuckman comprise of five 

stages namely forming, storming, norming, 

performing and adjourning. The theory explains 

that each team undergoes different stages 

mentioned above in its life cycle of development. 

Whereas the other theory life cycle theory of 

leadership given by Hersey and Blanchard have 

four stages i.e. directing, coaching, supporting, 

delegating while the fifth stage of reviewing  has 

been added by author to align adjourning (Smith, 

2018). Therefore, it is necessary for leaders to 

identify the stage of team development and tailor 

his style of leadership accordingly to harness team 

potential and effectiveness of team mates. 

Figure: 1.2 Life Cycle of leadership & team development

(Source:https://www.linkedin.com/pulse/enhancing-teamwork

-through-creative-leadership-lawrence-smith-maicd)

Driving A Culture Of Innovation Through Visionary 

Leadership

Visionary leaders have realistic vision, enthusiastic 

goal drivers to reach set objectives. They have 

futuristic eye and therefore constantly look for 

innovative ways for survival. Also, these leaders 

remain actively involved in various activities and 

identify opportunities present in business 

environment. One of the key ingredients of 

visionary managers is optimism and confidence 

(fig. 1.3).  Visionary leader reflects his traits 

through his behavior of enthusiasm and reinforced 

communication as shown in figure 1.3. This leads to 

a culture of innovation in organization. Employees 

become more creative and receptive to 

opportunities. Team members of such leaders stay 

inspired, more focused and hence open to changes. 

In an innovative culture of work cross fertilization 

ideas & information occur among employees. 

People are goal oriented and think long term in such 

work spaces (Yan, Maladzhi, & Makinde, 2012). 

The model shows visionary leadership as driving 

force to build a culture of innovation & creativity in 

workplaces (figure 1.3).
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Figure 1.3:  A Model of Visionary Leadership Leads

to Culture of Innovation

(Source:https://www.researchgate.net/publication/269301010_

Creating_innovation_culture_through_visionary

_leadership_in_small_medium_enterprises

Author's Model of Study

The above discussion shows that creative leadership 

is instrumental in creating a culture of innovation at 

workplace. Now, taking the concept further 

researcher presents a model on antecedents & 

consequences of creative leadership. Various 

dimensions including empathy, resilience, agility 

and emotional intelligence of creative leadership 

have been discussed. A leader possessing following 

traits will be able to manage crisis or change 

(pandemic of Covid 19). A creative or visionary 

leader can turn threat into opportunity, resulting into 

organization excellence, resilience, increased 

motivation & morale of employees.

Figure 1.4: A Model of Antecedents & Consequences

of Creative Leadership

Empathy

Empathy means the ability to understand others 

feelings & emotions (Goleman, 2000) It is pertinent 

for leaders to feel & empathizes with team members 

with respect to their problems & concern (Bass, 

1985). Moreover, creating a culture of empathy at 

workplace found to be beneficial for employees. It 

helps to lower stress, build strong collaborations, 

boost morale and most importantly facilitate in 

recovering from difficult situations at job (Zaki, 

2019). Therefore, empathetic leaders can play 

pivotal role in the current pandemic situation when 

people are under stress due to unforeseen business 

circumstances and facing well being challenges. By 

building a culture of empathy at workplace 

organizations can reap the benefits of more 

cohesive teams with greater morale and enhanced 

collaborations. And this is only possible when 

leaders understand other employee's emotions, 

feelings and concern as their own. 

Resilience among leaders

Resilience refers to the ability to regulate oneself in 

troubled times at work. In other words, it refers to 

the capability to recover after a traumatic 

experience (Southwick, Martini, Charney, & 

Southwick, 2017). Resilience can be understood as 

the ability to manage hardship at workplace like 

negative feedback or conflicts with peers/superiors 

and how well one pull through these situations. 

Positive social connections and healthy mental 

habits lead to resilience. Studies show that humans 

have inherent capability to recover stressful events 

with resilience. Resilient leaders can absorb 

pressure and stress at work, while maintaining their 

composure even in hard management crisis 

(Krystal, 2008).  

Agile 

Agile leader posses key characteristics like 
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humility, adaptability, vision and commitment.  The 

leaders believe that their team mates are better 

informed than them and build effective team on this 

belief. Moreover, the leaders view change as an 

opportunity rather threat and make efforts to blend 

with it. They are far sighted and taking into 

consideration short term adversities make long term 

plan. Also, agile leaders stay connected with both 

internal & external stakeholders.  

Emotional Intelligence

According to Mayer emotional intelligence is “the 

ability to accurately perceive your own and others' 

emotions; to understand the signals that emotions 

send about relationships; and to manage your own 

and others' emotions. It doesn't necessarily include 

the qualities (like optimism, initiative, and self-

confidence)”. 

Emotional Intelligence can be helpful in 

understanding our thinking and behavioural pattern 

as through this skill one can navigate not only his 

own emotions and felling but others also. It has been 

established by researches that 70 percent of the time 

individuals with normal IQ surpass people with 

better Intelligent Quotient (IQ). The phenomena can 

explained with power of EI. IQ is the competency to 

learn new things and remain consistent throughout 

whereas EQ comprises of flexible set of skills which 

can be develop with practice. People equipped with 

more EQ make an average of $29,000 more every 

year comparable to lower EQ people. There are five 

key construct of Emotional Intelligence namely: 

Self Awareness; Self- Regulation; Motivation; 

Empathy and Social Skills Also, strong association 

has been discovered between empathetic leaders & 

financial performance. (Ovans, 2015). In the 

present scenario of economic instability it becomes 

important to be equipped with emotional 

intelligence in order to understand teams problems 

& underlying emotions from their stand point. It 

will build stronger bond between leaders and team 

mates resulting into higher loyalty towards 

company. 

Impact of creative leadership

By using their creative imagination and 

understanding pulse of employees, a leader can 

leverage potential of a team. An effective leadership 

can bring more profit to organization and improve 

organization performance. A leader possessing 

characteristics like resilience, emotional 

intelligence, agility, compassion & kindness can 

manage a situation of crisis more efficiently and 

bear the fruit in terms of more agile and resilient 

organization, increased employee morale & 

motivation etc. It is important for leaders to carve a 

meaningful path for teams so that they stay 

motivated and inspired even adverse conditions. 

A journey of creative leadership:  Case of Shah 

Rukh Khan

The section explores the journey of Shah Rukh 

Khan, famous Bollywood star and a successful 

businessman. The case teaches the concept of 

creative leadership and importance of dream and 

imagination in transforming an idea into reality. The 

actor made a modest beginning and over time 

became a brand. Shah Rukh Khan, popularly known 

as SRK is a world class entrepreneur, marketing 

innovator and an excellent communicator.  SRK 

held the title of the country's most valuable celebrity 

brand for many years and considered as global 

ambassador of Indian cinema.  The Delhi born actor 
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started his career with a TV serial titled 'Fauji' 

before trying his luck in movies. He has been 

honored with several prestigious awards including 

Padma Shri for his outstanding contribution. Shah 

Rukh's wax statue at Madame Tussauds is another 

feather in his cap. Apart from a talented actor, he is 

also posses' sharp business acumen. As revealed by 

an annual list of Forbes, he was among the world's 

highest paid celebrities of 2016. His maiden 

business voyage started with the foundation of 

Dreamz Unlimited, a production house with Juhi 

Chawla and Director Aziz Mirza. Later Dreamz 

Unlimited converted to Red Chillies Entertainment, 

which turned out to be one of the India's biggest 

production houses. To add in this line, Shah Rukh 

Khan along with his wife Gauri Khan established 

India's biggest Visual Effects Studios called Red 

Chillies VFX. The unit deals with special effects of 

not only his home production but also for various 

international brands showing that he is a visionary 

who thinks much ahead of its time. Shah Rukh Khan 

popularly known as SRK is also an invited speaker 

of many prestigious B Schools like IIM Bangalore, 

Yale University. Moreover; he also owns IPL 

cricket team (KKR) and Kidzania, a Mexican 

edutainment theme park. Case can be beneficial in 

identifying the true ingredients of modern 

leadership. Marketers can take a lesson on how to 

leverage ones brand image from Shah Rukh Khan as 

he did the same amazingly. 

A creative leader in one sense is a disruptor, who 

agitates the existing status quo and changes the 

power equation; or upsets the applecart by replacing 

the traditional way of doing business with 

innovative ideas. But what would you call someone 

who affected the way of life of large population for 

almost two decades? Who has rebranded himself 

many times? Who is a game changer in the business 

world with exceptionally well leadership and 

communication skills? In this case, one calls him 

Shah Rukh Khan. He is a visionary leader who 

thinks globally, act strategically, and contribute to 

the forte in which he operates.

He is not only considered as the global ambassador 

of Indian cinema but also a world class 

entrepreneur. By definition leaders are the people 

who take societies and organization to new horizons 

and they exhibit the courage to fight all odds. They 

are entrepreneurial risk takers mavericks and game 

changer and Shah Rukh Khan possess all 

aforementioned traits. He is an entertainer by 

profession who has won the hearts of millions of fan 

world over and is known for his extensive body of 

work. Shah Rukh Khan is a multifaceted personality 

as he acts, sing, dances, hosts stage shows and 

above all a world class entrepreneur. He won many 

awards and accolades and a distinguished game 

changer of Indian cinema. Top class business 

schools and conclave invites Shah Rukh Khan to 

provide insights and life lessons to their budding 

managers. The man has survived beautifully in one 

of the toughest industry for more than twenty tears. 

So, one can learn the tactics to survive the 

challenges of VUCA world from him. 

He was born in a Muslim family in New Delhi, 

where he completed his education from Delhi 

University. During college Khan played various 

sports like football, hockey but had to quit because 

of severe injury. Shah Rukh Khan popularly known 

as SRK made a humble beginning in the 

entertainment Industry through a Television serial 

'Fauji' in 1989. But his Bollywood career started in 

1991 with movie Deewana, which was a box office 

hit and for that he earned the Filmfare Best Male 
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Debut Award. In his speech at Edinburg University, 

Khan talks about his learning from this movie. 

According to him, a little madness is important and 

it's an absolute prerequisite for a successful life. 

SRK teaches the concept of self renewal and 

importance of redefining oneself in this ever 

changing time. To quote Arnab Ray of Daily News 

and Analysis, Shah Rukh brought a novelty in acting 

as he was “sliding down stairs on a slab of ice, cart 

wheeling, somersaulting, lips trembling, eyes 

trembling, bringing to the screen the kind of 

physical energy, visceral, intense, maniacal one 

m o m e n t  a n d  c l o y i n g l y  b o y i s h  t h e  

next.”(Wikipedia)

Shah Rukh has found a place in billions of heart not 

only through his acting skills but also by 

entrepreneurial genius. The case will prepare 

students to deliver the strategic leadership required 

in an increasingly competitive, volatile, uncertain 

and complex business world. Sustainable mindset is 

an important mantra for survival which likely to 

trigger innovation in ones personality. 

Accolades and awards: Shah Rukh Khan has earned 

numerous awards for his excellent contribution in 

the field of entertainment. He has been accredited 

with 14 Filmfare awards, 9 Star Screen Awards, 3 

IIFA Awards, 8 Zee Cine Awards, 2 Global Indian 

Film Awards and many others. Also, his work in the 

field of Entertainment has been recognized with 

highly prestigious decoration like Rajiv Gandhi 

Award (2002) and Padma Shri (2005) which is  

India's highest civilian honor given by Government 

of India. He is truly an international icon as his work 

been identified and acknowledged worldwide. 

United Kingdom's University of Edinburgh 

bestowed on an honorary doctorate to Shah Rukh 

Khan for philanthropic contribution. Khan has been 

given France highest civilian award titled 'Legion of 

France' which is conferred for outstanding civil or 

military conduct. His wax statue has been put in 

Madame Tussauds museum's London branch in 

2007 is one of the many beautiful feather in his cap.

Khan minding his Businesses: Apart from his acting 

skills, Shah Rukh Khan is also known for his sharp 

business sense. According to an annual list released 

by Forbes, he is one of the world's highest paid 

celebrities of 2016 by banking $33 million and his 

net worth is $600 million which includes his 

business ventures. It is really tough to say whether 

he is better businessman or actor as he is equally 

wonderful in both spheres.  His maiden business 

voyage started with Dreamz Unlimited, a 

production company co founded by Shah Rukh 

Khan. It released three films namely Phir Bhi Dil 

Hai Hindustani; Asoka and Chalte Chalte before 

getting dissolved. Dreamz Production converted to 

Red Chillies Entertainment which is one of the 

biggest production houses of India. Shah Rukh 

Khan is also a proud owner of most financially 

successful IPL team Kolkata Knight Riders. Except 

cricket, he also held a racing team in the i1 Super 

Series and in future aspires to own a football team. 

He plans out strategically his business moves 

resulting huge advantage. Khan has diversified his 

business in many sectors including edutainment. He 

owns 26 percent shares in Indian edition of the 

company, Kidnazia with the motive to endorse the 

brand in India. Also, he has 700-800 Cr. Rupees of 

asset in real estate including residences of Mumbai, 

London and Dubai. Shah Rukh Khan endorses 

many big brands including Big Basket, Nerolac 

paint, Lux soap, DishTV, DHFL home loan, Fair & 

Handsome and many more. 

Success mantra from SRK
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 To remain at the top the excellence is a tough though 

but SRK has managed to entertain the masses for 

around quarter of century. Marketing innovation 

and heart to heart communication connects him to 

people of all strata. The King of Bollywood is not 

only admired in India but also globally. He has 

experienced many obstructions and hindrances in 

his life but fought all odds to get success, learnt 

theaters in Delhi and got his first break in the TV 

serial “Circus” and then he made his first film debut 

in “Deewana”. His success won million of hearts. 

Being from a non film background, he had to put 

strenuous efforts and hardwork to earn this current 

stardom. Shah Rukh believes in dreaming big and 

even more in fulfilling them with determination. 

There are lot inspirational things to learn from Shah 

Rukh Khan's life. The section puts few of his lessons 

in nutshell:

Free as a Bird: While addressing a Global Alumni 

Leadership summit 'IIMBUE 2015' at IIM 

Bangalore, Shah Rukh Khan asks to develop a 

creative mindset which can cross the boundaries of 

traditional thinking. One should nurture and strive 

constantly to attain mind which think out of the box 

as this is an important pillar of leadership. Adding 

onto it, SRK adds not to impose unnecessary limits 

on oneself. Creation is an open process so one 

should open his mind to let the ideas get in. Always 

listen to your inner voice and just be yourself.  

Take Action: Only dreaming will not take you 

towards intended path so it is equally imperative to 

take action. Sometimes action may not land to goal 

but still they are important. Also, delayed action 

may not fetch desired results.

Confront your Fears: To be a good leader one must 

persistently redefine the world around him and 

restructure it based on their experiences. Regular 

self renewal of inner and outer world is essential to 

leadership as they motivate to dream, to imagine 

and above all pushes to a boundless mind filled with 

ideas. Only dreaming is not enough so one must 

undertake action without worrying about results. It 

is imperative to break the old framework which 

imprison and hold you back. A true creation can 

emerge only if one frees himself self imposed fear 

like fear of failing, fear of losing people or job or 

change. Change is indispensable. Don't let your fear 

enclose you instead open them and feel it translating 

some constructive form. 

Be Passionate: Khan views creation to be 

'Imaginerial' rather than 'Managerial' concept and 

passion as a key contributor to creativity. To him, it 

is not possible to lead or inspire people 

mechanically as inspiration is an emotional 

construct. A little madness is a prerequisite for a 

successful life. Fire in the belly is the most 

important trait of successful entrepreneur. Pursue 

the idea only if you're passionate about it.

Work Hard and determination

Chasing quantifiable goal is like running behind 

illusion. One should be equipped with tools hard 

work, openness to learning and determination to 

achieve his dreams. Completed goals must be 

treated just as milestones or mere passing moments 

of excellence. Determination is the key to open the 

locks of success. Being a leader one should be 

prepared to face the bitter and unexpected 

challenges of life which life thrust upon you. 

Beneath the top layer of glamorous lies the reality of 

hard work which is an absolute to match the raised 
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expectations of people.

Self Renewal: True leader prepares himself for 

tough times as sooner or later it is going to hit you. 

So it is important to change perspective to look at it. 

Real leader rebuild him in hard times. Speaking 

about his views of perfect life, SRK calls it an 

illusion and manmade idea. Imperfect life makes 

you a better person and creative people embrace and 

convert imperfection into something productive and 

beautiful. 

Learn and grow: “In my whole life, I have known no 

wise people who didn't read all the time  none, 

zero.” ~ Charlie Munger. Actor emphasize on the 

importance of learning in the process of growth. It is 

important to keep him armed with latest knowledge. 

His zeal, relentless hard work, intelligence, thirsts 

for knowledge and commitment are some of the 

reasons why he has surfaced as a BADSHAH in the 

corporate world as well! He stays updated about 

happenings around the world unlike other actors 

through his readings. Shah Rukh's success 

demonstrate that learning agility is crucial for 

success.  Agility is the barometer of degree of 

flexibility, ability to grow from mistakes and rise to 

array of challenges of an individual. 

Conclusion & Recommendations 

Nowadays, organizations function in an uncertain 

and volatile business climate due to multiple 

reasons. Jobs are insecure and digitalization has 

shifted organizational boundaries. Moreover, 

employees are aspiring for more work-life balance 

than ever, therefore looking for flexible work 

arrangements. Managers are witnessing global 

crisis, economic & political uncertainties, and 

security threats and changing technology. Hence, it 

calls for reorientation in leadership style as well to 

adapt changing business climate (Robbins & 

Coulter, 2012).  Besides, it is important to approach 

present times with authenticity & agility to draw 

best out of teams. Also, creative or visionary 

leadership brings an array of benefits including 

increased motivation, engagement and above all 

creativity among employees. Creative leaders have 

long term vision and an eye for opportunities; they 

showcase optimism and enthusiasm towards their 

objectives. It aspire their team mates as well to work 

whole heartedly towards stated goal and vision. 

Eventually it creates a culture of innovation where 

exchange of ideas, knowledge and information take 

p lace .  Recent  pandemic  have brought  

unprecedented challenges both for organizations 

and employees. The situation have turned 

economies worldwide upside down and therefore 

required new style of leadership. Furthermore, 

pandemic have led to massive layoffs, shutdown, 

and new work arrangements like work from home, 

virtual meetings etc resulting into depression 

among employees. Thus, leadership qualities like 

empathy, resilience, agility and compassion are also 

needed to deal with the current and post pandemic 

situation. The Covid-19 pandemic has redefined the 

parameters of leadership as it requires different set 

of traits to thrive under such extraordinary 

circumstances.  Only a resilient & agile leader can 

inspire his followers to bounce back from adversity. 

A culture of innovation also helps churn new ways 

of solving business problems. Moreover, it is 

essential to build an environment of psychological 

safety for teams to reduce insecurity and 

uncertainty in their minds. 

The paper also discusses the case of Shah Rukh 

Khan, a renowned personality of Indian Film 

Industry. He is a global face who is continuing to 
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survive in the tough market successfully. Case 

decodes various mantras from the man himself to 

fight the challenges of VUCA world. One should 

keep reviving and challenge himself to stay alive 

with open heart and mind. An open mind is 

indispensable to anchor in this ever changing time. 

The actor has successfully survived in the highly 

competitive market for so long, not only in the 

entertainment industry but other as well. Even he 

has out smarted the youngsters half of his age. He 

had overcome several barriers and controversies in 

his career. According to him, an innovative and 

open mind is the key to stay alive in turbulent time. 

Reframing is very important. One should not hold 

on to old ideology and continuously challenge the 

world around them. The only thing that prevents us 

from growing is our inner fear; the fears of losing 

relationships, jobs, position so on and so forth. So it 

becomes necessary to exorcise internal 

apprehension first in order to be truly creative. 

Dreams lay the foundation of success and growth 

but mere dreaming will not lead to you towards 

goal. Action is everything. Follow the dreams with 

passion and don't imprison them with numerical 

clasp as it cloud the poetry of creation. Instead of 

setting quantifiable goals, focus should be on hard 

work. To make your life extraordinary dreams must 

be followed by hard work. The only weapon by 

which disaster and uncertainty can be overcome is 

preparedness. Flaws of life make one better. So 

don't be scared from them as it'll carve an improved 

version of yours.  

Implications

Paper would benefit in understanding type of 

leadership required in times of pandemic. Since, 

significant disruptions have taken place due to 

Covid 19 and subsequent lockdown, so it would be 

crucial to know that older leadership too needs to be 

replaced with creative ones. Sometimes complex 

and unique business problems like Covid 19 

pandemic need to be resolved with improvised 

leadership dimensions. Since, the pandemic have 

adversely affected the health & well being of 

employees ,  hence  an  empa the t i c  and  

compassionate outlook is required towards them.  A 

creative leadership will be helpful in understanding 

team's problems. To thrive through the situation 

resilient leadership can play a pivotal role. The case 

on Shah Rukh Khan enables discussion on creative 

leadership and imagination. It will help reader to 

master the essentials of managing oneself in a 

turbulent outer world. SRK showed the courage by 

swimming against the waves when played an Anti 

Hero role in films like Darr, Baazigar and Anjaam 

which was unusual of the time. Resilience is helpful 

in fighting through routine work stressors. 

Although, it differs with context and individual to 

individual, still it can be developed with consistent 

efforts. The paper demonstrates relevant business 

lessons and intends to lay foundation for blending 

essential skills like resilience, agility & empathy so 

that they can deal with this crisis and come out as  

creative leader.
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ABSTRACT

E-CRM enables companies to engage with their 

customers on electronic and conventional platforms 

in an interactive, customized and meaningful way. 

This study was conducted to study the relevance of 

E-CRM in the context of banking industry. The 

objective of this paper was to enumerate the various 

benefits and techniques E-CRM offered to its 

customers. This paper tried to analyze the usage of 

E-CRM services among customers across various 

age groups and educational qualifications by 

collecting the data from 836 bank customers. 

ANOVA and post hoc analysis tests were used to 

conduct the research. This paper found that the 

middle aged generations were more inclined 

towards the usage of E-CRM services whereas there 

was no significant difference in case of educational 

qualifications. Therefore, there is a need to create 

more awareness towards E-CRM services across 

the various age groups and educational 

qualifications.

Keywords: CRM, E-CRM, banking industry, 

ANOVA.

1. INTRODUCTION

In the growing economy, every organization has 

become customer-centered, and is finding new 

ways to effectively serve customers. The Indian 

banking industryhas evolved into relationship 

marketing from their conventional transactional 

concept. The tag 'Customer is King' demonstrates 

that the customer is the heart of every business 

transaction. In order to better understand the 

interests and needs of customers and to ensure a 

sustainable customer relationship, the CRM model 

has been introduced. The key to the growth of the 
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bank in today's scenario is to maintain a customized 

approach, manage databases, build customer value 

and maintain adequate customer retention 

strategies. The internet and the growing virtual 

market have led to the emergence of E-CRM 

(Bernett & Kuhn, 2002). E-CRM helps to create 

long-lasting relationships with their customers with 

the help of internet and web technologies, etc. 

(Adlin et al., 2019). The internet is providing 

various opportunities to banks or companies to 

harness the technology and use it in a best possible 

manner to serve their customers (Al-Dmour, 

Algharabat, Khawaja, & Al-Dmour, 2019). These 

banks can now maintain long-term connections 

with their customers not only through fax, 

telephones or face-to-face meetings, but also by 

various new on-line means including e-mails, web 

applications, smartphone apps, etc. (Abu- Shanab 

& Anagreh, 2015).

2. REVIEW OF LITERATURE

Abdulfattah (2012) carried a research on 547 

respondents to examine the impact of E-CRM on 

customer satisfaction through mediating role of 

service quality in banking industry of Saudi Arabia 

and found that E-CRM had a significant positive 

impact on customer satisfaction mediated through 

service quality in the banking industry.The author 

concluded that a satisfied customer would turn into 

a loyal customer.

Ismail and Hussin (2013) conducted a research to 

investigate the impact of E-CRM (measured by pre-

purchase, at-purchase and post-purchase) on 

customer satisfaction and customer loyalty in 

airline e-ticketing websites of Malaysia. The results 

revealed that all the E-CRM dimensions had a 

positive impact on customer satisfaction and 

indirect impact on customer loyalty through the 

mediating role of customer satisfaction. 

Mousavai et al., (2015) carried out a research on 276 

respondents to examine the impact of E-CRM on 

customer loyalty in context of Hotel industry of 

Malaysia.The authors concluded that E-CRM had a 

positive impact on both customer satisfaction and 

customer loyalty through the mediating role of 

customer satisfaction and the customers are 

satisfied with the usage of E-CRM services.

Oumar et al., (2017) conducted a study on E-CRM 

in the banking industry and revealed that if banks 

provides better and improved services to their 

customers, it will then increase the customer loyalty 

base and profitability of the banks.

Mulyono and Situmorang (2018) also conducted a 

research on 190 respondents of online 

transportation to study the effects of E-CRM on 

customer loyalty by considering customer 

satisfaction and customer experience as a mediating 

variable. The authors revealed that the effective 

implementation of E-CRM services produce 

memorable customer experiences which will 

further lead to satisfied and loyal customers. 

Al-Dmour et al., (2019) carried out a research to 

examine the effectiveness of E-CRM success 

factors on customer satisfaction and customer 

retention of Jordanian commercial bank. The 

authors found that E-CRM contribute significantly 

to the banking sector and there was a positive 

impact of E-CRM on customer satisfaction.

Rashwan, Mansi & Hassan (2019) stated in their 

research that proper implementation of E-CRM 

helps the customers to transact more with their 

banks which will further enhance the satisfaction 
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level and loyal customer base. 

Mokha & Kumar (2020) conducted a research on E-

CRM and its relationship with the loyalty of the 

customers in the context of banking industry and 

found that the proper implementation of E-CRM 

services will help the banks to serve and 

communicate and interact with their customers in a 

best possible manner. 

3. CONCEPTUAL FRAMEWORK 

3.1 E-CRM

Lee -Kelley (2003) defined E-CRM as “the 

marketing activities, tools and techniques delivered 

over the internet (using technologies such as web 

sites and e-mail, data capture, ware housing and 

mining) with a specific aim to locate, build and 

improve long term customer relationships to 

enhance their individual potential”.E-CRM enables 

companies to engage with their customers on 

electronic and conventional platforms in an 

interactive, customized and meaningful way 

(Rashwan et al., 2019). This helps the customers to 

decide on notifications, deals and distribution of 

channels in full. It integrates interaction between the 

customer, respecting each individual's interests, 

security and privacy concerns, following 

permission-based practices. E-CRM is now a 

prerequisite for all organizations because it enables 

organizations to connect with their customers 

directly (Azila and Noor, 2011). Extensive studies 

by Abdulfattah (2012), Ismail & Hussain (2013), 

Mousavi et al., (2015); Oumar et al., (2017), 

Mulyonu & Situmorng (2018), Rashwan et al., 

(2019), Mokha & Kumar (2020), Kumar & Mokha 

(2020) have shown an improvement in consumer 

satisfaction and loyalty by incorporating e-CRM 

practices effectively. Since these technologies are 

needed for all electronics facilities, the banking 

industry leads the implementation of E-CRM. 

Therefore, it is important to enumerate the essential 

role E-CRM plays today. 

3.2 Benefits of E-CRM

E-CRM leads to the enhancement of customer 

service quality and effectiveness. It promotes the 

creation and maintenance of sustainable customer 

relationships. E-CRM provides banks and 

consumers some of the benefits. The benefits 

provided by E-CRM to banks and customers are:

3.2.1. To banks: 

a) Enhanced support and services to help 

interact and serve their customer needs on 

real-time basis.

b) More efficiency and minimized cost by 

integrating all the customer's database into a 

single unit in which all the departments of the 

company such as marketing, finance, sales 

etc. can communicate or share information 

and work on a common objective. 

c) More efficient and effective marketing by 

analyzing the customers' data from various 

perspectives and finding out which marketing 

campaign will have the greatest effect on the 

sales and profitability.

d) Customized or Personalized products/ 

services by providing more convenience, 

customized and one-stop services.

e) Enhanced retention and loyalty of customers 

by providing up-to-date, accurate and 

complete information to their customers 

through various electronic channels.
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3.2.2. To Customers

a) Easy and quick interaction between the 

customers and the banks through various 

electronic touch points.

a) Speedy processing of transactions through e-

response on real-time basis

b) Transaction security/privacy by protecting 

customer's personal information from 

unauthorized use or disclosure

c) Trust and convenience by providing various 

products/ services at one-stop.

d) Accurate information by providing complete 

up-to-date information to their customers.

e) Customized products or services by enabling 

their customers to customize their products 

and/or services online before transaction.

3.3. Techniques of  E-CRM

Banks provide various E-CRM techniques to 

customers to interact and communicate with their 

banks anytime and anywhere. Some of the E-CRM 

tools adopted by banks are: Internet banking, 

Automatic Teller Machines (ATMs), Mobile 

banking, Electronic Fund Transfer (RTGS/NEFT), 

Smart cards, Debit Card/ Credit Card, E-mail 

service, etc. Thus, with the introduction of E-CRM, 

banks are switching their focus from traditional 

banking to electronic banking as customers also 

prefer online transactions these days (Mokha & 

Kumar, 2020).

4. RESEARCH METHODOLOGY

To examine the relationship of mean usage of E-

CRM services across various age groups and 

educational level, the following methodology has 

been applied:

4.1 Objectives of the study 

a) To enumerate various benefits of E-CRM to 

the banks and the customers.

b) To find out if respondents are aware of E-

CRM services offered by their banks.

c) To identify which E-CRM tool is most widely 

used by the respondents.

d) To determine the sources of information 

related to E-CRM services.

e) To examine the relationship between age 

groups of the respondent and the usage of E-

CRM services

f) To investigate the relationship between 

education level of the respondent and the 

usage of E-CRM services

4.2 Sampling Design 

A structured questionnaire was used to collect the 

data from 836 respondents of Delhi/NCR who were 

using E-CRM services offered by their banks. For 

the purpose of the research, purposive sampling 

was used to gather the data from the respondents. 

All the questions were measured on a 5 point likert 

scale.

4.3 Methods of Data Collection 

Data was collected both from primary and 

secondary data. Primary data in the form of 

questionnaire was used whereas secondary data 

was used in the form of published national and 
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international journals, websites, etc.  

4.4 Research Tools  

For the findings of the research, Bar graph, pie chart, 

ANOVA and Post hoc analysis test were performed 

using SPSS Software version 23.

4.5  Hypotheses 

On the basis of objectives mentioned under sub-

section 3.1, the present study aimed to test the 

following null hypotheses:

1. Relationship between age groups of the 

respondent and the usage of E-CRM services.

 H01: The mean usage of E-CRM servicesis 

independent of age of the respondent.

2. Relationship between educational level of the 

respondent and the usage of E-CRM 

services.H02: The mean usage of E-CRM 

services is independent of educational level of 

respondent.

5. ANALYSIS AND INTERPRETATION

A study was conducted on 836 respondents to 

identify the usage of E-CRM services. Findings of 

the study are as follows:

1. 85% of the respondents are aware of E-CRM 

services that are provided by their banks.

1.85% of the respondents are aware of E-CRM 

services that are provided by their banks.

2.Types of E-CRM services widely used by the 

respondents:

Figure I described the types of E-CRM services 

widely used by the respondents and we concluded 

that debit/credit cards (86.7%) were preferred the 

highest by the respondents followed by internet 

banking (78.5%), mobile banking (76.2%), ATM 

(71.9%), chatbots (64%) and EFT (59.1%).

Figure I: Types of E-CRM services widely used by the respondents

3.Sources of information related to E-CRM 

Services:

Figure II showed the sources of information related 

to the E-CRM services and the respondents revealed 

that they found the information regarding E-CRM 

services mainly from bank staff (47.7%) either 

physically visiting the branch or through mails 

followed by friends/ relatives (23.9%), media 

advertising (23.6%) and co-workers (4.8%).

Figure 2: Sources of information related to E-CRM Services

4. To determine the relationship between the Age 

Groups of Respondents and Mean Usage of E-CRM 

services.
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ANOVA test was conducted to test the hypothesis 

that whether the mean usage of E-CRM is 

independent of age groups of the respondents. The 

results were presented in Table II. The p-value was 

found to be significant (p<0.05), which rejected our 

null hypothesis. Thus, it was found that mean usage 

of E-CRM services was not independent of age 

groups of the respondents[F statistics (4,831) = 

2.944, p<0.05]. ANOVA tests assumes that the 

equality of variance across age groups. Therefore, 

for this, Levene test was carried out (The null 

hypothesis was mean usage of E-CRM services was 

equal among various age groups). Table III 

presented the results of Levene test and found the p-

value to be significant (p<0.05), thus proved the 

equality of variance. Further, to identify, which 

group had significant difference in the mean usage 

of E-CRM services, Post hoc analysis was 

performed in Table IV. The results showed that there 

was a significant difference in the mean usage of E-

CRM services between the age group of less than 30 

years and 30 to 40 years with the p-value of less than 

0.05. Thus, the results revealed that usage of E-

CRM services were not same across various age 

groups. Therefore, the present study founded the 

significant difference in the mean usage of E-CRM 

services between the age group of less than 30 years 

and 30 to 40 years.

Table I presented the descriptive statistics on the 

mean usage of E-CRM services across various age 

groups. The descriptive statistical data indicated 

that the usage of E-CRM services amongst people 

of 41 to 50 years was high with a mean score of 

3.232, while the mean usage of individuals of less 

than 30 years was minimum with an average usage 

of just 3.117.
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Table V presented the descriptive statistics on the 

mean usage of E-CRM services across various 

educational qualifications. The descriptive 

statistical data indicated that the usage of E-CRM 

services amongst respondents with professional 

degree was high with a mean score of 3.228, while 

the mean usage of E-CRM services among doctorate 

was minimum with an average usage of just 3.000. 

ANOVA test was conducted to test the hypothesis 

that whether the mean usage of E-CRM is 

independent of educational qualifications of the 

respondents. The results were presented in Table VI. 

The p-value was found to be insignificant (p>0.05), 

which accepted our null hypothesis. Thus, it was 

found that mean usage of E-CRM services was 

independent of educational qualifications of the 

respondents [F statistics (4,831) = 1.763, p>0.05]. 

ANOVA tests assumes that the equality of variance 

across educational qualifications. Therefore, for 

this, Levene test was carried out (The null 

hypothesis was mean usage of E-CRM services was 

equal among educational qualifications). Table VII 

presented the results of Levene test and found the p-

value to be significant (p<0.05), thus proved the 

equality of variance. Since, in this, there was no 

significant difference found between the mean 

usage of E-CRM services and educational 

qualifications of the respondents, therefore, there 

was no need to conduct post-hoc analysis as it is 

generally used to identify which group had 

significant difference. Therefore, the present study 

founded that there was no significant difference in 

the mean usage of E-CRM services across the 

educational qualifications.
 

Table VI : ANOVA Results of Test of Equality of usage of E -CRM services across educational 
qualifications

 

Sum of Squares

 

df

 

Mean Square F Sig.

Between Groups 1.501 4 .375 1.763 .134

Within Groups 176.874 831 .213

Total 178.376 835

 
Table VII : Test of Homogeneity of Variances

Levene Statistic

 

df1

 

df2 Sig.

6.439 4 831 .000

5. CONCLUSIONS

The banking industry needs to work hard to boost its 

customer base and upsurge customer loyalty in 

order to maintain it in this highly competitive 

market environment. E-CRM is considered to be a 

powerful tool for banks to retain their customers, cut 

their costs and increase the value of the interaction 

between their customers. The results of this study 

are of great importance not only for scholars and 

practitioners but also for managers. It offers 

additional support to studies that measures the 

performance of E-CRM in the banking industry and 

will also enable E-CRM managers to take decisions. 

It allows banks to serve their customers in a better 

way and also to communicate and interact with them 

constantly. Thus, E-CRM emerged as a key tool for 

establishing long-term customer relations by 

satisfying the customers (Alim and Ozuem, 2014).
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ABSTRACT

This research aims to analyze the model of 

entrepreneurial inclusive civic culture created and 

developed in the Agro ecological Park of Zapopan 

(PAZ) and discusses it as an option to generate 

income for the unemployed and underserved. Based 

on the need to rescue vacant urban land use with the 

participation of residents residing in the 

surrounding colonies, social movements, civil 

society and local government, they have designed 

and implemented actions to create PAZ (PEACE) as 

an area of ??green innovation. In addition to the 

cultivation of vegetables, vegetables, medicinal 

plants and decoration under relations of 

cooperation, trust and community support, the 

formation of social capital that sustains a culture of 

peace based on environmental sustainability 

activities. The results of the implementation of this 

project, born from bottom of the social and power 

structures, constitute a significant experience in the 

regeneration of public spaces and green areas that 

provides greater economic efficiency in terms of 

family income, a greater relevance of equity, 

inclusion and social justice and improvement of 

environmental sustainability.

Keywords: Inclusive civic culture, agro ecological 

park, environmental sustainability, Zapopan.

INTRODUCTION

There are an increasing number of urban inhabitants 

that have migrated from their rural locations and 

have no other means of generating income which 

have contributed to have all added to high levels of 

poverty, especially among the households headed 

by women. Moreover, poor households in urban 

communities protect themselves from income risks 

by seeking and diversifying their sources of income 
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such as formal employment and some informal 

small scale entrepreneurial activities, which only 

provide the necessary for subsistence and is not 

secure.

It has been historically evident the restrictions on 

creating and developing an entrepreneurial 

inclusive civic culture because the poor support 

from public, governmental, private or social 

organizations and institutions in terms of providing 

access to scarce resources and skill training.  

The motivation to conduct this study springs from 

these needs and have different intentions. One is the 

global struggle for urban community development 

to address the main issues of global sustainable 

development goals in areas such as food, health, 

security, etc. The emerging economic, social, 

political and cultural crisis is intersecting access to 

resources and skills with social inclusiveness, 

inequality and justice, economic growth and 

efficiency, and environmental sustainability.

The motivation of this study emerges from the 

question, 'How does actor with diverse and 

compiling interests work out their differences to 

work on a community project?' The rationale for 

undertaking this analysis is to identify to what 

extent community changes and transformations into 

a more oriented entrepreneurial inclusive culture 

can contribute economic, social and environmental 

development.

Attached to this question are other important 

motivations: There is misleading wide-spread 

assumption based on the argument that community 

development is linear and continuous. This study 

intends to demonstrate the reality based on the 

assumption that community development in one 

domain may coexist with inequality in others. 

However, the study goes beyond to demonstrate 

that community development can be more 

harmonious in all domains if all the stakeholders 

involved have the intentions to overcome the 

determinants that are the obstacle by promoting 

changes toward a more entrepreneurial inclusive 

civic culture.

This study analyses the factors that successfully 

contribute to social transformation of a community 

through the creation and development of an 

entrepreneurial inclusive civic culture based on 

agro ecology and green practices in an urban space. 

The analysis highlights the empowerment of 

disadvantaged inhabitants to gain access to natural 

resources and skills to enable and sustain the 

implementation of an entrepreneurial inclusive 

civic culture in a community that allow them to gain 

economic growth, social inclusiveness and justice, 

and environmental sustainability.

This study has an impact on design and 

implementation of public policy and local 

governance, research and practice. It can be a guide 

to replicate the study and achieve the social and 

community benefits. 

Future of Work and Entrepreneurship For The 

Underserved

The future of work for the underserved is now more 

uncertain than ever. The challenges facing the 

workforce seem quite daunting. Nowadays 

confronted by the sanitary crisis, millions of jobs 

are being displaced worldwide, aggravating the 

already global economic crisis and the 

implementation of automation as a way to cut labor 

costs by reshoring and relocating production 

activities, which is a solution for the de-
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globalization economic processes. 

Automation technologies are already substituting 

human labor capital and talent in very specific 

projects and tasks at a lower cost than salaries of 

full-time employment. Nevertheless, the amount of 

unemployment will be growing during the next 

decades, and the existing jobs are being transformed 

at an alarming rate by the digital technology 

advances and breakthroughs in artificial 

intelligence, robotics and other areas.The digital-

based economy is sharply erodingand dramatically 

reshaping the future of the workplace 

(Sundararajan, 2017).

Recent analyses have documented a rise in the 

nonemployment labor force due to these tendencies 

in the working places. The confluence of these 

forces are rising nonemployment work and 

changing the traditional model of earning a living 

because the labor displacement effects by 

automation due to the lower cost of doing the tasks.  

All these changes in work have impacts on the 

income and wealth of workers by increasing job 

insecurity, low wages and the gap of economic and 

social inequalities leading the an undeserved 

working society. Moreover, the social safety net for 

the underserved is an assignment that requires to 

rethought in terms of entrepreneurship.

National governments and societies must have to 

keep pace with these tendencies in work changesto 

avoid further increases in economic and social 

inequalities and underserved workforce. The full 

employed workforce is pushed to unemployment or 

degraded labor activities with lower wages or to 

move into other forms such as freelance 

arrangementsand entrepreneurship to derive their 

income. The alternative for the talented labor 

providers is to shift from full time employment into 

a midcareer transition towards a micro 

entrepreneurship self-employed activities in order 

t o  i m p r o v e  t h e  q u a l i t y  s t a n d a r d s  o f  

life.Microentrepreneurship might provide solutions 

to the underserved.

Ro l l e  and  Kisa to  (2019)  d i scuss  the  

underutilization of diverse talent for the 

underserved resulting from racism and poverty and 

explore options for increasing the use and 

application of their talent in technological capacity 

building for entrepreneurial innovations. The 

emergence of sharing economy and other forms of 

professional services platforms may contribute to 

solve part of problems in future work at feasible 

scales.

Location as a Determinant Factor

The Zapopan agro ecological Park is located in 

“Cerrada Santa Laura” within Santa Margaritas 

colony in the municipality of Zapopan, State of 

Jalisco.The located zones will be defined within the 

municipality of Zapopan. The population of 

Zapopan in 2015 according to InterCensus Survey 

was 1,332,272 people; 48.8 percent of men and 51.2 

percent of women.Comparing the estimated 

population in 2015 with the population in 2010 it 

can be perceived that the population increased 7.1 

percent in five years. It is estimated that in 2020 this 

population will increase close to 1,414,972 

habitants. Nowadays689,327 million, are men and 

725,645 are women, representing 16.92 percent of 

the total population of Jalisco.In 2010 the 

municipality counted in total 234 localities.The 

municipal head of Zapopan is the most populated 

locality with 1,142,483 people, representing 91.9% 
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of the population, followed by San Francisco. 

Tesistán with 5.0% , “La Venta del Astillero”(Sale of 

the Shipyard) with 0.5%,“Fraccionamiento 

CampestreLas Palomas” with 0.4% percent and 

“Nextipac” with 0.3% percent of the municipal 

total. (IIEG, 2016).

Most of the existing buildings have electricity, but 

only a few have access to piped water and drainage. 

The constructions are made with timber, concrete, 

bricks and adobe. The municipality offers public 

lighting services, markets, trails, parking lots, 

cemeteries, roads, public toilets, public security, 

traffic, parks, gardens and sports centers. Regarding 

basic services, 94.8% of the installed infrastructure 

has potable water, 96.9% of sewage and 98.9% of 

electric energy. Most of the municipality of 

Zapopan (85.4%) has a semi-warm climate, half 

damp. The average annual temperature is 20.5 ° C, 

while the maximum and minimum average 

oscillates between 32.1 ° C and 8.4 ° C respectively. 

The climate of the municipality is temperate, semi-

dry, with dry winters and dry springs. It is semi-

warm with benign winter, it also has an average 

annual temperature of 23.5º C, and an average 

annual rainfall of 906.1 millimeters with rainfalls 

from June to October. 

The lands of the municipality are mostly composed 

from rocks, basalt and tuff.The dominant soils have 

Eugic Regosol, Haplic Feozem and chromic 

Luvisol. The predominant soil is the Phaeozem 

(Feozem) with almost 50.6%, and it is presented in 

any type of land relief. It has a dark, soft, rich 

surface layer with organic matter and a lot of 

nutrients. Most of the land is only used for 

agricultural purposes. The municipality also has 

three characteristic forms of reliefs. In a higher 

percentage the injured zones are formed by a height 

of 1,500 to 2,000 meters, following the flat and 

semi-flat areas. The main elevations of the 

municipality are: “Las Colinas de La Col” (2,200 

masl), “El Tepopote” (1950 masl), “La Mesa del 

Burro” (1,700 masl), “El Tule” (2,050 masl), “El 

Chapulin” (2,000 masl) high (1,990 masl),“El 

Colli” (1,950 masl), “El Chato” (1,800 masl), 

“ElMasahuate” (2,100 masl), and the Lobera with 

(1,900 masl).The municipality of Zapopan 

registered the highest education levels in 2012with 

10.4 years as the average. Zapopan also has the 

lowest education gap (28.6%) and follows 

Guadalajara in concentration of the enrollment with 

27.0% (Plan Estatal de Desarrollo Jalisco, 2013).

Natural Resources and Economics

The natural wealth of the municipality is 

represented by 11,400 hectares of forest, where 

pine, encino, creton, jonote, madroño, oak, oyamel 

and tepame predominate. Its mineral resources are 

deposits of marble, kaolin, feldspar, agate, tezontle, 

gravel and sand (clay). The vegetation of the 

municipality is conformed mostly by pine and 

encino; both species are in the forests of the 

municipality: “El bosque de la primavera”, 

“Bosque de Nixticuil” and “Bosque del 

Centinela”.The current fauna of the place, includes 

106 species of animals such as white-tailed deer, 

puma, lynx, coyote, gray fox, badger, hare and 

raccoon, among others. Nearly 137 species of 

migratory and resident birds have been identified 

and can be observed hawks, eagles, herons, 

thrushes, quail, roadrunners, woodpeckers, etc.

Local crops include vegetables, fruits and seeds like 

corn, sorghum, zucchini, tomato, chickpea, 

avocado, mango and plum.Poultry, beef cattle, pig, 
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sheep, goat meat and hives are also raised. A great 

industrial activity is developed. Companies like: 

Motorola and Coca-Cola, among others. According 

to (DENUE), the municipality of Zapopan by 2015 

had 49,543 economic units and its sectors showed a 

predominance of economic service units, 

representing 47.3% of the total companies within 

the municipality(IIEG, 2016). The municipality has 

important shopping centers, named Plaza Patria, 

Plaza del Sol, Plaza Bonita, Plaza Universidad, 

Plaza Mexico (one part), Plaza Antares, La Gran 

Plaza, SAM'S, Price Club, Wall- Mart, Plaza San 

Isidro. Financial, professional, technical, 

administrative, communal, social, personal, tourist 

and maintenance are provided.

The number of insured workers also increased this 

year, where IMSS reported a total of 327,641 

workers newly registered, representing in 55,025 

more insured workers compared to the same month 

in 2012 (IIEG, 2016). Also by 2015 life expectancy 

in Jalisco where of 75 years old; 73 for men and 78 

for women (IIEG, 2015).The Economically Active 

Population (EAP) represents 45.20% of the total 

population, that constitute 562,233 habitants, of 

whom, (96.49%) are employed and the rest (3.51%) 

are unemployed.6,293 inhabitants are employed in 

the primary sector of the economy (Agriculture, 

Livestock, Forestry, hunting and fishing), 141,375 

inhabitants in the secondary sector (Mining, oil and 

gas extraction, manufacturing, electricity, water and 

construction) 388,48 work in the tertiary sector 

(Government, transportation, commerce and other 

services). And the remaining 6,781 inhabitants do 

not specify the sector to which their economic 

activity belongs (Gobierno de Zapopan, 2016).

Gross Domestic Product in 2015 was 889,703 pesos 

at 2008 prices. The per capita gross domestic 

product was 146,746 pesos (INEGI, 2015).The 

participation of Zapopan in the Gross Domestic 

Product in 2000 was 10630.2 (adjusted million 

dollars), which represented 31.9%, placing it in the 

second municipality in Jalisco, only after 

Guadalajara with 43.6% (Ayuntamiento de 

Tlajomulco de Zúñiga, Jalisco, 2015). GDP of 

Guadalajara and Zapopan as a percentage of the 

GDP of Jalisco 2000-2009 at current prices were 

10.22.From the analysis of these data, it can be 

observedthat there was a reduction in Zapopan for 

the GDP.

Zapopan is also one with highest index of wealth 

and income in the GDP of the State of Jalisco. Its 

urban panorama is made up of modern buildings 

and luxurious shopping centers, residential housing 

and green areas, that show the highest level in the 

metropolitan area (Zona Guadalajara, 2017). For 

the year 2013 intermediate consumption was 

108,762 million pesos. (Gobierno de Zapopan, 

2016).The municipality has air transportation, with 

a military base that receives airplanes DC-9 and the 

airport “La Cebadilla”, which is a particular 

property able to receive airplanes. Near Zapopan is 

the International Airport of Guadalajara Miguel 

Hidalgo y Costilla for the public air service which is 

located 50 minutes from the municipal center.

The land transportation to the municipality of 

Zapopan is done through the Mexico-Nogales, 

Guadalajara-Saltillo and Guadalajara-Barra de 

Navidad roads. It has a network of dirty and paved 

roads that communicate to localities. Because of its 

importance, the highway that connects with the 

north of the State of Jalisco with the State of 

Zacatecas stands out.Rail transportation is carried 

out through the Guadalajara-Nogales line of the 

“Ferrocarril Del Pacífico” system, only for cargo 
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movement. Through the municipality passes the 

train called "Tequila Turístico" that goes from 

Guadalajara to the population of Tequila.

The terrestrial foreign transportation is done in 

direct buses for passengers concentrated in the 

terminals located in Zapopan, and other places such 

as Tlaquepaque and Tonalá in the Metropolitan Area 

of Guadalajara. Urban and rural transportation is 

done in rental vehicles, private vehicles and buses. 

It also has a bus terminal which is next to the 

roundabout Emiliano Zapata, on the road to 

Tesistán. The nearest ports are Puerto Vallarta and 

Manzanillo both located on the Pacific Ocean. The 

Agroecological Park has a community garden 

where the citizens can grow and harvest organic 

food, a classroom, built with natural materials, a 

module of dry ecological baths, a nursery area for 

plant production, a compost area for fertilizer 

processing and recycling nutrients, an edible forest, 

a rainwater harvesting and distribution system and 

an ecological market area.

The surface it's occupied by the project which has 

1.8 hectares, a neighborhood with about 40 

thousand inhabitants, near the Pedagogical Water 

Forest in the area of the Colomos III Forest. Both 

parkare connected as part of a network of 

agroecological parks in the Guadalajara 

Metropolitan Area.

What used to be a rubble and rubbish dump, is now 

the first Agroecological Park in Zapopan, thanks to 

the work of the neighbors, the Teocintle Collective 

and also with government support. It was 

inaugurated on March 27, 2015 by the Mayor 

Héctor Robles Peiro.The “Pedagogical Forest of 

Water” has local and national connection to roads, 

ports, railways and walking accessibility to markets 

& customers.

The municipality of Zapopan has important 

shopping centers, named Plaza Patria, Plaza del Sol, 

Plaza Bonita, Plaza Universidad, Plaza Mexico, La 

Gran Plaza, SAM'S, Price Club, Wall- Mart, Plaza 

San Isidro. Regarding supply, in terms of popular 

consumption services, this need is covered by 2,571 

grocery stores selling food and beverages, 485 

butchers and 459 establishments selling prepared 

foods). In Zapopan, there are 15 municipal markets 

and 77 established markets, which makes this 

municipality a center of supply of localities and 

surrounding municipalities. The Market of the Sea 

stands out for its variety and quality of its products.

Environmental and Territorial Conditions

The Municipal Urban Development Program of 

Zapopan aims to establish urban and environmental 

policies based on the determinations of the current 

programs and plans of the State Planning System, 

adequate and adjusted to the local needs and 

considering the established by the applicable 

environmental instruments in the municipal 

territory. The nature and characteristics of the 

Zapopan's ecosystem, within the environmental 

regionalization of the state is characterized by the 

environmental impact of new human settlements, 

agricultural, industrial, and commercial and service 

works or activities. The presence of more than half 

of the total population of the State in the 

Metropolitan Area of Guadalajara, being the 

municipalities of Guadalajara and Zapopan that 

shelter the greater part of this, generates a series of 

environmental and mobility problems.
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Air pollution in Zapopan is one of the main 

pollutants generated in the metropolitan area, this is 

due to agricultural activities (burning), unpaved 

roads, diesel vehicles in circulation, combustion 

emissions in industry, forest fires, and suspension of 

dust from construction activities including the 

transport of material and those extractive activities 

as is the case with material banks, among others. 

The fraction particles smaller than 10 microns is the 

one that is most concentrated in the metropolitan 

area. The highest contribution in tons of pollutants 

corresponds to mobile sources, accounting for 96% 

of the emissions generated. Particles suspended in 

the atmosphere (PM10) are now considered to be 

the best indicator of air quality. They are constituted 

by nitrates and sulfates or by organic carbon - due to 

their conformation which may be of natural origin 

or also by photochemical reaction (Reyes, 

Castellanos y Gutierrez, 2009).

Another aspect that is involved in the problem of 

pollution in the ZMG is the winds and their effects 

on the concentration and dispersion in the 

atmosphere of ozone and suspended particles, 

generally, at higher wind speeds, greater dilution of 

pollutants. The annual wind regime in the region is 

divided into two defined periods: One from 

November to June in which the West winds prevail, 

and from June to October in which the East winds 

prevail.(Cohen, 1979). Ozone, which is due to the 

reaction of hydrocarbons in the atmosphere, is 

another pollutant that has exceeded 100 mg / m3. As 

the easterly winds contribute to the ozone 

concentrations in the west of the ZMG, mainly due 

to the frequency of calm periods, and the western 

winds carry the ozone towards the center. The 

slightly moderate winds of the southwest and 

southeast of The ZMG transport this pollution to the 

north. For the spring period, there is a decrease in 

the air quality index, since it registers 97 IMECA 

ozone points as the maximum level. Towards the 

north and south of Zapopan the season of the year 

that concentrates higher levels of pollution by 

particles of ozone is the winter. (Reyes, 

Castellanosy Curiel, 2009).

In the case of nitrogen dioxide (No2), whose main 

source is combustion in industries and vehicles, it 

turns out to be the other pollutant present in the 

atmosphere of the municipality of Zapopan. It is 

observed that 13.0% of NO2 measurements exceed 

40 mg / m3 which is the annual average 

recommended by WHO. Sulfur dioxide (SO2) - a 

product of the combustion of coal, diesel, fuel oil 

and gasoline with sulfur, in addition to sulfur-rich 

metallic veins, industrial processes and volcanic 

eruptions - has been located within the limits 

established by both the Mexican standard of 340 mg 

/ m3 and the WHO standard of 40 mg / m3.

This place was all constructed with natural 

materials. It counts with a main building, a 

classroom, an office, a small room that has domestic 

technologies, dry bath module and a community 

garden fenced with 47 beds of cultivation (10m2 

each) plotted by Tierra Cruda but excavated in the 

rubble by Collective Teocintle Agro ecologicaland 

volunteers; Bamboo structure for composting and 

nursery of nurseries. It also has a winery that was 

built by Farid Morales in collaboration with DIF 

Zapopan, Collective Teocintle Agro ecological and 

other volunteers, while the bamboo structures were 

given and placed by Fernando Partida of BambuXal 

also with the help of collective.

Due to the altitude and the hydrographic network of 

the region, it is considered that there are no 
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sufficient water resources in quality and quantity to 

satisfy the current and future demand. The 

overexploitation of the aquifers and the presence of 

heavy metals such as arsenic, requires among other 

measures, improving the management of existing 

sources of fresh water and addressing the problems 

of waste and pollution control. Knowing this, it can 

be said that it is due to the change of land uses, with 

the growth of the urban spot, both in residential 

areas and in areas of industrial use, where the 

pollutants have been present significantly affecting 

the environment.

Theoretical Approach: Entrepreneurial Inclusive 

Civic Culture

Entrepreneurship, inclusiveness, civil and culture 

are variables that have complex but straightforward 

linkages and processes among them and much is 

still unknown. The last few years have witnessed the 

generation of extensive theoretical and empirical 

literature on entrepreneurship and its impact at the 

levels of regional and firm economic performance 

(Holmes and Schmitz, 1990; Evans and Leighton, 

1990). However, when linking entrepreneurship to 

the variables of inclusiveness and civic culture, the 

literature is inexistent. There is a relative void, 

despite some recent efforts to study the relationship 

between entrepreneurship in some other related 

fields beyond economic growth, which may 

attributable to the lack of theoretical frameworks. 

However, studies in economic development have 

shown  r eve r sed  causa l i t y  i n f l uenc ing  

entrepreneurial activities. Entrepreneurial activities 

tend to be overestimated in regions where there are 

start-ups playing a relevant role while 

ent repreneurship  ac t iv i t ies  tend to  be  

underestimated in regions where there is a new 

entrepreneurial formation and the startups are 

relatively few (Baptista, Escária, and Madruga, 

2017).

The role of entrepreneurship in economic 

development has received some attention by 

researchers that have the intuition that there is an 

impact of entrepreneurship on employment and 

social development. Entrepreneurial intentions 

promote entrepreneurial behaviors(Krueger et al., 

2000; Veciana et al., 2005; Souitaris et al., 

2007).Entrepreneurship activity can be associated 

with human necessity providing an opportunity to 

earn money for living, until better alternative 

opportunities are found on the labor market (Carree 

and Thurik, 2010). 

T h e  c o n c e p t  o f  e n t r e p r e n e u r s h i p  i s  

multidimensional and related to individual 

willingness, abilities and activities on their own, in 

teams and in organizations to make decisions facing 

obstacles and uncertainty on the use of institutions 

and resources to create and develop new 

opportunities (Wennekers and Thurik, 1999). 

Entrepreneurial opportunities are the result of 

unemployment the influences start-up activity, the 

effect of a thriving economy and experience in 

entrepreneurial activities (Lin, Manser and Picot, 

1998; Pfeiffer and Reize, 2000).

Entrepreneurship is the recognition and 

exploitation of opportunities leading to the creation 

and development of a firm (Aragon-Sanchez, 

Baixauli-Soler, Carrasco-Hernandez, 2017). 

Moreover, entrepreneurial intentions predict 

entrepreneurial behaviors, according to the theory 

of planned behavior (Ajzen, 1991).Entrepreneurial 

activity creates opportunities to influence 
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economic performance (van Stel, Carree and 

Thurik, 2005) such as entering the markets with new 

production processes and products (Acs and 

Audretsch, 2003).Among the entrepreneurial 

models there is evidence that the entrepreneurial 

intentional models (Krueger et al., 2000) supports 

the theory of planned behavior. 

The theory of planned behavior has been used in the 

analysis of entrepreneurial intentions (Shooket al. 

2003).The determinants have significant positive 

relationships with behavior intention (Armitage and 

Conner 2001).Do Paço et al. (2011) found a positive 

and significant influence between entrepreneurial 

intentions, attitudes and perceived behavior control. 

However, subjective norms have an indirect impact 

on entrepreneurial intentions.

The determinants of entrepreneurial intentions are 

linked by the access to financial, natural, human and 

cultural capital and resources through the influence 

of attitudes, individual subjective norms, perceived 

social control and self-efficacy. The attitude is the 

individual favorable evaluation to start a new 

opportunity. Individual subjective norms are the 

perceived social pressure to start a new opportunity 

and perceived social control and self-efficacy is the 

perceived ease to start a new opportunity.

Based on the Shapero and Sokol (1982) model, 

attitudes and subjective norms are linked to 

desirability and perceived behavioral control or 

self-efficacy with feasibility (Krueger et al., 2000).

It is suggested in this analysis that these 

determinants of entrepreneurial intentions may lead 

to inclusive civic culture behaviors influenced by 

access to resources.

Inclusiveness is an all-embracing societal ideology 

embedding the policy and practice of including all 

individuals who might otherwise be excluded or 

marginalized due to its personal conditions such as 

being member of minority groups, having physical 

and mental disabilities, etc. As a social determinant, 

social inclusiveness is the improvement of 

conditions in which the individuals and groups 

participate in society, communities and 

organizations improving their dignity, abilities and 

opportunities of being disadvantaged on their basis 

of personal and group conditions such as their 

identity. 

An inclusive community project is one that has not 

restrictions to membership due to age, gender, sex, 

ethnic origin, race, religion, etc. Therefore, nobody 

is excluded from the program and enables all the 

inhabitants for economic, social, political and 

cultural participation. Participation of all urban 

inhabitants without any restriction in a community 

agro ecological project on the basis of relationships 

of trust and cooperation to create an entrepreneurial 

inclusive civic culture and social capital as the 

major achievements, demands economic 

efficiency, social justice, political democratic 

participation and cultural dispensations. 

Cultural relativism and postmodernism have 

received critical attention in the literature of 

inclusion (Villa & Thousand, 2000). The social 

constructivist model of inclusiveness is advocated 

by the alternative post-modern paradigm that treat 

human disabilities as being inclusion (Zaretsky, 

2005) beyond the functionalist paradigm that 

considers the disability to be a pathology. 

Civic culture is an issue much discussed in the 

1960s and since then has become an important 

determinant of entrepreneurial intentions and 

opportunities with the study of Putman (2002, 200, 
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1993, Putnam et al. 2000) on democracy and social 

capital. Civic culture is an awareness of political 

behavior embedding individual attitudes, habits, 

emotions and sentiments related to the functioning 

of democratic societies, institutions and 

organizations that have implications in the 

democratic rights and decision making processes. 

Civil culture assumes the attitudes and values 

related to norms of civility and good citizenship, 

strengthening relationships of cooperation and 

trust, increased level of tolerance and good society, 

supportive behaviors of engagement, commitment 

and involvement in democratic processes.

Civic culture from the theoretical perspective of 

Almond and Verba (1965) in civic culture; Almond 

and Verba (1989) in their classic work, "Civic 

culture revisited" consider it to be a balanced mix of 

orientations in which political activity, involvement 

and rationality are balanced by passivity, tradition 

and commitment. with parochial values (Almond 

and Verba, 2001). Civic culture goes beyond the 

activist rationality model that justifies political 

participation, information and decision-making 

guided by reason and not by emotions.

The interest of this study is to identify some of the 

key intersections among the determinants of the 

stakeholder's intentions that leads to entrepreneurial 

in terms of their interests and access to opportunities 

in an inclusive civic culture in an urban community. 

Stakeholders are heterogeneous, distributed, and 

may be dependent, independent and inter 

dependent, and their interrelationships are complex.

METHODS

The research questions: In seeking to understand the 

role that the entrepreneurial inclusive civic culture 

p l a y s  i n  p r o m o t i n g  s o c i o - e c o n o m i c  

transformations in urban communities, some of the 

questions that this study addresses are:

1) How do actors embedded in different and 

disparate logics create and develop a new 

logic that builds an entrepreneurial inclusive 

civic culture, trust between each other's, 

shared understandings and governs 

interactions across different fields of interest 

interests?

2) What are the main success determinant factors 

that have contributed to the development of 

entrepreneurial inclusive civic culture 

intentions have led to the achievement of 

socio-economic and environmental  

transformation of an urban community? 

3) What are some of the main obstacles and 

challenges as determinant factors that hamper 

the entrepreneurial inclusive civic culture of 

an urban community?

4) How can this transformative intervention be 

implemented in other urban communities with 

more efficiency and effectiveness to ensure 

economic, social and environmental 

sustainability?

To address and answer these questions, it was 

conducted a qualitative analysis of a multi-

stakeholder based on a case study. Methodology 

employed through grounded multi-stakeholder 

social and community constructions in action. 
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For data gathering the instruments employed were: 

1) Formal and informal interviews, informal and 

formal conversations, meetings, conferences 

and social gaps. 

2) Non participant observation of behavioral 

intentions, attitudes, individual subjective 

norms, perceived social control and self-

efficacy.

3) Archival data: Documental, minute meetings, 

journaling and media articles, web site data 

and information, presentations, workshop 

reports, end note reports, video presentations.

However, some challenges and obstacles have been 

met and overcame at the beginning of the research, 

among others, the access to the community because 

de stigma and fear to estrangers, using the voice, 

language and terms of the different stakeholders and 

actors involved and the capture of the contextual 

determinants and their impacts on the formation of 

the entrepreneurial inclusive civic culture. 

Data analysis: Grounded theory construct coding 

based on processual analysis: temporal bracketing, 

visual mapping.

Identifying causal effects is very hard in this type of 

study based on empirical evidences on the long term 

results.

It is assumed that determinants of entrepreneurial 

intentions may lead to inclusive civic culture 

behaviors influenced by access to resources.

Source: Own development.

To conduct this study, it was spent eight months 

attending the Zapopan Agro ecological Park and 

observing the individual activities of the members 

of the community and the collective Teocintle 

organization, social gatherings, training sessions 

and cultural festivals, learning about their plans and 

issues. The individual and collective emotions were 

very strong during the interviews, formal and 

informal conversations with members of the 

community. During this period of eight months, it 

was created and developed some very strong 

relationships of trust and cooperation.

Also for the general analysis of the study, the 

methodology principles of  RRBM is applied in 

general terms:

1) Service to community and society at large.

2) Basic and applied emotions, embeddedness 

and governance.

3) Pluralistic and multidisciplinary processes.
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4) Methodology employed through grounded 

multi-stakeholder social and community 

constructions in action.

5) Involvement of stakeholders and actors at 

every stages.

6) Impact of stakeholders, better understanding of 

what works and what does not.

7) Broad implementation and dissemination to all 

internal and external involved stakeholders.

PARQUE AGROECOLÓGICO DE ZAPOPAN, A 

SPACE OF ENTREPRENEURIAL INCLUSIVE 

CIVIC CULTURE

The Zapopan Agro ecological Park is in the bio-

economy field of agro ecology food, health and 

energy. It is an innovative public space that 

combines the direct participation of the community 

of anurban farm project that practices that support 

of the sustainability culture(such as the recollection 

of organic waste for the production of compost) as 

well as training workshops on different agro 

ecological themes to generate a unique space in the 

city open to all citizens. Within the programs of the 

Public Space Authority of the municipality, 

Zapopan focused on the needs of the community, to 

generate job opportunities and entrepreneurship in 

the agro ecological Park. The kids connect with the 

ecotechnicians, which can give them the 

opportunity to improve their own housing, generate 

construction projects and self-construction 

(Martínez, 2016). 

The Zapopan Agro ecological Park is a space open 

to all the public where, through workshops, practice 

and coexistence, there is a collective learning on 

issues related to agro ecology, self-sufficiency, 

environmental knowledge and social awareness 

(Traffic ZMG, 2016). This center of inclusion is a 

space that generate and promote opportunities for 

the local people. (Martínez, 2016). Citizens are also 

able to have access to areas such as: An educational 

center built with natural materials, a boardroom/ 

library, a classroom, and an urban garden that is an 

important part of the project so the people can relate. 

The park has a nursery for the reproduction of 

plants, a compound area to produce fertilizers, a 

main square, the first West Edible Forest, ecological 

baths, a rainwater collection and distribution system 

to make the park self-sustainable. In addition, 

several ecological workshops, cultural and sports 

activities are being held within the areas (Gobierno 

de Zapopan, 2015).

In this space it has been found that it had a fertile 

ground to grow: radish, chard, cabbage, lettuce, 

parsley, parsley, corn, beans, arugula, basil, 

chayote, broccoli, chili, potato, chives, sunflower, 

etc., are some of the more than eighty species of 

edible consumption, medicinal plants, etc. In the 

orchard you can find crops of various vegetables 

such as chard, lettuce, lavender, squash, squash, 

arugula, onion, cilantro, parsley, pineapple, bean, 

celery, cabbage, chayote, tomato, green tomato and 

African cucumber, among others (Rocha, 

2016).The main goal of this project is to continue 

fostering social cohesion and work for a better 

health through orchards and urban agriculture. 

Zapopan Government has a agro ecological 

networkof parks in strategic areas of the 

municipality. An agro ecological park is the perfect 

project for public space, an environmental 

sustainability component where people of the 

community can produce their own food (El 

Informador, 2017). 
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Figure 1. Civic innovation and ecological innovation cycle.
Source: (Medina, 2017).

The Zapopan Agro ecological Park it's a space that 

became a meeting and a development space for the 

community in an urban environment which is 

committed to sustainability and to organize events 

such as the “Teocintle” fest, which is celebrated to 

raise awareness about the existence of the capacity 

of the human beings to generate his own resources, 

this, to allow them to subsist (food, utensils) and to 

connect the community, land, work and practice 

their traditions. The events celebrated and 

organized in the park, offer different activities such 

as: workshops of urban gardens, rally, craft market, 

food area, barter, dance, music, conversation and 

networking, outdoor cinema, among others (Trafico 

ZMG, 2016). César Medina in collaboration with 

the Municipal Government of Zapopan and the 

University Center of Biological and Agricultural 

Sciences (CUCBA) of Universidad de Guadalajara 

keep working in this and other projects (Gobierno 

de Zapopan, 2016).  

As the matter of time spends starting with “Tierra 

Crudas” work, began with the drafting of the project 

to manage the funds in the month of June 2013. 

Many people have collaborated in the construction 

of this park, specifically “Tierra Cruda”. The 

municipal government of Zapopan was in charge of 

the design and the general master plan of the park, 

construction of the classroom-office complex, the 

module of dry baths and the perimeter fence of the 

orchard. The local authorities also were in charge of 

design and build the social aspect of the park, which 

means it generate the social-neighborhood 

appropriation for the project and train them in agro 

ecological sowing. From this social process, the 

Collective Agro ecological Teocintle (CAT) was 

emerged (Gobierno de Zapopan, 2015).

The people that works and participate in the park 

always produce their own compost, build beds, seek 

to improve and make innovations in environmental 

terms, seek the common good, and make decisions. 

(El Informador, 2017). The community garden is 

designed in a circular form for a better use. 

Currently there are 47 beds of cultivation available 

for anyone with knowledge in biointensive crops 

and meets the requirements of the collective. In the 

social matter it can be said that the park was 

appropriated through its community gardening 

where 32 families are working organized by the 

Collective Teocintle Agro ecological.  In addition, 

this space offersseveral workshops to the neighbors 

of the park as the rest of the inhabitants of the 

Metropolitan Area of Guadalajara.

The municipality of Zapopan catapults this project 

with collaboration of other civil organizations and 

universities, in order to promote self-consumption 

and environmental education. With the 

collaboration of the Collective Teocintle Agro 

ecological, Farid Morales, who became the 

coordinator of the park employed byDIF in 

Zapopan, officials of the institution, with help of 

Carlos Bauche and Fernando Partida BambuXal, as 
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well as the consultants for the general design of the 

park, the orchard and the edible forest by Máshumus 

and also the Cooperative “Las Cañadas” (Gobierno 

de Zapopan, 2015).The Teocintle Collective helps 

those who come and teach them how to grow their 

own food, which makes citizens feel productive and 

healthier.

Local Authorities from the municipality of Zapopan 

want to empower them, increase capacities with 

projects and workshops that are specialized in urban 

agriculture and have knowledge in seed production 

and compost. All this focused on community 

organization. The municipality is in charge of 

coordinating and managing the workshops and 

activities of the collective and community. Once a 

month, the local authority of the municipal 

government and the city Council, organize a tour to 

different orchards, including this park that is open to 

the community and is a public space meaning that 

anyone can be part of it.

It is important to say that the proper authority of this 

public space is responsible for the Park, which 

includes the orchard and the edible forest. It is 

managed by the collective Teocintle and is a project 

belonging to these local spaces authorities from the 

municipal administration of Zapopan, Jalisco. This 

is also impelled through the Direction of Public 

Spaces. Teocintle Agro ecological Collective is an 

organization that works in the management of the 

orchard of the park. The chief of the Public Spaces 

in Zapopan among César Lepe Medina, coordinator 

of this project and manager of the Special projects of 

public spaces office in the city, are now in charge of 

this park. The collective is divided into 

commissions involved in gardening activities. New 

people can decide if they want to be members. 

Currently, there are about 40 families from the 

community, represented by one person, that are part 

of the park.

Strategic Management of Parque Agroecológico De 

Zapopan

Speaking of the financial part, the Zapopan Agro 

ecological Park had an investment of approximately 

5 million pesos and has an important impact in 110 

direct beneficiaries, in addition to the communities 

surrounding the park and people interested in 

participating in this project (Gobierno de Zapopan, 

2015). The budget of the park has an income that 

comes from several sources of financing and 

contributions. 

See table 1 below.

The Agro ecological park is located in a farm with 

almost two hectares in the Metropolitan area of 

Guadalajara (ZMG) that has the highest rate of 

violence and criminality. This space used to be a 

ravine and that was filled with rubble. The first 

intervention took place with the construction of a 

board and with the installation of urban furniture 

and public lighting by the Special Projects of 

Zapopan Office. (Gobierno de Zapopan, 2015).This 

sustainable project also includes the creation of 

classrooms made from bamboo, a waste separation 

and recycling system of plastic, paper, glass, metal, 

organic waste and PET. The park has a central 

classroom that was built with materials such as 

wood and straw. This building is contemplating its 

use to be a meeting point, a conference place and a 

market display, this, to give an opportunity to those 

who collaborate in the management of the 
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ecological garden, giving them this space to offer 

their products. The park has a dry bath system that is 

used to reuse the generated waste as a compost and it 

also counts rainwater raining dam with capacity 

of750-thousand-liter rainwater harvesting board 

and 20-thousand-liter storage tank that will provide 

water to the orchard and forest during the dry season 

which was also constructed by Agro ecological 

Zapopan Park.

As a result, the Local Authority of the Public Space 

of Zapopan, through the Zapopan Agro ecological 

Park, offers a space for community building and 

collaborative work, where one of its priorities is the 

orchard where 25 to 35 kilos of food are produced 

and harvested weekly (Gobierno de Zapopan, 

2016). The production has several types of 

vegetables, fruits, medicinal plants and ornament 

plants. There are more than 50 species as pumpkin, 

beet, sesame, strawberry, lettuce, Swiss chard, bean 

that are gown in this park .Other products are 

elaborated with this harvests such natural slurries or 

milks made from seeds such as almond or canary 

seed. The Solar dehydrators was created to 

dehydrate foods such as tomatoes, traditional 

footwear based on pre-Hispanic roots and even the 

elaboration of biocosmetics made with plants such 

as lavender and lemon.

The public perception is positive, nowadays, there 

are a lot of people who finds comfort and relief in 

this orchards, they like being part of something, 

connecting with people who feels the same way and 

are working hard to stay productive, to have a 

decent income and to live a better and healthier life. 

The environmental education also has a very 

important impact in the activities and people 

working in this park to make a sustainable lifestyle.

CONCLUSION

Parque Agroecologist de Zapopan is a model of 

entrepreneurial inclusive civil culture. This park 

marks a milestone in the regeneration of public 

spaces with a project of social and environmental 

relevance. It is important to mention that the park 

was a wasteland and a place of total disuse. A total of 

1.8 hectares, on Santa Laura Street, in the colony 

Santa Margarita (colony with more than 33 

thousand inhabitants) now live in peace. This place 

has now recovered from being abandoned, and 

today is the reflection of hard work and creativity of 

citizens and authorities that are a model for this 

public space with pedagogical purposes and for the 

constant neighborhood participation.

The entrepreneurial intentions of the stakeholders 

and actors involved in the project have predicted the 

entrepreneurial behaviors, confirming the theory of 

planned behavior and their entrepreneurial 

activities to create opportunities to influence 

economic  per formance .  Moreover,  the  

implemented model of entrepreneurial inclusive 

civic culture has demonstrated that entrepreneurial 

intentions and activities are beyond the increasing 

economic growth and efficiency, to have influence 

in social development, inclusiveness, equality and 

justice. Moreover, in the field of environmental 

sustainability, the model clearly has impacts on the 

improvement of the socio-ecosystem and 

biodiversity.

The study analyses the determinant factors that 

successfully have contributed to create and develop 

an entrepreneurial inclusive culture leading to 

social transformation of a community based on agro 

ecology and green practices in an urban space and 

discusses it as an option to generate income for the 
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unemployed and underserved. Changes at the meso 

level related to community and organizational 

interaction cycles of the Zapopan Agro ecological 

Park have been introduced to create and develop an 

entrepreneurial inclusive civic culture in social 

learning, shared values, the perception and sense of 

community and inclusiveness, entrepreneurial 

values, enactment of shared values and civic 

culture.

All these changes have been possible due to the 

access to natural resources, financial, human and 

cultural capital through contributions of the main 

actors and stakeholders. At the micro level, the 

participation of these actors and stakeholders are 

related to their involvement in the individual 

attitudes, personal subjective norms, perceived 

social control, self-efficacy, socio emotional 

ene rgy,  invo lvement ,  engagement  and  

commitment.

All these determinants at both levels of analysis 

have led to community transformation, formation of 

moral values, creation of relationships of 

cooperation and trust, social capital and social 

agency. All these determinants have contributed to 

the creation and development of an entrepreneurial 

inclusive civic culture model of community 

development. The results of the implementation of 

this project have contributed to increase the 

economic income of families, collectivities and 

communities participating, while reducing the gaps 

of social inequality, inclusiveness and justice. 

Moreover, the results of the analysis clearly show an 

improvement in biodiversity, socio-eco-ecosystem 

and environmental sustainability.

Other important contributions derived of the 

analysis of results, it should be mentioned some 

important issues such as fair commerce, food 

security and sovereignty, participative democracy, 

innovation in urban green areas, and so on. All these 

topics and issues should be treated in future 

research. 
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ABSTRACT

Leadership can be metaphorically compared to a 

compass, because compass provides direction, so 

does a leader. Leaders drive organizations with an 

aim to make a difference to others. Ethical 

leadership in Indian context is its identity of 

success. India is witnessing a journey into a world 

keeping an aim to focus on the aspirations and 

problems under an economic crisis and in a time 

where India needs a direction in every opus of 

societal survival. It is true in every sense that 

alignment of strategy in the line of organizational 

challenges is the key to success of any organization.  

India's business environment is witnessing a 

disruptive change amidst an ongoing recessionary 

condition in the economy.  This brings anxiety in 

employees '  mind towards performance,  

productivity and survival. This anxiety may be 

released, if leaders have clarity about values and 

vision of self and see them converging with values 

and vision of the organization. Ethics refers to 'what 

is right' and 'what is wrong' and comes from Values 

which originates from an individual's DNA, though 

can be moulded later through encultarisation and 

accultarisation. Same applies for companies. No 

wonder therefore, TATA STEELpractice Ethical 

Leadership stemming from its value system of 

taking care of its employees. GVV (Giving Voice to 

Values) isan unique concept conceived by Dr. 

(Prof.) Mary Gentile of Darden Business School, 

University of Virginia, USA. It basically hinges on 

the 3A's: Awareness, Analyze, Action and has 7 

Pillars as its fulcrum: Values, Choice, 

Normalization, Purpose, Self-Knowledge Self-

Image & Alignment, Voice, Reasons & 

Rationalization. Tata Steel has meticulously 

demonstrated Ethical Leadership by Giving Voice 
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to Values. Some examples: implementing good 

industrial relations practices in the past century even 

much before it was put into effect by transnational 

companies across the globe, taking care of 

community/tribal areas/developing township, even 

going to the extent of reconciling/mending broken 

marriages of employees, just to mention a few. This 

article delves into the foregoing in adequate length 

through case-study approach.

Keywords: Enculturisation, Accultarisation, 

Leadership, Values.

INTRODUCTION:

There are organizations which have sustained for 

more than hundred years. Tata Steel, Sumitomo, 

Siemens, Merck & Co., are few cases in point. 

Ethics and Tata Steel have almost become two sides 

of the same coin. The practice of Ethics in Tata Steel 

is so strong that Ethics Counselor reports directly to 

the Managing Director so that nothing untoward 

comes as inhibition from layers down below of the 

organizational hierarchy. Few select cases have 

been identified below to demonstrate and establish 

how values and ethics are implemented within the 

organization.

OBJECTIVE:

The objective of this paper is to discern the 

exemplary practices of Tata Steel in demonstrating 

values through case-study approach.

Research Question:

The research question is to ascertain as to how Tata 

Steel has given Voice to its Values over the years by 

Practicing Ethical Leadership on certain practical 

occasions.

Methodology:

A case-study based paper involving research 

through secondary data.

Case-Study I

A SITUATION IN TATA STEEL'S EARLY 

YEARS: The year was 1946. The Second World 

War had devastatedGermany. Munich along with 

many German Cities had been grossly damaged by 

the British Royal Air Force as the Allies had won the 

war. The picturesque capital of the Bavarian region 

of Germany, and Centre of the country's diesel 

engine production, Munich suffered as many as 74 

air-raids with more than half the entire city being 

either damaged or completely destroyed.

Here is a true incident of Krauss Maffei a reputed 

German engineering company of those times. The 

Directors of this company on one gloomy morning 

that year, stood at the Munich Railway station. Their 

guests from India were scheduled to arrive. With its 

inception in 1838, Krauss Maffei was a renowned 

manufacturer of locomotives of different kinds, and 

as an engineering company enjoyed an enviable 

reputation.However, the Company in the wake of 

World War was devastated, since their Plants were 

destroyed by the Allied Forces.

On alighting from the train, the guests from India 

who were Directors from the Indian Tata Group 

comprising of JRD Tata, the young, tall, lanky 

Chairman of the Group, and a forty-year old 

engineer, Sumant Moolgaonkar, representing 

TELCO (now Tata Motors).who had come to 

Munich for discussions with Krauss Maffei, 
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regarding the manufacture of locomotives in India 

found scenes of destruction and ruin all around.

The Indians were requested by the Germans to take 

some of their unemployed engineers to India, 

alongwith their families, and provide them jobs and 

shelter. The Directors of Krauss Maffei reportedly 

told the Tata Directors – "They are very skilled 

people. They will do whatever you ask them if you 

take care of them. They can also teach your people." 

This would have to be done without a formal 

contract, because the British, who were still ruling 

India, had forbidden Indian Companies from having 

any contracts with German Corporations, during 

those times of the World War. But this request was 

urgent, and compelling. Because in that year, with 

factories lying destroyed, unemployment in 

Germany was very high, and the then German 

currency, the Reichsmark, had become almost 

worthless.

The Tata Directors complied with this request, and 

promised the Germans that their people would be 

well taken care of. The German engineers from 

Krauss Maffei then came to India, and they were 

provided good jobs and housing by the Tata Group. 

They were well looked after, and they also provided 

great service to Tata Motors. In 1945, Tata Motors 

had signed an agreement with the Indian Railways 

for manufacture of steam locomotives, and this is 

where the German engineers provided valuable 

technical expertise and ingenuity. They assisted the 

Company to manufacture locomotives, which were 

amongst the Company's very first products.

In 1947, India became independent. In the 1950s, 

Tata Motors moved on to manufacture trucks in 

collaboration with Daimler Benz. Many years had 

now passed since that fateful meeting at the Munich 

Railway Station. Germany had substantially 

recovered from the ravages of the war, and the 

reconstruction effort had borne great fruit. In one of 

these happier years, the Board of Directors of 

Krauss Maffei was surprised to suddenly receive a 

letter from India.

This letter was from the Tata Group. It offered 

grateful thanks for the services of the German 

engineers, and it contained an offer of 

compensation to Krauss Maffei for the skills which 

had been transferred by the Germans to Tata 

Motors. Krauss Maffei was surprised, even taken 

aback at this offer. There was no legal contract, and 

therefore no obligation for the Tata Group to pay 

any compensation. In fact, hopefully, neither did 

this expectation exist, because the Tata Group had 

helped by providing jobs and shelter to the 

otherwise unemployed German engineers, during 

those gloomy days. Naturally therfore, the Germans 

were astonished, as they read the Tata letter.

This story was narrated many, many years later, in 

the 1970s, by Directors of Krauss Maffei, to Arun 

Maira, then a senior Director of Tata Motors. Arun 

Maira became one of India's most respected and 

distinguished business thinkers. In a thoughtful 

article that he wrote for the Economic Times in 

2005 (thank you, Mr. Maira, for this wonderful 

piece), he recollects how two elderly German 

gentlemen met him as part of a business transaction 

in Malaysia, jumped up, shook his hands, and 

wanted to express their deepest gratitude to him. 

They then narrated to him this fascinating story, 

which, they said, is now part of their Company's 

folklore.

One interesting and unexpected sidelight of this 

story occurred when Tata Motors was asked to 
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provide a legally binding financial guarantee in the 

1970s, but this was rendered very difficult because 

of the Indian Government's regulations at that time. 

This matter was taken up to German bankers, who 

said that a guarantee on a Tata letterhead, signed by 

the Chairman, was more valuable than any banker's 

guarantee.

It is difficult to perceive what exact thoughts ran 

through the minds of Tata Directors in the 1950s 

before they sent that letter to Krauss Maffei, 

offering compensation where none was agreed upon 

or expected. But hopefully, the Tata Group did this 

because it was the right thing to do.

The right thing to do is never defined by formal 

agreements or legal contracts alone. Neither is it 

defined by the expectations that others have of us. 

What is right is defined by our own high 

expectations of ourselves, by the culture of fairness 

and trust that we wish to establish. Are we being 

truly fair to the people and the Companies we work 

with? We always know, if we listen deeply enough 

to our inner voice, whether we are being totally fair 

and right. The Krauss Maffei story holds such a 

beautiful lesson for all of us. This is the culture and 

ethos that Tatas can boast of. This is a beautiful 

manifestation of Ethical Leadership as 

demonstrated by Tatas by Giving Voice to their 

Values.

The case of Tata Steel indicates that socialization is 

likely to improve ethical decision-making in 

organizations. The organization will benefit 

significantly by organizing activities to facilitate the 

socialization of managers. The implementation of 

ethics in organizations would essentially mean that 

the companies would have to organize many 

socialization events.

Supervisors at different levels played an important 

role in the implementation of the code.They 

facilitated the autonomous working of the ethics 

coordinators in their departments. These 

coordinators were suitably recognized and 

rewarded for their efforts. Further, supervisors 

themselves were extremely conscious of the code 

and the vales that Tatas stood for.

Case-Study II:

ANOTHER SITUATION IN TATA STEEL'S MID-

FORMATIVE YEARS:

Examples are in abundance of Ethical Leadership 

practiced by Tata Steel by Giving Voice to Values. 

One such is when Russi Modi moved to 

Tatanagar(Jamshedpur) at the behest of JRD Tata to 

take charge of Personnel Department of Tata Steel. 

As he got down from the train and headed for the 

Plant, midway he saw supervisors and managerial 

staff of the Plant running helter-skelter on the roads 

with their shirts and trousers torn with blood oozing 

out of their bodies. Awestruck with such a panicky 

situation, he stopped few of the intimidated 

supervisors to enquire from them as what has 

happened. One of the fleeing supervisors told Russi 

Modi not to go towards the Plant as the very day, 

seemingly, the workers went berserk and took up 

law in their own hands to give a fitting reply to the-

then hitherto unaddressed long-standing grievances 

they had filed in to their respective superiors. On 

recounting the incident later, Mody reminisced 

saying that something seemed to have occurred in 

him from within that led him willy-nilly and almost 

semi-consciously to the Plant. No sooner he almost 

reached the spot, Mody found himself beleaguered 

by a throng of militant workers screaming at the top 
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of their voices and on the verge to pounce upon him. 

Providence endowed mental strength as he 

believed, he drew courage to tell the violent mob 

that they need to be calm and come to his bungalow 

for a discussion if they really intend anything 

specific to discuss. Prior to this he also questioned 

as to, do they know who he was, to which the angry 

workers yelled in the affirmative saying that he 

comes from the “sahib” clan. Anyway, when few of 

their chosen leaders followed Mody to his 

bungalow, Mody himself sat down and asked the 

workers-emissaries to sit and talk. Pleasantly taken 

aback by this warm gesture, the concerned workers 

sat down, started dilating their complaints one after 

another to give vent to their emotions expressing 

that their repeated grievances have been subjected 

to deaf years by their superiors which have made 

them exasperated. Mody listened to all of them with 

a composed posture and requested them to give him 

a fortnight's time before he could come up with 

rejoinders mentioning candidly that he was unsure 

about the outcome of attending to individual 

complaints, but one thing for certain that their 

individual grievances would surely be objectively 

looked into; if they could have waited for so long, 

they would definitely not mind holding their 

patience for fifteen more days. The belligerent mob, 

visibly composed, nodded their heads in agreement 

and across departments. Recalling the denouement, 

Mody later went on record saying that in those 

intervening fifteen days, he delved into all the 

individual cases; to most of those grievances, he 

could do nothing, mitigating a select few. However, 

he took care to individually reply to each and every 

complaint in his own handwriting stating rationale 

for approval or otherwise depending on the merit of 

each case. However, the trust he could thereby build 

in the workers was so profound that it lasted for 

almost half-a-century thereafter, so much so, that all 

the aggrieved workers, subsequently, their 

descendants were so impressed by this modality that 

they had with utmost care framed Mody's hand-

written letters as display on the walls of their 

respective drawing-rooms at their places of stay.  

Foregoing exemplifies what form and shape can 

Ethical Leadership take by Giving Voice to Values, -

an example that RussiModi had set and practiced till 

he remained at the helm of affairs at Tata Steel, 

Jamshedpur.

TATA STEEL IDEOLOGY: 

Tata Steel is one of India's oldest organizations more 

than a century old established by Jamshedji Tata in 

1907 and is a classical case where Ethical 

Leadership is practiced by Giving Voice to 

Values.The values and principles that had governed 

the organization (and Tata Group) were pronounced 

for the first time in 1998. It was in this year that the 

organization formally published its 'code of 

conduct'. This document was aimed to guide each 

employee on the values, ethics, and business 

principles expected of them. Among other things, 

the implementation of the Tata code of conduct was 

imperative.  One of the senior managers of the 

company stated: Deciding to implement the Tata 

code of conduct was easy for us. We had always 

believed in ethical practices. However, we had to 

ensure that every one of more than 50,000 

employees practiced the code, A new position was 

created titled, “ethics counselor” at the senior 

management level directly reportable to the group 

headquarters as well as to the Managing Director of 

the company for day-to-day functioning. This also 

facilitated the functioning of the executives dealing 

with government officials as the latter realized that 

no favors or gratifications can be received from the 
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organization. Such erring government officials 

came to reconcile with the fact that Tata executives 

are willing to wait for clearances and certificates 

from the government officials as they are not 

entitled to grant any favors to government officials 

the result was, Tata executives were looked up with 

respect by government officials for their values and 

ethics. 

DISCUSSION: 

The case of Tata Steel therefore amply indicates that 

Awareness, Analysis, Action are the cornerstones of 

their executives' functioning. With values, choice, 

normalization, purpose, self-knowledge self-image 

and alignment, voice, reasons and rationalization as 

arsenals in Tata executives' armamentarium, Tata 

Steel, in fact, the Tata group has been immensely 

successful in practicing Ethical Leadership by 

Giving Voice to Values. The above study suggests 

that managers will have to focus on issues related to 

leadership, values and code of conduct while 

adopting ethical practices. The leadership at 

different levels of the organization will have to 

demonstrate a strong commitment to values and 

ethics through communication, reward and 

punishment,and adoption of a role model stature. 

No wonder therefore, the outcome of such ideology 

and resultant efforts have proved to be encouraging. 

As one of the executives stated, “I received an 

honorarium of Rs 2,000for delivering a lecture in 

one of the prestigious management institutes, I 

proactively asked the ethics counselor whether I 

could accept such payment. I did not want to violate 

the code of conduct even by mistake. I strongly 

believe in ethics of the company. The same 

approach-cum-mindset of a senior manager of Tata 

Steel was observed by the author of this paper when 

subsequent to a session delivered by the senior 

manager a memento duly wrapped was gifted to 

which the senior manager modestly said that it 

would be impracticable to accept the offering unless 

the wrapper is removed and the gift-pack 

dismantled to actually see whether such tangible 

honors can be accepted. It was learnt that TataSteel 

conducts periodic workshops even for families of 

senior managers so that the concepts of values and 

ethics permeate all across. Complying executives 

while rewarded, punitive measures were also meted 

out to deviants. While certain of these traits are 

imbibed from family(encultarization), rest are 

cultivated while at the workplace from peers and 

others around(accultarization).

THE WAY FORWARD: 

The propositions of this paper however are 

tentative, the present study being qualitative in 

nature utilizing secondary data. They need to be 

confirmed with further studies using primary 

data.The suggested framework should guide future 

quantitative research to extend the notion of ethics 

from 'concept' to 'practice'.  Longitudinal studies 

with adequate sample size with quantitative 

techniques using SPSS are likely to be helpful in 

this matter.

CONCLUSION:

Values and Ethics form the bedrock of 

organizational sustainability and success. An 

individual should be emboldened to speak up 

guided by conscience  and convic t ion.  

Organizations should follow the path of rectitude 

and righteousness to uphold its values and 

commitment to ethics. Once this is ensured, the 

organization would develop its competitive 

advantage and make an indelible mark of being a 
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role-model entity in industry and society. Only 

then, can such organizations can claim themselves 

to be responsible corporate citizens and custodians 

of national wealth, happiness and prosperity.
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ABSTRACT

Purpose –Despite ample research on trust & well-

being in industrial settings, there has been no 

systematic attempt to investigate psychological 

well-being outcomes associated with institutional 

trust among the school teachers. Hence, 

thisresearch aims to examine the impact of trust on 

well-being among school teachers,especially in 

context of private schools of Jaipur. 

Methodology – This research is based on primary 

data, collected using cluster random sampling 

technique. To check the reliability of the scales 

used, a pilot study was conducted in two phases.The 

Initial phase used 5-point Likert Scale (n=69) 

whileSecond phaseused 7-point Likert Scale 

(n=50). The reliability test for both the 

scalesinsecond phase (∞=0.884 & 0.750) gave 

better outputs as compared to the initial phase 

(∞=0.786 & 0.665). Hence, the final sample 

consisted of 200 school teachers, collected through 

self-administered questionnaire on 7-point Likert 

Scale with two validated scales: Institutional trust 

(with 5 dimensions: openness, competence, caring, 

reliability, and benevolence) and Psychological 

well-being (with 6 dimensions: self-acceptance, 

purpose-in-life, environmental-mastery, positive-

relations-with-others, personal-growth, and 

autonomy). 

Findings –The hypotheses were tested using SPSS. 

The findings revealed sufficiently strong and direct 

linkages between institutional trust and 

psychological well-being, which suggest that low-

trust environment negatively impacts the well-

being of school teachers. 

Implications – Thisresearch has two major 

implications.First, it significantly contributes to the 
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theoretical development in the field of Institutional 

trust and Psychological well-being, focusing on the 

driving factors that promote well-being and helps in 

building & maintaining trust. Second, the findings 

will guide the school managers to cultivate trust by 

setting a clear direction,thereby improving the well-

being among school teachers.

Keywords – Trust, Well-being, School teachers, 

Happiness.

INTRODUCTION 

Trust is the most vital element in any positive and 

productive social setting in an increasingly 

competitive economic framework (Lamsa & 

Pucetaite, 2006). It is crucial for long, satisfying 

relationships and a congenial working environment 

for successful business transactions and the well-

being of members of an organization (Helliwell, 

2006; McAllister, 1995). The research on trust can 

have multiple focuses, for instance, trust in 

employers, managers, supervisors, colleagues, or 

organizations (Whitener, 1997). Trust is vital as it 

helps to adapt to new processes and new forms of 

work. Maintaining a trustworthy relationship with 

members is particularly important for every 

organization (Ozmen, 2018). Thus, the concept of 

trust attracts the researchers' continuous attention 

(Fulmer &Gelfand, 2012; Oliveira, 2020; 

Özyilmaz, 2010; Zaheer& Harris, 2006).

Trust seems to be an indispensable condition for 

employee well-being, but it also provides an 

organization with a competitive advantage 

(Helliwellet al., 2016; Mayer & Gavin, 2005). Well-

being is a fundamental human goal. An emphasis on 

well-being takes into account the feelings of the 

individuals and how they evaluate their lives. Well-

being refers to the state of being content, happy, and 

successful. Psychological well-being is not just 

about coping with disorders or negative situations 

like irritability, anxiety, depression, fear, anger, etc. 

It is a combination of feeling good and working 

effectively (Huppert, 2009) that focuses on a 

broader spectrum of constructs like positive 

relationships with others, purpose in life, etc. 

Effective functioning incorporates a feeling of self-

efficacy, professional growth, and supportive 

professional relationships.

The determinants of psychological well-being have 

received much attention in the current scenario. 

(Deaton, 2008; Blanchflower, 2009; Helliwellet al., 

2016; Stefano et al., 2018). Nevertheless, the 

association between organizational trust and 

psychological well-being is relatively not yet fully 

explored (Helliwellet al., 2010). In the present 

paper, organizational trust has been taken as an 

independent variable, whereas psychological well-

being has been studied as a dependent variable in 

school teachers. 

School teachers are the core of educational 

institutions and significantly impact the institution's 

competitiveness and success. Their trust, attitude, 

well-being, satisfaction, commitment, and approach 

communicate a lot about the educational institution 

that they represent (Akroush, 2013). The role of 

school teachers has been changed drastically in the 

last few years. Since the demand of the present time 

requires both parents to spend more time at the 

workplace rather than spending time with their 

children, the school teachers become a supporter, 

guide, and counselor for the child's holistic 

development. Increasing competition and demand 

of the ever-changing educational environment have 

led teachers to evolve and grow. In the context of a 
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school teacher, as Jardenet al., (2017) observed, 

psychological well-being alludes to a state that 

makes an individual experience positive emotions 

more frequently than negative emotions, perceive 

competency & job satisfaction.

Despite ample research on these variables in 

industrial settings (Helliwell& Huang, 2008; 

Stefano et al., 2018), there has been a dearth of 

systematic attempts to elucidate the association 

between organizational trust and psychological 

well-being among school teachers. Trust between 

various types of institutions, including educational 

institutions, is imperative and is considered an 

essential element for organizational stability, 

effectiveness, and continuity (Vineburgh, 2010). 

Considering that trust is everywhere, it is vital to 

understand the association between trust and well-

being in a comprehensive manner (Jasielska, 2018).

This field can be an interesting piece of research, 

but it still needs considerable contextual 

development. Further, the majority of the 

researches have focused on the economic aspect of 

organizational trust (Algan&Cahuc, 2009; 

Bjørnskov, 2006; Kasmaouiet al., 2018; Zak & 

Knack, 2001), while some studies have focused on 

health impact (Dickson & Gilson, 2015; Yip et al., 

2007). Hence, this research paper takes an 

extensive focus by focusing on the impact of trust 

on psychological well-being. Thus, the current 

research targets to explore the relatively unexplored 

influence of organizational trust on psychological 

well-being among school teachers, especially in the 

context of private schools.

Theoretical Framework

Considering the increasingly competitive edge, 

trust in the organization seems to be an 

indispensable condition for employee well-being 

(Helliwellet al., 2016; Oliveira et al., 2020). 

Therefore, when employees are aware of the 

organization's credibility, they can stimulate their 

well-being at the workplace (Richter &Naswall, 

2019). The role of organizational trust is indeed 

relevant for healthy employer-employee 

relationships. Furthermore, an acceptable level of 

well-being in organizations would enhance 

employee dedication and efficiency (Vineburgh, 

2010). This theoretical framework reviews the 

available literature related to organizational trust 

and psychological well-being and presents some 

research propositions to the development of 

knowledge in this field.

Organizational Trust

Even though the concept of trust is, theoretically, a 

bit difficult for researchers and practitioners to 

define, it is a significant area of research because a 

high degree of trust will lead to an improvement in 

organizational competitiveness and performance 

(Dirks, 2000; Vineburgh, 2010). Early trust 

research (e.g., Deutsch, 1958; Gambetta, 1988; 

Rotter, 1967) focuses on the intention and 

motivation of trust, defining trust as “the general 

expectation of any person or group as to the oral or 

written word or promise of another person or 

group” (Rotter, 1967, p.651). 

In contrast, modern researchers have considered 

trust as an attitude or behavior (Bhattacherjee, 

2002; Hoy, 2002; Mayer et al., 1995; Rousseau et 

al., 1998). As recommended by Rousseau et al. 

(1998), trust can be thought of as “a state of mind, 

which includes the intention to accept vulnerability 

based on positive expectations of the intentions or 
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behavior of others” (p.395). Therefore, trust is 

related to positive outcomes that an individual 

expects based on another individual's action in the 

face of uncertainty. As Fulmer and Gelfand (2012) 

suggest, “trust implies a state of mind that includes a 

willingness to accept vulnerability to achieve 

certain positive results for the organization” 

(p.1168). Furthermore, trust is a belief that an 

organization ought to conduct its activities in an 

expected manner (Möllering, 2018).

Although in terms of management and 

organizational behavior, several authors have 

defined trust in different ways; all such definitions 

still summarize some common attributes of 

organizational trust (competence, benevolence & 

integrity). These attributes are significant and 

fundamental variables for ensuring organizational 

effectiveness, stability, and survival.

Psychological Well-being

Well-being can be defined according to the mutual 

influence of individual psychological, physical, 

social, and environmental conditions. Reaching a 

state of balance can affect psychological well-

being, which in turn is affected by challenging and 

rewarding life events.

Ryan and Deci (2001) based their study on well-

being on two approaches, i.e., the “hedonistic 

approach” and the “eudaimonic approach”. The 

former approach focuses on subjective well-being 

(SWB), i.e., the subjective state of happiness, while 

the later approach mainly focuses on psychological 

well-being (PWB), i.e., the human potential. This 

paper is concerned with psychological well-being 

(PWB), which alludes to the function of an 

individual's abilities. It includes the dimensions of 

personal growth, positive relations with others, 

environmental mastery, autonomy, self-acceptance, 

and life purpose (Ryff& Keyes, 1995).

As already stated, psychological well-being focuses 

on the philosophical tradition of 'eudaimonia.' The 

concept of 'eudaimonia' was introduced by Aristotle 

(384 to 322 BC), a Greek philosopher, in his ethical 

doctrine of Nichomachean. The term 'eudaimonia' 

is a Greek word meaning 'happiness' or 'flourishing.' 

The word 'eudaimonia'can be viewed as an addition 

of two words - “eu” meaning 'good' and “daimon” 

meaning 'spirit.' This indicates that good living 

conditions are fundamental to well-being (Ryan 

&Deci, 2001). Furthermore, a happy and contented 

life might not be considered as a finite situation; it is 

rather an ongoing process of fulfilling one's own 

expectations (Huppert et al., 2009; Lamers, 2012). 

The study on the psychological component of well-

being was initiated by Ryff (1989, 2014), who 

emphasized that the optimal psychological function 

contributes to personal development and self-

realization. Ryff believes that happiness can be 

considered as a short-term affective well-being 

(hedonism). People need to shift from a sense of 

satisfaction in life to a sense of meaning in life to 

achieve sustainable well-being (eudaimonism).

Thus, the 'eudaimonic' perspective of well-being 

refers to living a life of getting along with the world 

around oneself, interacting with it to satisfy basic 

psychological needs, such as a sense of meaning 

and purpose or experiencing a sense of competence.

Literature Review

Trust in the organization may also be considered as 

a system. Depending upon its cultural and 
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communication aspect in transactions and 

relationships, organizational trust is considered the 

will of the organization. This trust is appropriately 

fragile. Its creation depends on the faith that another 

person, group, association, or organization has 

competence, care, reliability, openness, honesty, 

and common norms, values, and goals.

Many researchers (e.g., Lamsa&Pucetaite, 2006; 

Oliveira, 2020; Smith &Shoho, 2007) have pointed 

out the benefits of workplace trust. Trust is a 

psychological concept that influences an 

employee's behavior, intention, and efficiency. The 

significance of establishing an environment of 

unconditional trust in an organization outweighs the 

costs, which can be measured in terms of the 

cooperation and teamwork within the organization 

that promotes performance and competitive 

advantage (Dietz & Den Hartog, 2006; Jones & 

George, 1998).

Trust is considered as a tendency or an inclination 

(Farris, Senner, & Butterfield, 1973), susceptibility 

through experiencing the process of socialization 

(Clarke & Payne, 1997), and that assumes mutual 

reliability (Mayer, Davis, &Schoorman, 1995).

Previously, researchers paid increasing attention to 

human unhappiness and sufferings rather than the 

causes and outcomes of positive efficacy (Diener, 

1984). Therefore, a new conception was introduced 

for positive functioning by combining various 

theoretical domains. Thus, the term 'psychological 

well-being' emerged as a multi-dimensional model 

of well-being. Accordingly, psychological well-

being alludes to the combination of good feelings 

and effective functions (Huppert, 2009). Seligman 

(2012), in his book, defines psychological well-

being (PWB) as “a person's mental health level, 

which includes life satisfaction and sense of 

accomplishment” (p.15). It is about the smoothness 

of life. Psychological well-being, as defined by 

Burns (2016), refers to “the inter-and intra- 

individual levels of positive functions which may 

include a person's intimate relationship with others 

and self-referential attitudes, including a person's 

sense of control and personal growth ability” (p.1).

There seems to be no agreement on a particular 

definition of well-being. Still, it is generally agreed 

that well-being incorporates the presence of 

positive feelings (such as happiness, satisfaction, 

contentment), the lack of negative moods (like 

anxiety, depression), positive functioning, 

satisfaction with life, and sense of accomplishment 

(Diener, 2000; Frey &Stutzer, 2002; Ryff& Keyes, 

1995).

Malik et al. (2011) conducted a research study with 

the aim to assess the indicators of subjective and 

psychological well-being associated with teachers' 

negative feelings. The result of the study depicted 

that the indicators of subjective and psychological 

well-being significantly increased the explained 

var iances  among teachers '  feel ings  of  

depersonalization and emotional exhaustion. The 

research study suggested that the indicators of 

subjective and psychological well-being can be 

assessed to prevent the interventions of negative 

feelings and emotions in the school teachers.

The research studies of Donald et al. (2005) and 

Robertson & Cooper (2011) also evidenced that 

teachers who achieve a higher level of well-being 

are likely to be more productive, more creative, 

more effective, and provide a higher standard of 

teaching than teachers with a lower level of well-

being.
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Majied and Khan (2012) conducted a study on the 

psychological well-being of local and immigrant 

(repatriated) teachers in the Kashmir Valley. The 

result reported that there seems to be no significant 

difference between the local and immigrant 

(repatriated) groups of teachers in terms of 

psychological well-being on an overall basis and 

also on the basis of its dimensions.

Teachers' well-being essentially impacts schools, 

teachers, and students. Many of the negative 

impacts of low level of well-being are well-

publicized in previous studies (e.g., Rajgopal, 2010; 

Shin et al., 2013), with stress being linked to a high 

rate of teachers' turnover worldwide. Therefore, this 

calls for serious consideration of teacher well-being 

to ensure the long-term sustainability of the 

profession and promote a better classroom 

environment and achieve high-quality teaching.

The present study employs Ryff's (1989) notion of 

psychological well-being. Psychological well-

being can promote creative thinking and exhibit pro-

social behavior because it combines feeling good 

and effective work in a trustworthy environment 

(Jasielska, 2018).

It is quite evident from the above literature review 

that majority of the research studies paid increasing 

attention to the causes and impacts of subjective 

well-being rather than the causes and outcomes of 

psychological well-being. Largely because of the 

lower level of trust and higher level of 

competitiveness that characterizes the life of the 

21st-century school teachers, there exists a strong 

need for the conceptualization of psychological 

well-being to “focus on resources and strengths and 

life meaning, authenticity, and purposefulness” 

(Waterman et al., 2010). Though, as of late, the 

conceptualization of psychological well-being is 

well documented in the literature (e.g., Ilgan et al., 

2015; Jasielska, 2018; Ryff, 2014), but practically 

and strategically, still there exists a lack of 

understanding of how trust impacts psychological 

well-being (Oliveira et al., 2020), especially in the 

context of school teachers.

Research Methodology

Participants

This research is based on a sample of 440 school 

teachers working at various private schools in the 

capital cities of the Indian states of Rajasthan (i.e., 

Jaipur) and Madhya Pradesh (i.e., Bhopal). 73% of 

the participants were female teachers, and 27% 

were male teachers, with the age of 22 years to 63 

years, the mean age being 42 years (SD = 8.93), and 

a mean work experience of 16.85 years (SD = 9.06). 

The research adopted the survey method for data 

collection.

Data Collection 

The data was assembled by means of a self-

administered survey questionnaire, which consisted 

of three sections. The item analysis of each section 

of the questionnaire was done with the help of the 

supervisor. The first section consisted of consent 

and socio-demographic information form. The 

second section consisted of 18 items related to the 

agreement or disagreement level for trust. The third 

section consisted of 18 items related to the 

agreement or disagreement level for well-being. All 

the items of each of the two scales were rated on a 

seven-point Likert scale, ranging from 1 (coded for 

strong disagreement) to 7 (coded for strong 
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agreement). The school teachers who accepted to 

participate in the research signed a copy of the 

informed consent form. 

Measures of constructs

The following validated scales were employed to 

measure the two study variables, i.e., organizational 

trust and psychological well-being:

Organizational Trust

In the current research, the trust scale developed by 

Mishra and Mishra (1994) was employed to rate the 

organizational trust. This is a 16-item scale that 

captures four dimensions of organizational trust: 

· Openness – It indicates the degree to which 

relevant information and ideas are not retained; 

in this process, individuals make themselves 

vulnerable by freely sharing ideas and 

information with others.

· Competence – It implies a situation where one 

person is dependent on another and requires a 

certain degree of technical or interpersonal 

skills to perform work or fulfill expectations.

· Caring– It shows a kind of confidence that a 

person's happiness will be protected from harm 

by a trustworthy person or group.

· Reliability– It refers to the consistency and 

predictability of behavior that can positively 

meet an individual's needs.

Each of the four dimensions has four items each; 

thus, consisting of a total of 16 items. As reported in 

the original study of Mishra and Mishra (1994), the 

caring dimension aimed to measure the 'mutual' 

trust from an organizational perspective. Hence, 

keeping the target population and objectives of the 

current research in mind, the dimension of 'caring' 

further included two additional  items of 

'benevolence,' from Mayer and Davis's (1999) 

"scale for organizational trust," to analyze the 

impact of organizational trust from the viewpoint of 

the school teachers.

The trust scale items were subject to the factor 

analysis using principal component analysis (PCA) 

with the varimax rotation method. It resulted in a 

three-factor structure. Two items were discarded 

because of significant cross-loading on more than 

one factor. Furthermore, largely the original names 

of the factor were retained considering the 

conceptual similarity among loaded items on a 

factor. Three items related to openness were loaded 

on factor one – 'openness'; five items were loaded 

on factor two and were named as 'competence'; four 

items of caring and two items of reliability were 

loaded on factor three and were labeled as 'caring 

and reliable.'

Subsequently, the reliability of these factors was 

analyzed with the help of Cronbach's alpha. The 

calculated coefficients of Cronbach's alpha were 

found very good: openness (α = .726), competence 

(α = .731), and caring and reliable (α = .852).

Well-being

In the present research, the psychological well-

being scale propounded by Ryff and Singer (1998) 

was employed to measure the psychological well-

being (PWB) of school teachers. This scale 

comprised 18 items reflecting six dimensions of 

psychological well-being: purpose in life, 
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autonomy, self-acceptance, environmental mastery, 

positive relations with others, and personal growth. 

Each dimension has three items, and an explanation 

of each dimension is briefed out below: 

· Self-Acceptance – It indicates the capability to 

accept and acknowledge one's strengths and 

advantages and the ability to acknowledge 

one's inferiorities and disadvantages.

· Purpose in Life – It implies that there is a sense 

of purpose and direction in life, and the past, as 

well as the present experiences, are worthy.

· Personal Growth – It incorporates the capacity 

for continued development, a sense of 

realizing own potential, and openness to new 

experiences.

· Autonomy – It represents the extent to which 

someone is self-determined and independent 

and can resist the pressure to meet certain 

social expectations.

· Environmental Mastery – It alludes to the 

capability to manage the environment and 

effectively use the surrounding opportunities.

· Positive Relations with Others– It contains a 

feeling that a person has established a 

satisfying and trustworthy relationship with 

other individuals and is related to society's 

overall welfare.

The items of the psychological well-being scale 

were subject to the factor analysis using principal 

component analysis (PCA) with the varimax 

rotation method. It resulted in a five-factor 

structure. Two items were dropped because of 

significant cross-loading on more than one factor.

The factors of the well-being scale were named 

appropriately, keeping in mind the conceptual 

similarity of items loaded on a factor. Consequently, 

the two items of self-acceptance were grouped with 

one item of purpose in life to form a new dimension 

named 'perseverance'; two items of a personal 

relationship with others, two items of purpose in 

life, one item of environmental mastery, one item of 

self-acceptance, and one item of personal growth 

were grouped and were labeled as 'human relations 

and development'; one item of environmental 

mastery and two items of personal growth were 

grouped and renamed as a new dimension 'self -

actualization'; two items of autonomy were retained 

under the name, and similarly one item of 

environmental mastery was retained of the original 

name. Thus, the rotating component PWB scale 

resulted in five dimension structure with 16 items. 

In the present research, environmental mastery is 

the only dimension with only one item loaded. 

Researchers decided to keep this single item 

dimension as it deemed fit with the research 

objectives. 

Subsequent to factor loading, the value of 

Cronbach's alpha was obtained for each factor/ 

dimension of the well-being scale. The calculated 

values of Cronbach's alpha were: perseverance (α = 

.628), human relations and development (α = .757), 

self-actualization (α = .677), and autonomy (α = 

.425). As a consequence, due to low reliability (α ˂ 

.60). One dimension of the well-being scale, named 

autonomy (consisting of two items, with α = .425), 

was discarded due to its low reliability. Thus, the 

final PWB scale comprised of 14 items, reflecting 

four dimensions: perseverance, human relations 

and development, self-actualization, and 

environmental mastery.
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Findings and Results 

The final factored data was analyzed with the help 

of SPSS (version 23.0). To examine the association 

between the dimensions of organizational trust and 

the dimensions of psychological well-being, a 

computation of Karl Pearson's product-moment 

coefficient of correlation was made. Table 1 depicts 

the degree of association between the different 

dimensions, along with the respective p-values.

From the results summarized under Table 1, it is 

clearly evident that there exists a positive 

association between organizational trust and 

psychological well-being. For example, openness 

has a positive direct correlation with self-

actualization; competence has a positive direct 

correlation with self-actualization; competence 

also has a positive direct correlation with 

perseverance; caring and reliable has a positive 

direct correlation with human relations and 

development and caring and reliable also has a 

positive direct correlation with environmental 

mastery.

Subsequently, multiple regression coefficients were 

analyzed to check whether the dimensions of trust 

significantly predict the different dimensions of 

psychological well-being. Total four models of 

multiple regression were performed. The outcomes 

of multiple regression analysis are summarized in 

Table 2.

The results demonstrated that competence and 

caring, and reliable emerged as important predictors 

for the psychological well-being of school teachers. 

As it is evident from table 2, competence 

significantly predicted perseverance and the self-

actualization aspect of well-being. Moreover, the 

caring and reliable factor of trust significantly 

predicted human relations and development as well 

as environmental mastery among school teachers. 

Discussion and Conclusion

The aim of the current research was to investigate 

the impact of organizational trust on psychological 

well-being (PWB), particularly in the context of 

teachers working in the private schools of Jaipur 

and Bhopal. The results of the statistical analysis of 

the research meet its purpose by establishing 

significant positive relationships between the 

dimensions of the two scales. Therefore, the 

findings of the research study suggest that 

organizational trust is instrumental in experiencing 

an enhanced level of psychological well-being. The 

findings indicate that a low-trust environment can 

negatively affect school teachers' psychological 

well-being since these two concepts are 
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significantly associated and interwoven.

The concept of trust is essential to well-being, 

whether from a personal perspective, from an 

interpersonal perspective, or an organizational 

perspective. In the context of school teachers, the 

low level of trust can be associated with a low level 

of psychological well-being that may lead to 

dysfunctional relationships and unforeseeable 

disorders that exhibit negative effects like 

irritability, annoyances, anxiety, boredom, 

depression, preoccupation, anger, impatience, etc. 

Thus, the findings of the current study indicate that 

trust is a predictor of psychological well-being 

among school teachers.

Trustworthy relationship among school teachers 

involves respectful interactions and fair treatment 

that enables co-operation with their colleagues, 

departmental heads, managers, directors, and 

higher authorities and such interactions may act as a 

source of psychological well-being. As such, trust 

in school management may be viewed as an 

underlying mechanism that promotes psychological 

well-being among teachers and thereby maintains 

sustainable workplace relations. Such a relationship 

of social exchange is based on trust between the two 

sides – the school teachers and the educational 

institution; the school teachers seeking to be 

appreciated, recognized, and satisfied; and the 

educational institution seeking professional 

teachers that are more competent, effective, and 

committed. Thus, the school authorities who build 

the flexible culture of trust with school teachers 

will, in turn, reap the rewards of teachers' 

psychological well-being and sustainable high 

performance.

When the teachers and their school (management) 

experience the existence of an environment of trust 

between themselves, and the school teachers feel 

that their school (management) cares about them, 

they feel certain positive emotions in the form of 

happiness, motivation, satisfaction, enthusiasm, 

excitement, tranquility, and pride (Oliveira et al., 

2020). Organizational trust is closely related to the 

well-being of the employees and, as such, can be 

looked upon as a mechanism that has the typical 

characteristics of maintaining an amicable 

employee-employer relationship (Richter 

&Näswall, 2019). Therefore, when the employees 

are aware of the credibility of the organization, they 

can develop and boost their well-being (Richter 

&Näswall, 2019). Even from the beginning of the 

researches on the relation between the two variables 

– trust and psychological well-being, similar 

analyses were made depicting that the decline in 

inter-personal trust is a sign of deep and serious 

discontent among individuals (Lipset& Schneider, 

1983).

The author believes that the findings of this research 

will encourage the school administrators to include 

mechanisms to improve the trust environment in 

their strategic planning with a view to promoting 

school teacher's psychological well-being. The 

building, maintaining, and upgrading the 

organizational trust is significant for every school 

and educational institution. The findings of this 

research indicate that organizational trust is the 

essential antecedent of teachers' behavior within the 

educational institution, i.e., school. In the 

interactive process between the school management 

and the school teachers, it becomes the 

management's responsibility to take appropriate 

measures to develop and maintain a supportive trust 

environment. This, in turn, will encourage school 
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teachers to remain attached to the school and 

perform excellently.

The present paper presents an important association 

between organizational trust and psychological 

well-being. The research findings may guide the 

school authorities and policymakers to cultivate 

trust by setting a clear direction and thereby 

improving the well-being of the school teachers. All 

this, in turn, will positively add to the growth of the 

organization.

REFERENCES: 

1. Akroush, M. N., Abu-ElSamen, A. A., Samawi, 

G. A., and Odetallah, A. L., (2013). “Internal 

marketing and service quality in restaurants”, 

Marketing Intelligence & Planning, 31(4): 304 – 

336.

2. Algan, Y. and Cahuc, P. (2009). “Inherited Trust 

and Growth”. American Economic Review, 

100: 2060 - 2092.

3. Bhattacherjee, A. (2002). “Individual trust in 

online firms: Scale development and initial 

test”. Journal of Management Systems, 19(1): 

211 – 241.

4. Bjørnskov, C. (2006). “The multiple facets of 

social capital”. European Journal of Political 

Economy, 22(1): 22 - 40.

5. Blanchflower, D. G. (2009). “International 

Evidence on Well being”, in A.B. Krueger, eds., 

Measuring the Subjective Well being of 

Nations: National Accounts of Time Use and 

Well being (Chicago: University of Chicago 

Press, 2009, pp. 155 - 226).

6. Cann, R. (2019). The importance of teacher well 

being. The education hub – School Resources. 

A v a i l a b l e  a t :  

https://theeducationhub.org.nz/the-importance-

of-teacher-well being/

7. Deaton, A. (2008). “Income, Health and Well 

being around the World: Evidence from the 

Gallup World Poll”. Journal of Economic 

Perspectives, 22: 53 - 72.

8. Deutsch, M. (1958). “Trust and suspicion”. 

Journal of Conflict Resolution, 2(4): 265 - 279.

9. Dickson, O. D. R. and Gilson, L. L. (2015). 

“Exploring the influence of trust relationships 

on motivation in the health sector: a systematic 

review”. Human Resources for Health, 13.

10. Diener, E. (1984). “Subjective well being”. 

Psychological Bulletin, 95: 542 - 575. 

11. Diener E. (2000). “Subjective well being: the 

science of happiness and a proposal for a 

national index”. American Psychologist, 55(1): 

34 – 43.

12. Dietz, G., and Den Hartog, D. N. (2006). 

“Measuring trust inside organizations”. 

Personnel Review, 35(5): 557 - 588.

13. Dirks, K. T. (2000). “Trust in leadership and 

team performance: Evidence from NCAA 

basketball”. Journal of Applied Psychology, 

85(6): 1004 - 1012.

14. Donald, I., Taylor, P., Johnson, S., Cooper, C., 

Cartwright, S. and Robertson, S. (2005). Work 

Environments, Stress, and Productivity: An 

Examination using ASSET. International 

Journal of Stress Management, 12(4), 409 – 423.

15. Frey, B. S. and Stutzer, A. (2002). “Happiness 

and economics”. Princeton, N.J.: Princeton 



Volume 13, Issue 2, July - Dec. 2020

A Bi Annual Journal

IMR-MANAGEMENT SPEAK

Pg.58

University Press.

16. Fulmer, C. A. and Gelfand, M. J. (2012). “At 

What Level (and in Whom) We Trust: Trust 

Across Multiple Organizational Levels”. 

Journal of Management, 38(4): 1167 - 1230.

17. Gambetta, D. (1988). “Can we trust”? In D. 

Gambetta (Ed.), Trust: Making and breaking 

cooperative relations (pp. 213 - 237). New York: 

Basil Blackwell.

18. Helliwell, J. F. (2006). “Well being, social 

capital and public policy: What's new”? 

Economic Journal, 116(510): C34 - C45.

19. Helliwell, J. F. and Huang, H. (2008). “Well 

being and Trust in the Workplace”. National 

Bureau of Economic Research, Inc, NBER 

Working Papers. 12. 10.1007/s10902-010-

9225-7.

20. Helliwell, J. F., Barrington-Leigh, C., Harris, A. 

and Huang, H. (2010). “International Evidence 

on the Social Context of Well being”, In E. 

Diener, D. Kahneman and J. F. Helliwell, eds., 

International Differences in Wellbeing 

(London: Oxford University Press, pp. 291 - 

324).

21. Helliwell, J. F., Bonikowska, A. and Shiplett, H. 

(2016). “Migration as a test of the happiness set-

point hypothesis: Evidence from immigration to 

Canada”. National Bureau of Economic 

Research, Working paper.

22. Hoy, W. K. (2002). “Faculty trust: A key to 

student achievement”. Journal of School Public 

Relations, 23(2): 88 - 103.

23. Huppert, F. A. (2009). “Psychological Well 

being: Evidence regarding its causes and 

consequences”. Applied Psychology: Health 

and Well being, 1: 137 - 164. 

24. Huppert, F. A., Marks, N., Clark, A., Siegrist, J., 

Stutzer, A., Vittersø, J. and Wahrendorf, M. 

(2009). “Measuring well being across Europe: 

Description of the ESS well being module and 

preliminary findings”. Social Indicators 

Research, 91(3): 301 – 315.

25. Ilgan, A., Özü-Cengiz, Ö., Ata A. and Akram, M. 

(2015). “The relationship between teachers' 

psychological well being and their quality of 

school work life”. The Journal of Happiness 

&Well being, 3(2): 159 - 181.

26. Jasielska, D. (2018). The moderating role of 

kindness on the relation between trust and 

happiness. Current Psychology, 1 - 9.

27. Jarden, R., Jarden, A. and Oades, L. G. (2017). 

Well being policy in Australia and New Zealand. 

In M. Slade, L. Oades, & A. Jarden (Eds.), Well 

being, recovery and mental health (pp. 207 – 

214). Cambridge University Press, p. 207.

28. Jones, G. R. and George, J. M. (1998). “The 

experience and evolution of trust: Implications 

for cooperation and teamwork”. Academy of 

Management Review, 23 (3): 531 - 546.

29. Kasmaoui, K., Mughal, M., and Bouoiyour, J. 

(2018). Does trust influence economic growth? 

Evidence from the Arab World. Economics 

Bulletin, 38 (2), 880 - 891.

30. Lamers, S. M., Westerhof, G. J., Bohlmeijer, E. 

T., ten Klooster, P. M., & Keyes, C. L. (2011). 

Evaluating the psychometric properties of the 

mental health continuum - short form (MHC-

SF). Journal of clinical psychology, 67 (1), 99 - 

110.



Volume 13, Issue 2, July - Dec. 2020

A Bi Annual Journal

IMR-MANAGEMENT SPEAK

Pg.59

31. Lamsa, A. M. and Pucetaite, R. (2006). 

“Development of organizational trust among 

employees from a contextual perspective”. 

Business Ethics: A European Review, 15 (2): 

130 - 141.

32. Lipset, S. M and Schneider, W. G. (1983). The 

Decline of Confidence in American Institutions. 

Political Science Quarterly, 98 (3), 379 - 402.

33. Mayer, R. C., Davis, J. H. and Schoorman, F. D. 

(1995). “An integrative model of organizational 

trust”. Academy of Management Review, 20 

(4): 709 - 734.

34. Mayer, R. C. and Gavin, M. B. (2005). “Trust in 

management and performance: Who minds the 

shop while the employees watch the boss”? 

Academy of Management Journal, 48: 874 - 

888.

35. McAllister, D. J. (1995). “Affect-and cognition-

based trust as foundations for interpersonal 

cooperation in organizations”. Academy of 

Management Journal, 38 (1): 24 - 59.

36. Mishra, A. and Mishra, K. (1994). “The role of 

trust in effective downsizing strategies”. 

Human Resource Management, 33: 261 - 279. 

37. Möllering, G. (2018). “The nature of trust - 

From Georg Simmel to a theory of expectation 

interpretation and suspension.” Sociology, 35 

(2): 403 – 420.

38. Nunnally, J. C. (1994). Psychometric theory 3E. 

Tata McGraw-hill education.

39. Oliveira, A. F., GOMIDE JÚNIOR, S. I. N. É. S. 

I. O., &Poli, B. V. (2020). ANTECEDENTS OF 

WELL BEING AT WORK: TRUST AND 

PEOPLE MANAGEMENT POLICIES. RAM. 

Revista de Administração Mackenzie, 21 (1).

40. Ozmen, Y. S. (2018). “How employees define 

organizational trust: analyzing employee trust in 

organization”. , Journal of Global Responsibility

9 (1): 21 - 40.

41. Özyilmaz, Y. D. A. (2010). “Vertical trust in 

organizations: A review of empirical studies 

over the last decade”. Journal of Social Sciences 

Institute, 7 (13): 1 – 28.

42. Pachana, N. A. (2016). Encyclopedia of gero-

psychology.

43. Rajgopal, T. (2010). Mental well being at the 

workplace. Indian Journal of Occupational and 

Environmental Medicine, 14 (3), 63 – 65.

44. Richter, A. and Näswall, K. (2019). “Job 

insecurity and trust: Uncovering a mechanism 

linking job insecurity to well being”. Work & 

Stress, 33 (1): 22 - 40. 

45. Robertson, I. and Cooper, C. (2011). Well being, 

Productivity and Happiness at Work. 

Basingstoke: Palgrave Macmillan.

46. Rotter, J. B. (1967). “A new scale for the 

measurement of interpersonal trust”. Journal of 

Personality, 35 (4): 651 - 665.

47. Rousseau, D., Sitkin, S. B., Burt, R. and 

Camerer, C. (1998). “Not so different after all: A 

cross discipline view of trust”. Academy of 

Management Review, 23 (3): 393 - 404.

48. Ryan, R. M. and Deci, E. L. (2001). “On 

happiness and human potentials: A review of 

research on hedonic and eudaimonic well 

being”. Annual Review Psychology, 52 (1): 141 

– 166. 

49. Ryff, C. D. (1989). “Happiness is everything, or 

https://www.emerald.com/insight/publication/issn/2041-2568


Volume 13, Issue 2, July - Dec. 2020

A Bi Annual Journal

IMR-MANAGEMENT SPEAK

Pg.60

is it? Explorations on the meaning of 

psychological well being”. Journal of 

Personality and Social Psychology, 57 (6): 1069 

– 1081. 

50. Ryff, C. D.and Keyes, C. L. M. (1995). “The 

structure of psychological well being revisited”. 

Journal of Personality and Social Psychology, 

69 (4): 719 – 727. 

51. Ryff, C. D.and Singer, B. (1998). “The contours 

of positive human health”. Psychological 

Inquiry, 9: 1 - 28. 

52. Ryff, C. D. (2014). Psychological Well being 

Revisited: Advances in the Science and Practice 

o f  Euda imonia .  Psycho therapy  and  

Psychosomatics, 83 (1), 10 – 28.

53. Schoorman, F. D., Mayer, R. C. and Davis, J. H. 

(2007). “An integrative model of organizational 

trust: Past, present, and future.” Academy of 

Management Review.

54. Seligman, M. E. (2012). Flourish: A visionary 

new understanding of happiness and well being. 

Simon and Schuster.

55. Shin, H., Noh, H., Jang, Y., Park, Y. and Lee, S. 

(2013). A longitudinal examination of the 

relationship between teacher burnout and 

depress ion.  Journal  of  Employment  

Counseling, 50 (3), 124 - 137.

56. Smith, P. A. and Shoho, A. R. (2007). “Higher 

education trust, rank, and race: A conceptual 

and empirical analysis”. Innovative Higher 

Education, 32 (3): 125 - 138.

57. Stefano, G., Venza, G., Cascio, G. and 

Gaudiino,  M. (2018).  “The role of  

organizational trust and organizational support 

on employees' well being”. La Medicina del 

lavoro, 109: 459 - 470. 

58. Vineburgh, J. H. (2010). A study of 

organizational trust and related variables among 

faculty members at HBCUs.

59. Waterman, A. S., Schwartz, S. J., Zamboanga, 

B. L., Ravert, R. D., Williams, M. K. and Bede 

Agocha, V. (2010). The Questionnaire for 

Eudaimonic Well-Being: Psychometric 

properties, demographic comparisons, and 

evidence of validity. Journal of Positive 

Psychology, 5, 41–61.

60. Whitener, E. M. (1997). “The impact of human 

resource activities on employee trust”. Human 

Resource Management Review, 7 (4): 384 – 

404.

61. Yip, W., Subramanian, S. V., Mitchell, A. D., 

Lee, D. T., Wang, J. and Kawachi, I. (2007). 

“Does social Capital Enhance Health and Well 

being? Evidence from Rural China”. Social 

Science & Medicine, 64 (1): 35 - 49.

62. Zaheer, A. and Harris, J. (2006). “Inter-

organizational trust”. In Shenkar, O. &Reurer, J. 

J. (Eds.), Handbook of Strategic Alliances (pp. 

169 - 197). Thousand Oaks, USA: Sage.

63. Zak, P. J. and S. Knack (2001). “Trust and 

Growth”. Economic Journal, 111: 295 - 321.



Significance of Artificial

Intelligence in Reinventing

Human Resources

Shreya Nigam, Students 
Dr. Gaur Hari Singhania
Institute of Management & Research
Kamla Nagar, Kanpur-208005

Dr. Monika Srivastava, Professor
Dr. Gaur Hari Singhania Institute
of Management & Research
Kamla Nagar, Kanpur-208005

ABSTRACT

The influence of Artificial Intelligence (AI) is 

expanding rapidly in Human Resource (HR) 

Management. It starts from the acquisition process 

and goes till exit process of an employee that 

includes training, engagement, perks, rewards, and 

so forth.  AI is revolutionising the practices of HR 

and it has already taken over the mundane-repetitive 

administrative tasks of HR. In this research paper, 

the aim is to explore the usage of AI in HR functions 

of Indian Organizations and the level of 

preparedness of the professionals for adopting AI 

applications in various HR Functions. It also 

investigates the benefits professionals seek from AI 

powered HR applications and the probable 

challenges in its implementation. A survey was 

conducted on 140 professionals working in various 

companies.  The findings unveiled quite interesting 

facts like, 62% of the professionals claimed that AI 

is being used in their organisations for the purpose 

of Human Resource Management. However people 

had mixed reviews on AI leading to job losses. 

Majority of them though recommend for use of AI 

in HR in the coming years. The survey also records 

the extent of impact AI will make on HR functions 

like man power planning, compensation 

management, industrial relations, etc. The paper 

gives pulse of the current status of AI in reinventing 

human resources. 

INTRODUCTION

Fast changing markets, industries, and services 

require organizational environments capable of 

constant adaptation with bright new ideas and 

reduced time-to-market. Under these competitive-

reality, HRM has a more critical role than ever 

because new forms of business require new ways of 

involving people.
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HR professionals must analyze social, economic, 

political-legal, and technological environment 

opportunities to redesign HRM processes and 

practices that are key success factors to the 

organization mission and objectives.

To respond to these challenges, HRM has been 

forced to adopt new logics and most HR managers 

must forget habits and ways of thinking and acting 

outdated. On the other hand, they should help 

organizations to define their strategies and build 

programs to develop their human capital.

In this context, information systems & artificial 

intelligence have increased the efficiency of HRM 

through more effective recruitment methods, 

organizational communication, employee 

involvement, and increased skills of HR managers. 

From there, human resource management areas 

must relate human capital strategies to the most 

appropriate technological solutions. It means 

creating an E-HR organization focused on 

interconnecting people with business strategy to 

achieve rapid adaptation to changing needs 

common to people and business. These same needs 

begin to make E-HR necessary.

However, not all HR professionals work in strategic 

HRM. Many still find themselves pressured and 

seeing their time spent with day-to-day concerns. It 

is critical to get rid of the administrative burden or at 

least to mitigate it, to optimize your time and your 

contribution to the organization.

Artificial Intelligence

Artificial intelligence is a tool which use human 

intelligence in various fields and improve the 

performance, and it is an emerging technology 

which is used in all industries to improve 

productivity and performance. AI has a tremendous 

power to act like a human brain and it gives full 

efficiency. (Nigel Guenole, 2018) It refers to 

technology used to do a task that requires some level 

of intelligence to accomplish — in other words, a 

tool trained to do what a human can do. AI is 

different than ordinary software on three grounds 

that is  high-speed computation, a huge amount of 

quality data and advanced. Core AI technologies 

provide better accuracy and stability to everyday 

processes using an algorithm that connects quality 

data with fast computation services.

Artificial intelligence innovations offer huge 

freedoms to further develop HR capacities, like , 

such as self-service transactions, recruiting and 

talent acquisition, payroll, reporting, access 

policies and procedures. We are living in a time in 

which AI abilities are arriving at new statures and 

significantly affect how we work our business. HR 

chiefs have confidence that consolidating AI into 

HR organization capacities will benefit and further 

develop the general representative experience. This 

will give greater limit, additional time and spending 

plan, and more exact data for HRM. 

Today's AI growing rapidly. Technology has been 

used widely across all the fields. Intelligence 

system manages quite a large part of every human 

being. It is almost used in every field. The internet 

has changed our lives a lot. In today's world we are 

much more dependent on the technology to do our 

things in easy way and so we are much connected 

with technology development.

 Human Resource Management

Human resource management (HRM or HR) is the 

strategic approach to the effective management of 

people in a company or organization such that they 

help their business gain a competitive advantage. It 
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is designed to maximize employee performance in 

service of an employer's strategic objectives. 

Human resource management is the way of 

maintaining people in the organization and it is 

about dealing with people and their attitudes in the 

organization, it mainly deals with recruitment, 

selection, training, development etc. Human 

resource management mainly deals with 

compensation management and their payrolls, 

performance appraisal, it encourages employees to 

do their best in the organization and to achieve a 

productivity so that company's goals and objectives 

as well as vision and mission can be achieved, 

employees should understand the importance of 

organization purpose and its existence in the 

society, it is the responsibility of every sub 

department in the organization to achieve 

organizational success and also human resource 

management mainly supports employee views 

towards organization.

Interrelationship between AI & HRM

Human resources leaders are now beginning to 

recognize that data-driven insights can have a major 

impact, reducing risk and driving success in 

decision-making around talent management and 

organizational performance. Artificial intelligence 

plays important role in human resource 

management it mainly reduces the workload of 

human resource manager because artificial 

intelligence uses chatbot agnostic solution and 

algorithms and based upon algorithms the entire 

process takes place like recruitment, selection, 

training, development etc., linking artificial 

intelligence with human resource will enhance the 

process and it create more interest for the employee 

towards work (Oliver Pickup 2018). It reduces the 

scope of manual work and paper work and it makes 

easy for the human resource manager to do the tasks 

easily, it helps in the sense of like granting leave to 

employees basing upon the leave request and 

permissions applied at that time, it provides online 

services that employees details will be available 

there and every employee can access from it and 

automatic scheduling done and results will be 

provided. Artificial intelligence helps HR experts to 

tackle their job in an all the more simple way.

For example, AI has emphatically affected parts of 

HR like improving the recruiting and selection. HR 

Managers can check and measure through a more 

prominent number of resumes to distinguish the 

best among them. By utilizing this AI the HR saves 

time just as can choose the most ideal reasonable 

contender for the work by evaluating the 

components like qualities, abilities, experience, and 

so on, each recently joined representative has 

diverse learning inclinations so by examining the 

worker conduct personalization or customization of 

preparing/training of representatives is carried out 

so this is considered as one of the significant effects 

of AI. AI helps HR professionals to focus on 

employees performance, work life balance etc., and 

trying to create belongingness in the organization 

irrespective of the benefits provided by the 

organization. 

 Need of AI in HRM

i)    AI eliminates much of the manual analysis 

and challenging planning associated with 

building people programs and provides 

recommendations based on data rather than 

gut feelings.

ii) AI is poised to help HR teams and managers 

make better, less biased decisions and help 

them take more impactful actions.
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iii)   The power of data for HR organizations isn't 

just in proving return on investment or 

predicting future outcomes. The real 

advantage comes when AI leverages people 

data to translate insights into action.

iv)   With the instant, deep insights AI technology 

provides, HR leaders and managers are better 

equipped to attract, retain, and inspire great 

people, which leads to improved business 

performance for the organization.

v) AI-powered technologies combined with 

human experience and insight are key to 

building today's effective HR organization.

vi) AI has the power to help organizations 

become even more people-centric — creating 

happier employees, reducing bias, enabling 

more valuable programs, and allowing more 

time to focus on people development.

vii) Data-driven technologies empower HR 

organizations to achieve a greater impact on 

business performance.

Benefits of AI to HR Professionals, Employees and 

Organisations

HR Professionals

There exists a lot of misconception in the industry 

that by introducing AI in HR, the HR jobs are at 

stake. Which in reality is entirely wrong, AI does not 

replace the job of HRs rather AI becomes a support 

function for the monotonous and administrative 

related work that is taken over by AI and allows HR 

professionals to concentrate more at the strategic 

level. (Joanna Daly, Vice President Talent, IBM, 

2018) 

HRs are meant to dedicate more time with 

employees and business partners rather spending 

time on mundane tasks such as searching, sifting 

through profiles, sorting, answering to employee 

regular and daily queries, other administration and 

data related work. Because of these, the 

professionals are not unable to bring in their 

emotional intelligence to the role which is still 

lacking to a great extent (Higginbottom, 2018). 

Hence it is high time to allow technology to take 

over the work which they are good at so that HRs 

can concentrate on doing what they are good at. 

Employees

When an employee joins a company, the first few 

days of the employee will be loaded with training 

and orientation programs educating about the 

company culture, policies, procedures, work and 

employee documentation work. Thus, employees 

tend to forget certain information which was shared 

to them during the orientation. With AI, through 

online platform and chat-bots employees have the 

freedom to access any kind information about 

policies, can clarify doubts related to work, 

holidays and leave related queries without 

depending on HRs. Training also happens for 

existing employees which is on-going process and 

companies have invested in planning these 

programs more systematic and flexible so that 

employees can take up at their convenience. They 

can also undertake remotely in their free time. 

Companies also extend customised training 

programs after understanding what an employee 

exactly needs that will improve their work 

productivity and efficiency. All this is possible only 

because of AI integration. Except for a handful of 

employees, all are career oriented and they always 

look for companies which offer good career 

opportunities and career management. Companies 

with good career management are preferred over 
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others, which AI can perform. AI can effectively 

suggest employees about the internal career 

opportunities that exist based on their skills and 

experience. Thus employees are exposed more 

systematically about the opportunities without any 

bias. 

Organizations

AI adoption in HR is helping the organisation as a 

whole. From a survey by Narrative Science (2018), 

it was found that organisations are adopting AI at a 

faster pace, around 38% of them have already 

adopted AI in their workplace, and by the end 2018 

around 61% are expected to use it. The report also 

found that by integrating AI in HR, companies are 

also benefited; one such benefit there is a massive 

reduction in the cost per hire by around 71% with the 

help AI in recruitment software which in turn 

increased recruiters' efficiency. The organisations 

can minimise bias by ensuring equal opportunity 

irrespective of age, sex and race. Most of the 

companies find it very difficult to get the right talent 

at the right time due to which companies' 

productivity and profitability are affected. With AI 

and machine learning it is determined that tech 

companies and startups can get relevant profiles. 

Thus according to Almog (2017), AI and machine 

learning bots can reduce the time of hire by 50% and 

in-turn increasing the company's profitability and 

growth. One other very vital benefit of AI, the 

organisation can determine and understand 

employees' performance over a period of time. 

 AI's Potential in Replacing HR Roles

A lot has been said about how AI platforms will 

introduce large-scale automation, eliminating the 

need for some jobs. However, this is primarily 

limited to repetitive, process-based tasks that do not 

require too much human intervention.

As per a Gartner report, AI can eliminate “millions 

of middle and low-level positions” in the next few 

years. But it also noted that AI would create 2.3 

million additional jobs, which is significantly more 

than the 1.8 that Gartner predicts will be eliminated.

Interestingly, the impact of this trend on HR is 

multifaceted. On the one hand, HR has several 

strategic roles (formulating recruitment plans, 

providing executive coaching, etc.) that are 

unlikely to be taken over by AI. On the other hand, 

HR also has large volumes of tactical 

responsibilities that could be replaced by AI-led 

automation.

AI won't replace all of HR, but it will cause 

significant change and disruption, including the 

elimination of some jobs. AI can be viewed as an 

automation technology (but for intellectual work 

rather than manual), and like any automation 

technology, AI will have the most impact on tasks 

which are higher volume and lower decision 

complexity.

Roles that focus on activities like screening and 

scheduling will be automated, but roles with a focus 

on the complex decisions associated with key steps 

like convincing a candidate to leave one job for 

another will continue to be a very human 

endeavour.

Artificial Intelligence Is Reinventing Human 

Resources

AI in HR has various benefits - HRs can spend more 

quality time in planning and organizing HR 

activities, improved efficiency, reduced bias 

reduction in administrative related work, prompt 

replies to employees' queries and communicating to 

candidates regarding their status. Following are the 

areas in which HRM will be reinventing the HR 
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function in the coming time

· Candidates Sourcing

· Resume Screening

· Interviewing Candidates

· AI in Streamlining Employees Onboarding

· Improved Training Experience for Employees

· AI Personal Assistants in HR

· Automation of Administrative Tasks

· Enhancing Retention and Identifying 

Employees on Their Way Out

· Employee Benefits Management

·  Employee Off boarding

· Smart people analytics

Literature Review

Research Methodology

To study the significance of artificial intelligence on 

human resource management processes, specific 

objectives were framed as given below.   

Objectives of the Research

1. To find the status of AI for HR Functions in the 

organization (with respect to present usage, 

preparedness and future plans). 

2. To find the impact that artificial intelligence will 

make on various HR Functions.

3. To find the feature that professionals seek in AI 

powered HR Applications and potentials of AI 

tools.

4. To analyze the benefits and challenges of 

implementing AI in HRM.

5. To find whether AI leads to lob losses.

Data Sources

Primary data was collected through the designed 

questionnaire. Secondary Data has been collected 

through the articles published in magazines, HR 

Blogs, research journals, survey reports published by 

various research organizations, books and online 

sources also.
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Age Group of Respondents No. Of Respondents

 Research Instrument 

This research is based on data collected from a self-

administered questionnaire made up of multiple 

questions and specific response alternatives. The 

questionnaire is created on google form which can 

easily be forwarded to anywhere, anytime across 

various cities covering plethora of organizations.

Time of Research

The data has been collected from May 2020 till June 

2020.  

Sample Demographics

A sample of 140 usable responses was gathered 

virtually from professionals and people managers 

working in various organisations. The participants 

represent a broad HR Workforce, ranging from 

small businesses to MNCs.

The age group of the respondents ranged between 

20-55 having an average work experience of 7 

Years. 63 % females and 37 % males  were our 

respondent.

Table 1: Age Group of Respondents

Maximum HR Professionals who have taken part in 

the survey are between the age group of 25-29

Table 2: Experience of Respondents

Talking about the experience of respondents, 62 

Professionals had a work experience of about 2-4 

years, 38 Respondents had a work experience of 

about 4-8 years, 15 Professionals had a work 

experience of about 8-12 years, 12 Professionals 

had a work experience of about 12-16 years and the 

rest of them had an experience of above 20 years.
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Out of 140 responses, 88 forms were filled by 

female candidates while 52 forms were filled by 

male candidates.

Data Presentation and Interpretation 

Data collected from the sample via questionnaire 

was analyzed in light of the objectives of the study 

which are discussed as follows.

Status of AI for HR Functions in the Organization 

The status of AI for HR Functions in the 

organization was studied with respect to present 

usage, preparedness and future plans. Three 

questions were farmed to get the reaction of 

Professionals. The  answer are represented through 

the chart-1to chart-3. 

Chart -1: Response on use of AI in the Organisations 

for HRM Functions.

Table 1: Age Group of Respondents
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From the above Chart, it can be concluded that-

· Around 63% respondents are working in an 

organisation where AI is being used for the 

purpose of HR.

· 37% respondents are working in an organisation 

where AI is not being used for the purpose of HR.

Chart- 2: Level of preparedness for adopting AI 

applications

Respondent rated the level of preparedness on the 

scale of 1-5 ranging from low to high. Only 8.6% of 

the respondents believe that their respective 

organisations are highly prepared for adopting AI 

applications in various HR Functions.

Chart 3: HR Professionals suggestion on 

implementation of AI in the coming 5 years to their 

organisations

Respondent suggestion to implement AI in the 

coming 5 years to their organisations was rated on 

the scale of 1-5 ranging from 'will not suggest' till 

'suggest to a great extent'. From the above graph, it 

can be concluded that more than half of the 

respondents (i.e. 77%) are willing to not only adopt 

AI applications but also recommend it to their 

organisations. 

Chart 4: Extent of AI Impact on various HR 

Function in future

 From the above table and graph, we  

conclude that –

· The major impact of AI will be seen in Candidate 

sourcing and screening, learning and 

development and administrative work in HR 

Function.

· A reasonable amount of impact will be seen in 

almost all the functions of HR but mainly in 

Administrative work, performance management 

and man power planning.

· According to the responses, a little impact of AI 
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can be witnessed in the upcoming future on 

Industrial Relations, Health and wellbeing and 

compensation management.

· Around 15% of the respondents believe AI will 

have No Impact on Man Power Planning, 

Administrat ive work& Compensation 

Management  

· Around 10% of the respondents believe AI will 

have No Impact on Candidate Sourcing and 

screening, Learning and Development & also in 

Performance Management

· Approximately 21% of the respondents believe 

AI will have No Impact on Industrial Relations 

& Health and Wellbeing.

Chart 5: Features the HR Professionals would like 

to see in an AI-Powered HR application.

When asked to respond upon the features they 

would like to see in AI Tools-

· 72 out of 140 (i.e. 52%) responded that 'Ability 

to analyze' is a must have feature in an AI 

powered HR Application and they will always 

want to see this feature, while 56 of them (40%) 

responded that they will like to see this feature 

normally and 11 of them (8%) responded that 

they would occasionally like to see it as an AI 

tools' feature.

· 57 out of 140 (i.e. 41%) responded that 'Ability 

to organize' is a feature they would always want 

to see in an AI featured application while 70 of 

them (i.e. 50%) responded that they will like to 

see this feature normally, 9 of them 

(6.5%)responded that they would occasionally 

like to see this feature and only a very minimal 

number of respondents said they would never 

want to see it as an AI tools' feature.

· 65 out of 140 (i.e. 46%) responded that 'Ability 

to diagnose' is a feature they would always want 

to see in an AI featured application while 52 of 

them (i.e. 51%) responded that they will like to 

see this feature normally, 20 of them 

(14%)responded that they would occasionally 

like to see this feature and only a very low 

number of respondents said they would never 

want to see it as an AI tools' feature.

· 68 out of 140 (i.e. 49%) responded that 'Ability 

to predict' is a feature they would always want to 

see in an AI featured application while 40 of 

them (i.e. 29%) responded that they will like to 

see this feature normally, 28 of them 

(20%)responded that they would occasionally 

like to see this feature and only a very low 

number of respondents said they would never 

want to see it as an AI tools' feature.

· 56 out of 140 (i.e. 40%) responded that 'Ability 

to personalise' is a feature they would always 

want to see in an AI featured application while 

55 of them (i.e. 39%) responded that they will 

like to see this feature normally, 25 of them 

(17%)responded that they would occasionally 

like to see this feature and only a minimal 

number of respondents said they would never 

want to see it as an AI tools' feature.
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From the above graph it can be concluded that-

· 58 out of 140 respondents believe AI tools will 

have a great impact on Advanced data analysis 

and will help in improving HR Functions 

significantly while 55 and 27 respondents feel AI 

tools will have little and no impact respectively.

· 55 out of 140 respondents believe Chatbots and 

will greatly impact in the improvement of HR 

Functions while 70 and 15 respondents feel AI 

tools will have little and no impact respectively.

· 63 out of 140 respondents believe Automated 

assessments  wil l  great ly impact  the 

improvement of HR Functions, around same 

number of respondents believe it will have little 

impact on HR Functions while rest of the 

respondents feel AI tools will have no impact.

· 62 out of 140 respondents believe Virtual 

assistants will greatly impact the improvement 

of HR Functions, 59 of them believe it will have 

little impact and rest of them feel AI tools will 

have no impact.

· 56 out of 140 respondents believe Facial 

recognitions will have a great impact on 

improvement HR Functions, 49 of them believe 

it will have little impact and 35 of them feel AI 

tools will have no impact.

Chart-7: Outcomes expected by AI Application in 

Talent Acquisitions

From the above table and graph, it can be concluded 

that, ability to identify candidates with required 

competencies and consuming less time sorting 

through resumes are the prime reasons for adopting 

AI in most of the organisations. 

Chart-8: Benefits of AI in Training and 

Development

From the above graph it can be concluded that-

· 76 out of 140 respondents cited that they are 

always looking for 'Reduced learning time' as a 

benefit in training and development through AI, 

while, 53 of them often require it & the rest of them 

rarely or sometimes require this benefit.

· 48 out of 140 respondents cited that they are 

always looking for 'Reduced travel time and 

Chart-6: Potential of AI Tools in Improving 

HR Functions
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expense' as a benefit in training and development 

through AI, while, 53 of them often require it, 37 of 

them require this benefit sometimes & 7 of them 

rarely require it.

· 50 out of 140 respondents cited that they are 

always looking for 'Improved consistency of 

learning' as a benefit in training and development 

through AI, while, 60 of them often require it, 22 of 

them require this benefit sometimes & 7 of them 

rarely require it.

· 51 out of 140 respondents cited that they are 

always looking for 'Enhanced productivity' as a 

benefit in training and development through AI, 

while, 51 of them often require it, 32 of them require 

this benefit sometimes & 5 of them rarely require it.

Chart-9: Challenges faced by organisations while 

implementing AI in HR

The biggest impediment faced by organisations 

while administering AI into their HR Functions is 

the lack of required HR Professionals skilled in this 

area (43.6%), closely followed by insufficient 

budget (42.1%) and incredulity that AI can make 

difference in HR (40%). 

Less than one-fifth of the HR Professionals cited 

A majority of respondents are clueless about the 

most impending question related to AI – Whether 

AI will decrease the number of jobs in HR Field. 

While 11% of the professionals strongly agree that 

it will reduce HR jobs in their organisation, 14% 

professionals strongly disagree with this question. 

In all, this question had mixed reviews and 

therefore making it difficult to answer whether the 

HR Jobs will witness downfall by 2025 or not.

FINDINGS AND CONCLUSION

On the basis of survey conducted on 140 

Professionals from various companies we have 

gained insight about the usefulness of AI in various 

Human resource functions ranging from man 

power planning to health and wellbeing of 

employees. The main findings of the research based 

on primary data analysis are given below. 

· Around 63% respondents are working in an 

organisation where AI is being used for the 

purpose of HR.

· A very less percentage of respondents (only 

8.6% ) believe that their respective organisations 

are highly prepared for adopting AI applications 

uninterested leaders (17.1%) & no real requirement 

for these technologies (15.7%) as a challenge faced 

by organisations while implementing AI in HR.

Chart-10 : Decrease in number of jobs in the 

upcoming years due to AI.
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in various HR Functions,

· The major impact of AI would be visible in 

Candidate sourcing and screening, learning and 

development and administrative work in HR 

Function.

· A reasonable amount of impact of AI would be 

seen in almost all the functions of HR but mainly 

in Administrat ive work,  performance 

management and man power planning.

· More than half of the respondents would always 

want to see features such as 'Ability to Analyze, 

Ability to organize and Ability to diagnose in an 

AI-Powered HR application.

· HR Professionals had mixed reviews when asked 

to respond whether AI will lead to job losses in 

future or not.

· Ability to identify candidates with required 

competencies and consuming less time sorting 

through resumes are the prime reasons for 

adopting AI in most of the organisations. 

· The biggest challenge faced by organisations 

while administering AI into their HR Functions is 

lack of skilled HR Professionals which is closely 

followed by having insufficient budget.

The major conclusion of this study is that even 

though application of Artificial Intelligence in 

Human Resource is relatively new, it is an 

increasing area in HRM. It can be drawn from this 

research AI-based HR applications will transform 

HR Functions over the next five years to a great 

extent. It has the ability to analyse, predict, diagnose 

and become a more capable resource while focusing 

on employee needs and outcomes. However, there 

are challenges like lack of skilled HR Professionals 

in this area, limited proven applications, huge 

budget which need to be addressed promptly. AI 

systems must be managed carefully by finding 

reliable learning data sets, using the right 

implementation approach, seeking clarity, 

eliminating bias, and considering unintentional 

consequences.

This research will help gain organizations an 

insightful picture about the effectiveness of using 

AI in HRM, which the previous literature lacked.

LIMITATIONS

The results reported here in this project should be 

considered in the light of the following limitations-

· The study was conducted within a strict time 

frame which affected the number of responses 

expected for collection of data through 

questionnaire.

· Since the target audience for this research were 

people working in HR Field, it was difficult to 

gather such personnel and persuade them to fill 

the survey form.

· Application of AI in HRM is relatively a new 

concept and hence there is a limited availability 

of companies implementing AI in their HR 

Process.

· Few of the HR Professionals were apprehensive 

of giving details about their organisations.

· Even though AI as a topic has been researched 

lengthily, without a sufficient amount of 

companies that use proper AI in their HR 

Practices, it limits to explore the real 

effectiveness and implications that AI entails. 
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