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EMOTIONAL LABOUR IN SERVICE INDUSTRY – SOME REFLECTIONS 
 

Dr. D. V. RAMANA MURTHY 
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FBS BUSINESS SCHOOL 
VIJAYAWADA 

 
SIVA KRISHNA GOUD.J 
EXECUTIVE DIRECTOR 
FBS BUSINESS SCHOOL 

VIJAYAWDA 
 

ABSTRACT 
The services sector has emerged as the most dynamic sector of the world economy, contributing almost one-third of world gross 
value added, half of world employment, one-fifth of global trade and more than half of the world foreign direct investment flows. 
It remains the key driver of India’s economic growth, contributing almost 66.1 per cent of its gross value added growth in 2015-16, 
important net foreign exchange earner and the most attractive sector for foreign direct investment inflows. The increasing share 
of service sector in developed countries has established new ways in creating competitive edge within the delivery of a high level 
quality service. The importance of service employees as the greatest asset is undisputed. Service is not denoted only by the intel-
lectual and physical labour but also emotional labour. The objective of this paper is to examine the importance of the concept 
emotional labor and its use in service delivery and its implications in the present day context. 
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ABSTRACT 
Sustainable development is development that meets the needs of the present without compromising the ability of the future gen-
erations to meet their own needs. In September 2015, 193 countries adopted the UN Sustainable Development Goals (SDGs). The 
17 SDGs constitute the most ambitious global agenda ever developed for social, economic and environmental advancement of the 
world. They include the objective to end poverty, abolish hunger, accomplish gender, equality, foster equitable economic growth, 
reduce inequality and address climate change by 2030 or earlier. It is being observed by the sustainable development policy-makers 
that all countries, from the poorest to the richest face the challenge for achieving a healthy balance between economic, social and 
environmental pillars of sustainable development through sound policy, technology enabled innovation and socioeconomic trans-
formation. The purpose of the paper is to see that how global economy is undergoing a fundamental structural reformation driven 
by digital economy. World economy is becoming ever more digital, that growing use of and investment in digital technologies and 
knowledge based capital is profoundly transforming our societies. The present study is an attempt to focus on the fact that how 
advances in healthcare, education, communication, provision of basic facilities and services is making life easier for the people. It 
is predicted that 8.5 billion people will be living dignified lives by 2030. Digital solutions can dose the achievement of SDGs by 
transforming the way people live and work. The paper will also highlight the hurdles and regulatory barriers in achievement of 
digital economy. It can be concluded that digital solutions like e-health, e-learning, e-banking, e-governance and many more can 
play a key role in helping the world achieve the SDGs. 
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ABSTRACT 
The study aims at investigating what role if any do Human Resource Information Systems (HRIS) play in SHRM. It attempts to 
examine how HR professionals and managers in different organizations see the effects of HRIS on strategic HR tasks and job roles. 
It also tries to find out if there is any significant difference in the usage of HRIS between Small/Medium (SME) size and Large size 
companies. A survey questionnaire was sent to 100 companies and a response rate of 15.9% was received. The target group of the 
questionnaire was HR managers, HR directors, and HR professionals in companies based in India. The scope was widened to include 
both large and small/medium sized organizations across all the business sectors. The results of the survey reveal that HR profes-
sionals not only consider HRIS usage as a support for strategic HR tasks but also perceive it as an enabling technology. The study 
also indicates that large sized firms are most likely to experience considerable HRIS usage in support of strategic HR tasks. Moreo-
ver, there was no significant difference in proportion to the size of a company regarding HRIS usage in support of commitment 
management and managing trade union relations with organizations. Low response rate of this study makes generalization rather 
difficult however, future research would benefit from higher response rates for more generalized results. 
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ABSTRACT 

Employee retention has become major concern for corporates in current scenario. This paper explores the factors responsible for 
employee attrition in Indian IT industry. A simple random sample of 201 employees across south India were considered for this 
study. A structured Questionnaire with five point Likert’s scale items was designed to gather the responses from the sampling units. 
Regression technique is used to identify factors that are causing employee attrition. Significant impact of leadership type, level of 
job satisfaction, Financial benefits, was noticed on employee retention. The most likely explanations that emerges from this study 
for employee retention strategies are change in leadership style, customized job profiles, personalized financial benefits. 
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ABSTRACT 

Mobile phone is a wonderful gift of science. Mobile phones have received overwhelming response from all across the world. The 
latest mobile has many more facilities. It has a music system, video game, recorder, speaker, camera and even internet facility 
available in it. The present study is undertaken to understand the utilization behaviour of customers towards mobile phone service 
providers in Salem District. The utilization behaviour are measured in terms of average monthly expenses on mobile phone usage 
has been examined by analyzing the relativity of average monthly expenses on mobile phone usage with the factors like number 
of SIM cards used, type of SIM cards used and model of mobile phone used. To undertake this study a structured questionnaire was 
developed to collect the required primary data from the 450 customers. It is observed from the analysis that there exists a signifi-
cant relationship between model of mobile phone used by the customers and the average monthly expenses spent by them on 
mobile phone usage. From the above analysis it is concluded that the respondents in Salem City are very well aware of the mobile 
phones. 
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ABSTRACT 
The study finds out that there is a considerable influence of personal variables namely: Education, Total Experience, Income, Marital 
Status and Type of Family on the variable of Job Satisfaction. Both gender and Age do not differ on the Job Satisfaction. 
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ABSTRACT 
Agriculturists in particular aged farmers have been the worst suffers from the onslaught of globalization. It is the process by events, 
decisions, and activities in one part of the world have significant consequences for other part of the globe. With the globalization 
Indian agriculture opened up to global agribusiness and Indian agriculture partly traditional farm is adversely affected. Due to 
globalization aged farmers those some are less educated and some are illiterates well known about traditional farming they have 
to depend on seeds like Monsanto, Cargill and Syn Genta etc., fertilizers and pesticides which is makes Indian agriculture is  very 
expensive but lack of proper credit facilities for agriculture, makes farmers turn to private moneylenders who charge exorbitant 
rates of interest. In order to repay these debts, farmers borrow again and get caught in a debt trap and finally they committed 
suicide. 
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ABSTRACT 

In this era of highly competitive environment, organizations in Manufacturing sector and Service sector are trying hard to win the 
mind of customers by providing them value added service and quality innovative products to remain competitive in the market. At 
the same time employee commitment levels are also playing greater role. Hence, it is imperative on the part of the management 
to ensure better HRM practices to enhance employee commitment. An organization which fails to bring the required commitment 
levels may not achieve its goals. In this context the research study focussed on identifying the most influencing HRM practices that 
inculcates employee commitment which in turn will have significant impact on organizational performance.  
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ABSTRACT 
The study focuses on garment Industry because it is one of the main sources of employment in India. Therefore, health care work-
force need to be aware of the risks associated with the occupation in order to manage the diseases associated with it accurately. 
Awareness of occupational diseases is very important for each and every employee in garment industry. It helps to protect the 
worker against any health hazard arising out of work in which it is carried on and promote the employees in such a way that their 
career goals are achieved. Work plays a vital role in people's lives, since most workers spend at least eight hours a day in the 
workplace. Therefore, work environments should be safe and healthy. Every day workers all over the world are faced with a lot of 
health hazards. Unfortunately, some employers presume little responsibility for the protection of workers' health and safety. In 
fact, some employers do not know that moral and often legal responsibility to protect workers. As a result of the hazards and  a 
need of awareness given to health and safety, industrial accidents and diseases are universal in all parts of the world. Workers and 
employers are to be informed about health and safety risks in the workplace and an active and effective health and safety com-
mittee that include both workers and management. This article can be prevalent to create consciousness among workers about 
occupational diseases and protect them from occupational diseases. 
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ABSTRACT 
Importance-Performance Analysis (IPA) is a popular, low-cost, easily understood way to organize information about the attribute 
of a product or a service and provide intuitively appealing strategies for a business to set priorities for potential change.  It is a 
simple and effective technique that can be applied to guide quality based educational strategies and can assist practitioners in 
prioritizing attributes when enhancing their quality and satisfaction. As several studies have shown, the relationship between stu-
dents’ perception of educational system and overall satisfaction is sometime non-linear. Performance indicators are now an estab-
lished feature of the tertiary sector, being employed to evaluate teaching as well as research. Therefore, in this study, a two-axis 
model is described, which goes some way to addressing the deficiency of limited resources.  
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ABSTRACT 
This paper investigates the view of Indian clients towards the utilization of innovation as for such variables as accommodation, 
protection, security, convenience, ongoing openness, and precise record of shifted exchange that empower client's use of Banking 
Technology. Different components, for example, moderate exchange speed, specialized disappointment, extortion and ignorance 
among clients that make deterrent in appropriation, are likewise tried. The outcomes demonstrate that statistic factors, for exam-
ple, sex, age, capability and pay assume a positive part in use of managing an account innovation. Every one of the banks is utilizing 
data innovation as a key vehicle to remain aggressive against different players. There is no noteworthy contrast between utilization 
rates of keeping money innovations by the clients of various private banks. This paper additionally demonstrates that managing 
an account innovation helps in expanding consumer loyalty, client devotion, ad libbed development, and execution of the banks.
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ABSTRACT 
Ayurveda has been a lively system of health with an unbroken practice since 3000 years. Although, Ayurveda as a system of medi-
cine has been in practice in India for centuries but its growth as an industry has commenced only a few years back. Due to lack of 
cure for chronic diseases and side effects of conventional medicines, developed countries have started looking toward Ayurveda 
for treatments to restore wellness of their citizens. Modern medicine is mostly governed by a demand for evidence-based practice. 
The business prospects amounts to a $20 billion ready market, which is growing at a very fast rate and would become a $5 trillion 
market worldwide by 2050. Large portions of this market would be centered in India being the origin. India ’s share in the export of 
herbals is USD 63 billion which is just 0.2% of the global herbal market. So there is obviously vast scope for Indian manufacturers 
for entering the growing worldwide opportunity of business in herbal pharmaceutical field. We also have to focus on standardiza-
tion of herbal products. Ayurveda has a brilliant future in India as a business proposition due to the ever increasing demand for 
natural therapies. 
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ABSTRACT 

In this dynamic business environment one of the factors that determine what organizations can achieve is its employees. Organi-
zations can achieve unexceptionable levels of performance only when the workforce is committed towards their work through 
higher productivity, self-motivation and loyalty. Every organization wants to acquire this and retain the best employees in their 
organization and employee engagement is the pre-eminent tool for it. Studies reveal that engagement is closely linked with organ-
izational performance outcomes. So it becomes essential for organizations to deal with impediments to employee engagement 
such as stress. According to the global research conducted by Towers Watson in 2014 highly stressed employees are more vulner-
able and are disengaged from their work. The study was conducted to examine the relationship between stress and employee 
engagement among IT employees. Sample consisted of 192 employees working in an IT company at Hyderabad. This study empir-
ically investigates the association between stress and employee engagement in general and also in particular among women em-
ployees and employees aged 36 and above. The findings are in accord with theoretical explanation in the case of general and 
employees aged above 36. The empirical association between stress and employee engagement was not found in case of women 
employees. 
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ABSTRACT 

Since 1950s agricultural income tax has been levied only on plantation crops and all other agricultural income has been exempted 
in India. The total tax collection from this source was less than 1% and in the late 1980s has dropped below 0.3%. But about 60% 
of Indian people meets their livelihood from agriculture income; but a very few people know about its tax impact. The very peculi-
arity of agricultural income tax is that; although it is a primary source of income of many people of India, it did not come under the 
purview of income tax. However, it has some impact if the non-agricultural income exceeds the basic exemption limit. Moreover, 
Income tax is a central tax; but agricultural income tax is a state subject and tax is levied on plantation crops only e.g. tea, coffee, 
rubber etc. In this perspective the paper is selected to study the present position and future prospects of agricultural income tax in 
India. The study shows that there is every possibility to cope up large farmers in the tax net. But the powerful landlords lobby is 
constantly creating obstacles in the way of implementation. Hence, change in political attitude and determination is necessary for 
taxation on agriculture income in India. 
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ABSTRACT 

The Continuous change in the working environment, work and family domain conflict is a significant in almost all the businesses 
and work area. In this study the work-life conflict and time management among women executives are extensively studied. Increase 
in work-life conflict result in three major problems names individual related problems, family related problems and organizational 
related problems. Efficient time management programmes is adopted to overcome the conflict in two areas of work and life do-
main. This present article aims to identify the relationship between time management and work-life conflict among women exec-
utives in Chennai. Structured questionnaire was adopted for this purposes and collected date was analyzed using SPSS software. 
There is a significant and negative correlation between Work-Life conflict and time management, in two areas of work - family 
conflict and family - work conflict in six dimensions of time, tension and behavior. It was concluded that increased conflict between 
Work-Life in all six dimensions and time management would decrease vice versa. 
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ABSTRACT 

E- Commerce is the booming industry in recent days. It is a form buying and selling the goods online which allows the consumers. 
It facilitates the customers to buy the desired products 24*7. In the recent era people preferring the modern techniques of shopping 
through online due to busy schedules. So people using technology to meet their needs. While buying a product the particular web-
site is allowing the user to share their views on a purchased product. In order to know the quality of the product, specifications of 
the product or service, service towards a product etc… the customer needs to get the information. So for the convenience of the 
customers e-commerce websites are providing a facility to review the product by different ways like ratings, reviews, comments 
and discussions on other platforms i.e., namely discussions on social media, consumer forums etc. technique of convenience sam-
pling is used and the sample of 198 responses. The purpose of this study is to know the impact of positive and negative information 
of the product and how it impacts the customer buying decision. 
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ABSTRACT 

This study was conducted to determine the level of dissatisfaction among the Fiji National University, residential students Lautoka 
campus towards some facilities provided. This research was focused on four major areas in its Lautoka campus. The areas of studies 
were to Sporting Facilities and Recreation, Hostel and Accommodation, the Information Communication and Technology (IT) as 
well as Library Services. The study was based on a survey carried out from the questionnaires that is administered involving fifty 
(50) year one (1) Primary Teacher trainees, fifty (50) year two (2) Primary Teacher trainees, fifty year one (1) Secondary Teacher 
Trainees and fifty year two (2) Secondary Teacher Trainees who resides at Campus. Upon using the descriptive analysis, the levels 
of dissatisfaction among the students towards the facilities provided were examined. The findings from this research revealed that 
the level of dissatisfactions shown by the residential students of Fiji National University Lautoka Campus are sort of very strong in 
terms of disappointment dissatisfaction as far as resources is concern in the four areas observed. The findings from this research 
study will surely help, guide the policy makers of the university to improve its services and provide to the residential students the 
very latest and best available resources comparable to university standards. 
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ABSTRACT 
This study aims to determine the effect of firm ownership structure and firm characteristics on the dividend policy of public listed 
company in Indonesian Stock Exchange. Variables of the ownership structures of firm include local institution ownership and for-
eign institution ownership. While firm characteristics variables include return on assets, return on equity, free cash flow, leverage, 
firm size, firm age, and market to book ratio. This study used data from annual financial report and annual report of listed firms in 
Indonesia Stock Exchange over the period 2013 – 2015. The result showed that the local institutional ownership, return on assets, 
free cash flow, market to book ratio, and firm size are highly positive and significantly correlated with dividend payout ratio. Return 
on equity and leverage have a significant correlated. Only firm age has no significant correlated. These results have practical im-
plication to corporate manager and investor for design a financial strategy. 
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ABSTRACT 

Three centuries ago, we used nothing but renewables, with a fully sustainable energy system consisting of wind power, hydro 
power and bio-fuels. Now we are trying to return to the past, with the addition of a few new sources such as solar and geothermal. 
In the interim our population has increased and economic activities by several orders of magnitude. There is a literature, and there 
are some notable contributions, but nothing remotely in keeping with the emphasis on renewables in policy circles. Renewable 
energy is enjoying great but probably short-lived if not taken seriously while put in use. The first discussion of renewables in eco-
nomics was in the post 1973 oil shock era, when we rediscovered Hotelling’s work on resource depletion and refined it in various 
ways. We invented the phrase “backstop technology,” a technology that would eventually replace exhaustible resources with an 
energy source continuing forever. No one modeled the backstop explicitly, but it was clearly not a fossil fuel that we had in  mind: 
it could have been nuclear fusion, or solar or wind energy. The need for renewables, in the sense of energy from non-exhaustible 
sources having no environmental footprint, was recognized. Presently, despite its poor environmental credentials, fossil fuel re-
mains a crucial contributor to energy supply in many countries. The world will be running out of fossil fuel within a few decades 
due to high demand & consumption. The problems with energy supply and use are related not only to global warming but also to 
environmental concerns such as air pollution, acid precipitation, ozone depletion, forest destruction, ect. It is argued that  oil will 
run out in 53 years, natural gas in 54, and coal in 110 years. The exhaustion of conventional resources and its effect on climate 
requires an urgent call for the substitute power resources to convene up the current power requirement. Renewable energy is an 
endless, unsoiled and prospective energy source among all other non-conventional energy options. More concentration is being 
done on focal point for the development of renewable energy sources globally. Thereby, energy generated from clean, efficient and 
environmentally-friendly sources has become one of the major challenges for engineers and scientists. Among them, the photovol-
taic (PV) generation system has received great attention in research because it appears to be one of the possible solutions to the 
environmental problems. In this paper, the thrust has been given to study the economic and technical viability of photovoltaic 
systems as one of the alternative to depleting conventional energy sources. 
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ABSTRACT 
Service quality in the present scenario is considered as a competitive strategy through which service based organizations can dif-
ferentiate themselves in this competitive world. The Indian Banking sector is characterized with customers having a tendency to 
maintain multiple service provider relationships which means customer have extra experiences. This switching of service providers 
has been caused due to various reasons; Customer attrition has been accelerated in Indian banks. The research is based on the 
quantitative approach using survey as the methodology for conducting the study. The survey method is conducted with the help of 
a questionnaire which used 5 point Likert scale. The present study finds that if parity perception of the customers is high they tend 
to consider all products or services as same which will influence the perception of value generated through service delivery. Further 
if the value of the service delivery process is reduced the quality perception of the service in the minds of the customer will also get 
influenced.  
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