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ABSTRACT

This research study explores the important role of employee training as a strategic catalyst for engagement in the Indian
telecom industry—a sector marked by rapid technological changes, intense market competition, and ongoing service
innovation. For such an everchanging environment, the firm has to be dependent on a highly engaged workforce in
order to remain agile, to provide superior customer services, and to foster innovation. Employee engagement, the
emotional and intellectual participation of people in their work and company, has emerged as a foundation for
organizational success. This research examines the degree to which focused training interventions impact engagement
by not just preparing employees with necessary competencies but also in line with organizational values and objectives.
Based on a mixed-methods study design, the research includes both quantitative and qualitative findings derived from
a structured questionnaire completed by 200 employees of top telecom operators in India, thus providing an extensive
holistic perspective on the trainingengagement relationship.

The study findings identify a strong positive relationship between well-designed training initiatives and higher employee
engagement. Major training dimensions such as the applicability of content to jobs, the frequency and recency of the
trainings, the adoption of interactive training modes (e.g., blended and elearning), and the general perceived quality
are found to be among the salient factors affecting engagement. In particular, recently trained employees who received
role-based interactive training had greater levels of motivation, job satisfaction, and organizational goal commitment.
These findings validate that training has a twofold purpose: skill building and psychological empowerment. The paper
concludes by calling on telecom companies to integrate training in their longterm strategic plans, supporting ongoing,
tailored learning pathways which address both immediate job requirements and staff desives for professional
development. By this means, organizations not only support staff capacity but also foster an engagement culture,
ultimately securing a sustainable competitive advantage in an uncertain market.
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INTRODUCTION

The Indian telecom industry is one of the quickest growing and most dynamic industries in India. With
more than a billion mobile subscribers and ongoing technological advancements like 5G roll-out, the
industry is at the center of India's economic growth and digitalization (Telecom Regulatory Authority of
India, 2023). Yet, this high growth and changing technology environment pose tremendous challenges
for telecommunication companies, especially in having an efficiently skilled, motivated, and engaged
workforce.

Employee engagement, the emotional and cognitive connection of employees to their company and its
objectives (Kahn, 1990), has been identified as a key driver of sustainable competitive advantage. Engaged
employees are productive, creative, and less likely to quit the company, thereby keeping turnover costs
down—a significant issue in telecom where attrition levels are typically high (Saks, 2006). Within the
telecommunication industry, employee engagement has a direct bearing on customer satisfaction,
operational effectiveness, and business performance.

Training is a strategic action that enables employees to learn the knowledge and capabilities to adjust to
evolving job demands and advancements in technology. Additionally, training addresses higher-order
psychological requirements like self-actualization and career development, which are critical motivators of
engagement as per motivational frameworks such as Maslow's hierarchy of needs (Maslow, 1943) and
Herzberg's two-factor theory (Herzberg, 1959). Notwithstanding this theoretical sophistication, empirical
study is lacking in how training initiatives directly impact employee engagement in the Indian
telecommunications sector.

This research will close the current gap by systematically examining the relationship between different
facets of training—relevance, mode of delivery, frequency, and quality—and levels of employee engagement.
The research also intends to explore the employees' perception of the effectiveness of existing training
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programs and to determine best practices for improving engagement through customized learning and
development initiatives.

These findings are useful for telecom managers, human resource managers, and policymakers who would
like to maximize training investments in order to create more productive, competent, and committed
employees, thus leading to organizational success within a very competitive business world.

LITERATURE REVIEW

Employee engagement has become a priority area in organizational behavior and human resource
management as it has a direct association with individual and organizational performance (Saks, 2006;
Shuck & Wollard, 2010). Engagement is the extent to which an employee is emotionally and cognitively
engaged in his/her work and organization, and is described in terms of vigor, dedication, and absorption
(Schaufeli, Salanova, Gonzalez-Roma, & Bakker, 2002). The advantages of high engagement are greater
productivity, improved customer service, innovation, and reduced absenteeism and turnover (Macey &
Schneider, 2008).

Training is a key driver of employee engagement as it helps employees acquire the required skills and
knowledge to perform well, respond to changes in technology, and seek career growth (Kuvaas, 2008).
Coordination of training programs with employee roles and organizational objectives increases the
significance of work and gives power to employees, which are key psychological requirements of
engagement according to Kahn (1990).

a. Theoretical Foundations

Several motivational theories provide a framework to understand how training influences engagement:

e Maslow’s Hierarchy of Needs (1943): Maslow outlined a five-level model of human needs, from
physiological to self-actualization. Training addresses higher-order requirements such as esteem and self-
actualization by facilitating skill acquisition, personal development, and career progression. This
fulfillment reinforces intrinsic motivation and involvement.

e Herzberg’s Two-Factor Theory (1959): Herzberg distinguishes between hygiene factors (which avoid
dissatisfaction) and motivators (which encourage satisfaction). Training is a motivator since it provides
opportunities for achievement, recognition, and advancement that result in higher job satisfaction and
motivation.

e Social Exchange Theory (Blau, 1964): This theory argues that social behavior comes about as a
consequence of mutual exchanges. Once organizations invest in training employees, the employees feel
compelled to pay back with higher commitment, loyalty, and dedication, thereby strengthening a mutually
positive employer-employee relationship.

e Self-Determination Theory (Deci & Ryan, 1985): This theory focuses on intrinsic motivation and
delineates three universal psychological needs—autonomy, competence, and relatedness. Competence is
built up through training by strengthening skills and knowledge, while properly designed programs can
aid autonomy and build relatedness through group work, all of which enhance employee engagement.

e Job Demands-Resources (JD-R) Model (Bakker & Demerouti, 2007): The JD-R model posits that job
resources (e.g., training, social support, and feedback) act as a buffer for the effect of job demands and
stimulate engagement. Training is an important job resource that strengthens employees to perform job
demands and decrease burnout, leading to increased levels of engagement.

¢ Kahn’s Psychological Conditions Theory (1990): Kahn cites meaningfulness, safety, and availability as
the psychological conditions for involvement. Training makes meaningfulness greater by making skills
congruent with job tasks, increasing safety by lowering performance anxiety by preparing in advance, and
encouraging availability by enhancing confidence and energy.
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b. Empirical Studies on Training and Engagement

Empirical studies repeatedly show an optimistic connection between training and staff engagement. Saks
(2006) established that training and development opportunities are important antecedents of
engagement. In the Indian telecommunication setting, Rao and Raju (2016) reported that training
programs have a positive impact on employee motivation and engagement, especially if training material
is relevant to the job role and imparted using interactive sessions.

Current research places great importance on delivery modes, pointing out that blended learning, which
combines online and classroom sessions, increases engagement through flexibility and interaction (Noe,
Clarke, & Klein, 2014). Additionally, constant and timely training is correlated with long-term levels of
engagement, since employees recognize organizational commitment to their development (Christian,
Garza, & Slaughter, 2011).

c. Challenges in Telecom Sector Training

The telecom sector is challenged by fast-changing technology, multigenerational employees, and high
turnover rates, with training delivery complicated by these factors (TRAI, 2023). The nature of the sector
being dynamic, upskilling and reskilling are required with great frequency, with this being a recipe for
disengagement and skill deficiencies if not well managed. Tailor-made training programs addressing
particular job roles and individual employees' needs are therefore imperative (Gupta & Sharma, 2017).
d. Research Gap

While the importance of training has been increasingly recognized, there is a scarcity of research on the
Indian telecom industry's specific context. Current studies tend to generalize results across industries and
overlook sector-specific drivers of technological momentum and diversity in the workforce. This research
seeks to fill the gap with an empirical analysis of the complex interplay between training and employee
engagement in Indian telecom firms.

Research Objectives

The purpose of this study is to:

a. Investigate the link between training programs and employee engagement in the telecommunication
industry.

b. Determine the types of training that have the best results in enhancing engagement.

c. Learn what employees perceive about the relevance of training and how it should be delivered.
Research Hypotheses

H1: There exists a significant positive relationship between employee engagement and the effectiveness of
training programs.

H2: Those employees who undergo recent and applicable training have greater levels of involvement than
those who do not.

RESEARCH METHODOLOGY

This research utilizes a mixed-methods study design, integrating quantitative survey evidence with
qualitative insights to obtain a detailed understanding of the significance of training in employee
engagement in the Indian telecom industry.

Research Design

Cross-sectional survey design was employed to gather information from employees in large telecom firms
in India. The survey tool was created based on proven scales for measuring training effectiveness and
employee engagement, with addition of demographic and work-related items. Open-ended questions also
provided qualitative feedback for training programs and employee engagement.

Population and Sample

The sample population was employees of top telecom companies based in India, ranging from frontline
customer service staff to middle and senior management. Stratified random sampling was used to
guarantee coverage of various job levels, departments, and geographical areas. 250 questionnaires were
administered, with 200 completed returns, a response rate of 80%. The sample consisted of 58% male
and 42% female workers, averaging 32 years of age and 6.5 years of work experience.

Data Collection Instrument

The questionnaire used in the survey had four primary sections:

¢ Demographic Information: Gender, age, job role, experience (in years), and department.
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e Training Experience: Frequency, type (technical, soft skills, leadership), delivery (instructor-led, online,
blended), relevance, and satisfaction, assessed on 5-point Likert scales.

¢ Employee Engagement: Based on the Utrecht Work Engagement Scale (Schaufeli et al., 2002), with
items measuring vigor, dedication, and absorption on a 5-point scale.

e Open-ended Questions: Recommendations for enhancing training and overall feedback about
engagement.

Data Collection Procedure

Data were gathered for three months utilizing an online surveying platform to enable participation from
geographical locations. Advance permissions had been sought from organizational HR departments prior
to the survey, and confidentiality guarantees had been offered to ensure truthful responses.

Data Analysis

Quantitative data were subjected to descriptive statistics, correlation analysis, and regression modeling to
investigate relationships between training variables and levels of engagement. Qualitative answers were
analyzed thematically to identify emergent themes to issues of effectiveness and drivers of engagement.
Data Analysis and Results

Descriptive Statistics

The sample consisted of 200 participants, demographic information as follows: 58% male, 42% female;
mean age 32 years; mean tenure 6.5 years. The majority of participants (68%) stated they had attended
one or more formal training courses in the last 12 months

As for training types, technical training was the most prevalent (40%), then soft skills (25%), leadership
development (20%), and customer relationship management (15%). Training delivery modes were cited
as in-person (45%), online (35%), and blended modes (20%).

Training Relevance and Satisfaction

Respondents assessed training relevance using a 5-point Likert scale, and 72% of them scored training as
very relevant (scores 4 or 5). Satisfaction with training content and presentation also followed similar
patterns, with a mean score of 4.0, reflecting general acceptance.

Employee Engagement Scores

The level of engagement was assessed along three dimensions—vigor, dedication, and absorption—on an
average 4.1 out of 5. Employees trained within the last six months were more engaged (mean = 4.4) than
those trained 6-12 months prior (3.9) or those who had not been trained in more than a year (3.2).
Correlation Analysis

Pearson correlation coefficients revealed significant positive relationships between training variables and
engagement:

e Training relevance and engagement: r = 0.65, p < 0.01

e Training satisfaction and engagement: r = 0.62, p < 0.01

e Frequency of training and engagement: r = 0.58, p < 0.01

These results suggest that more frequent, relevant, and satisfactory training is associated with higher
employee engagement.

Regression Analysis

A multiple regression model was developed to predict employee engagement based on training factors:
Engagement = B0 + B1(Training Relevance) + B2 (Training Satisfaction) + 33 (Training Frequency) + €
The model was significant (F (3,196) = 52.8, p <0.001) and explained 45% of the variance in engagement
(Adjusted R? = 0.45). Training relevance was the strongest predictor (§ = 0.42, p < 0.001), followed by
satisfaction (B = 0.30, p < 0.001) and frequency (8 = 0.25, p <0.01).

Qualitative Findings

Thematic analysis of free-text responses pointed out the primary areas for improvement in training
Customization: Employees wished for further role-based training to cater to day-to-day tasks.

e Interactive Delivery: Enjoys interactive practical sessions over passive lectures.

e Continuous Learning: Requirement for continuous training sessions instead of isolated workshops.

e Recognition: Career development and reward responses were driven by training success associated with
progress.
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These qualitative findings supplement the quantitative results by underscoring pragmatic reasons that
increase the effectiveness of training programs.

DISCUSSION

This research presents strong evidence that training is a key factor in improving employee engagement in
the Indian telecom industry. The quantitative analysis showed strong positive correlations between the
relevance of training, satisfaction, frequency, and levels of engagement, supporting existing literature
(Saks, 2006; Rao & Raju, 2016). Findings are consistent with the theoretical models presented, including
Maslow's hierarchy of needs and Herzberg's motivators, where training satisfies employees' higher-order
psychological needs, thus resulting in higher motivation and engagement.

The high explanatory validity of training relevance dictates that the greater the perceived direct
applicability of training to job roles, the higher the emotional and cognitive investment in job, aligning
with Kahn's (1990) definition of meaningfulness as an essential condition for engagement. Likewise, job
satisfaction with training content and presentation increases psychological safety and availability for
engagement, as employees are capable and aided.

The indication in the regression model that frequency of training also plays a role in engagement
emphasizes the value of ongoing learning opportunities. This echoes the Job Demands-Resources model
(Bakker & Demerouti, 2007), in which training serves as a key resource that enables employees to cope
with changing job demands and sustain high energy and commitment.

Qualitative information further supports customization and interactivity in training design. Staff requests
for role-specific, experiential learning opportunities translate best practices in adult learning into practice,
which stress relevance and active participation to encourage greater engagement (Noe et al., 2014).
Practically speaking, the telecom industry must invest in building adaptable training programs that are
constantly reviewed and revised to stay on par with technological innovations. The use of blended learning
models can provide an equilibrium between convenience and face-to-face interaction, accommodating
different learning styles. Coupling the outcomes of training with career growth and awards can also fortify
employees' perception of value and loyalty.

But issues like high turnover and varying workforce requirements need to be addressed to optimize the
effect of training. Customized programs that take demographic considerations and learning styles into
account will be key to continuing motivation across all employee groups.

In total, this research adds to the broader literature base by making an empirical contribution relevant to
the Indian telecom environment, highlighting that quality training is not only a technical exercise in skill
acquisition but also a strategic means of creating an engaged, motivated, and productive team.

Conclusion and Recommendations

This research emphasizes the central role of training in boosting employee engagement in the Indian
telecom industry. The results show that job-relevant training, satisfaction, and frequency play key roles in
facilitating increased employee engagement. Job role-specific training provided well, frequently, and
fostering competence, meaningfulness, and growth serves to satisfy employees' psychological needs and
create a committed and engaged workforce.

CONCLUSION

The research lends support to the inclusion of focused training programs as a strategic HR initiative to
enhance engagement performance in telecom organizations. The positive relationship between training
and engagement indicates that organizations need to invest in employee development consistently in order
to maintain competitive edge in a rapidly changing sector.

Recommendations

Based on the findings of the study, the following are recommended for telecom firms:

1. Customize Training Programs: Design occupation-specific training modules that cater to the special
skill needs of varied job roles.

2. Adopt Blended Learning Approaches: Integrate web-based and classroom-based approaches to
enhance flexibility, accessibility, and engagement.
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3. Ensure Continuous Learning: Offer repetitive training programs instead of singular sessions to keep
people engaged in the long run.

4. Incorporate Employee Feedback: Regularly collect and respond to employee feedback for training
content improvement and delivery.

5. Link Training to Career Growth: Celebrate training success and link it to performance reviews and
promotion standards to encourage employees.

6. Address Workforce Diversity: Create training sessions that cater to different learning styles, cultural
settings, and levels of experience.

By applying these suggestions, telecommunication organizations can improve employee engagement,
minimize turnover, and enhance general organizational performance. Longitudinal impacts of training
on engagement and an extension of the study to other industries for wider application could be
investigated in subsequent studies.
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Appendices
Appendix A: Sample Questionnaire
Section 1: Demographic Information

1. Gender: Male / Female / Other

2. Age: ___ years

3. Job Title:

4. Organization:

5. Years of Experience: __ years

Section 2: Training Experiences

6. Have you received any formal training in the past year! Yes / No
7. Type of training received (select all that apply):

2654


https://doi.org/10.1108/02683940710733115
https://doi.org/10.1111/j.1744-6570.2010.01203.x
https://doi.org/10.1111/j.1744-6570.2010.01203.x
https://doi.org/10.5296/ijhrs.v7i2.11425
https://doi.org/10.5465/256287
https://doi.org/10.1111/j.1467-6486.2007.00714.x
https://doi.org/10.1111/j.1754-9434.2007.0002.x
https://doi.org/10.1037/h0054346
https://doi.org/10.1146/annurev-orgpsych-031413-091321
https://doi.org/10.1146/annurev-orgpsych-031413-091321
https://doi.org/10.1108/02683940610690169
https://doi.org/10.1023/A:1015630930326
https://doi.org/10.1177/1534484309353560
https://www.trai.gov.in/release-publication/reports
https://www.trai.gov.in/release-publication/reports

International Journal of Environmental Sciences
ISSN: 2229-7359

Vol. 11 No. 20s, 2025
https://theaspd.com/index.php

o Technical

o Soft Skills

o Leadership Development

o Customer Relationship Management
8. Training Delivery Method:
oIn-person

oOnline

oBlended

9. How relevant was the training to your current job role? (1 = Not relevant, 5 = Highly relevant)
10. How satisfied were you with the training content and delivery? (1 = Very dissatisfied, 5 = Very

satisfied)

Section 3: Employee Engagement

11. I feel enthusiastic about my work. (1-5)

12. I feel connected to my organization. (1-5)

13. I am willing to put in extra effort to help my team succeed. (1-5)
14. I see a future for myself in this organization. (1-5)

15. My job gives me a sense of purpose. (1-5)

Section 4: Suggestions
16. What improvements would you suggest for training programs?

17. Any additional comments:

Appendix B: Summary of Survey Data (Excerpt)

e Number of respondents: 200

e Gender distribution: 58% male, 42% female

e Average age: 32 years

o Average work experience: 6.5 years

e Percentage who attended training in the last 12 months: 68%
e Training relevance rated 4 or 5 by 72% of respondents

e Average employee engagement score: 4.1 out of 5

Appendix C: Graphs and Charts

Figure 1: Training Types Received
o Technical: 40%
o - Soft Skills: 25%

Type of Trainings

. CRM s
o . Leadership: 20%
o.CRM: 15% Leadership I
Soft Skills NG
Technical NN
Figure 2: Training Delivery Methods
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Figure 3: Correlation Between Training Quality and Engagement

¢ Description: This figure illustrates the positive correlation between perceived training quality (combined
measure of relevance and satisfaction) and employee engagement scores. The data points represent
individual responses from a sample of 200 telecom employees. A line of best fit is included to visualize
the strength and direction of the correlation.

o Graph Type: Scatter Plot with Line of Best Fit

o X-axis: Training Quality Score (Combined rating of relevance and satisfaction, on a scale of 1 to 5)
 Y-axis: Employee Engagement Score (Scale of 1 to 5)

e Sample Data Points for Visualization:

Training Quality Score Engagement Score

3 32

35 34
4 4

4.2 4.3

4.5 4.4

4.8 4.6
5 4.8

o Statistical Summary:

e Pearson Correlation Coefficient (r): 0.68

e p-value: < 0.01 (statistically significant)

e Interpretation: Strong positive correlation between training quality and employee engagement.

Scatter Plot Showing the Correlation
Between Training Quality and

o Employee Engagement.
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Figure 4: Engagement Scores by Training Recency
o - Trained in last 6 months: 4.4

e - Trained 6-12 months ago: 3.9

- No training in 12 months: 3.2

Engagement Scores by
Training recency

Trained in last Trained 6-12 No trainingin
6 months months ago 12 months

o N MO
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