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Abstract:

To explore and analyze the consequences of employee motivation on customer satisfaction for make in India
scheme customer-service-employees. ldentify the factors or indicators of employee motivation that make in India
scheme uses to motivate and satisfy its employees. Analyze the nature of employee motivation in determining the
company's overall business objectives.
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Introduction

Employees play a critical role in deciding the customer's view of every company, which they hold in their minds by their
attitudes and behavior. Companies expend a lot of money to build consumer satisfaction, but they also ignore the critical
factor of increasing employee morale to achieve their economic and nonfinancial goals (Albrecht et al., 2018). Employees will
play a crucial role in achieving consumers' minds, emotions, and hearts in today's harsh competition environment in which
companies/organizations operate. Because of globalization, rivalry within firms has risen dramatically. Companies invests a
lot in order to acquire modern technologies, enhancing innovative procedures as well as establishing new goods in order to
better satisfy their clients. Companies also recruited specialist analysts and developed new divisions to formulate new tactics
in order to perform victoriously in the global market.

Every day, customers discover fresh, cheaper, and more appealing pricing schemes presented by businesses in order to gain a
competitive advantage. Other successful companies' technology, organizational structure, procedures, and processes can be
copied, it is evident that a customer's loyalty has a lot to do with the state of employee morale. Motivation may be affected by
personal traits as well as the work environment. there are various areas in which employees may learn from an organization
Perception and the needs of the workforce are mutually influencing because of two-way interactions, so businesses see how to
meet those needs as well as help those of their workers do. the gratification, or benefit provided by a client has a favorable
effect on the level of employee satisfaction. Individuals are able to make better decisions after they've had a chance to engage
with the customer.

It is noted that several studies have been done to ascertain if global work satisfaction and work motivation trends apply here;
however, the climate does not provide enough opportunity for them to be researched. Researchers who (Pang & Lu, 2018;
Sabbagha et al., 2018) confirmed that job satisfaction was determined by motivation (involved) in a few researchers (in
reference to what they said in their work), said that An interesting side effect was found when these firms looked at the most
pressing issues and tactics: The key problems these organizations had to contend with were incorporating better-than-average
human resource management and implementing various management technigues to aid employee success. Additionally, these
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efforts include; recruitment, recognizing employees, incentives to reward good results, and salaries, promoting members of
the team, and developing workers, and bonuses and allowances for staff. a happy employee is one who feels good for what
they do and does for the company they work. Any time they go into the workforce, these organizations take proactive steps to
help their employees to be better prepared for the next level of the discipline. While inspiration can seem to make miracles, in
certain circumstances, it should be remembered that it is no substitute for knowledge and abilities. It doesn’t inspire people to
do good work, there is no need for any mystery or sleight of hand. Only a few items were taken into account when creating
inspiration, such as creating opportunities for people to spend time with each other, giving them advice and providing
guidance on their issues, and offering assistance when it is needed, and encouraging them to see results. In order to increase
the staff member's motivation, there must be relevant on-the-the-job training, but also relevant off-the-the-the-job training
provided (Khuong & Linh, 2020). However, the elements of the trainer has selected for helping to do motivational work are
constructed in a manner that can enable the pupil to flourish. With regard to the current study, it should be noted that human
resource management (HRM) is a strategic and efficient solution when it comes to valuable properties. More time is needed
before there can be progress on this growth in the use of workers' efforts and organization's interests, according to Armstrong,
who contends that they have come to be invested in the long-term priorities as well as the company's overall well-being
(Budur, & Poturak, 2021). A company devoting resources to publicity strategies or advertising their name. From a theoretical
point of view, the important principle is the presence of customer satisfaction, but from a realistic point of view, it is this:
customers are very demanding. The analysts believe it is more complex than the previous observations have suggested in
regards to the manufacturing as a service sector, because they pointed out that satisfaction obtained from customers has the
ability to be nebulous and uncertain regardless of customers' involvement. It was also mentioned that the passion of the clients
feel for the employees is a significant aspect in regards to the overall satisfaction (Jarupathirun, 2018).

Literature Review

Motivation is known as a normal and critical element in completing a mission successfully (Petcharak, 2002). It
may apply to something that, in the end, demonstrates the element of motivation and capacity. Education,
preparation, disposable equipment, a career with no additional problems, experience, and a person's entrenched
mental and physical condition all contribute to capacity.

Rutherford (1990) talks about the impact on the presentation of an organization, as spurred employees are
experiencing an interior intuition as well as vitality to play out a huge job. These people become more perturbed
and anxious about their current circumstance and behavior of the task finished. In such a scenario; the efficiency of
a task will arrive at its peak. Along these lines "Motivation™ fundamentally originates from the Latin word "mover"
that signifies “to move”. Various specialists have collectively observed and reached to an understanding that
motivation is depicted in various configurations. Motivation is a mental pattern, which details an individual's
characteristics and carrying toward acquiring an objective. Motivation can be characterized as "Inside and outside
factors that animate craving and energy in individuals to be consistently intrigued by, and objective". (Mohammad
et al., 2011) as Singh and Tiwari (2011) Present, "motivation is characterized as a significant perspective on one's
craving and feeling which does constrain and propel someone to accomplish something. It is a delight and energy,
which gives a surprising touch to an action and energizing circumstance, to stand unflinchingly to arrive at one's
desires. In the event that supervisors know exactly what planned work and rewards ought to be made to energize
individuals working for them, at that point motivation can be taken as a trigger which would stimulate employees
needs (Ramlall, 2004). Representatives ordinarily rouse themselves to arrive at their fantasized objectives, in this
regard, they force the full energy and people generally utilize their probability to divert the authoritative objectives
and move towards improvement"” (Dominic Abonam, 2011).

Research Hypothesis

H1: Consider a remarkable relationship among Employees Inspiration and Customer contentment.

Ha: Consider a remarkable relationship among Training of workers and consumer contentment.

Hb: Consider a remarkable relationship among Working Environment of Employees and Consumer contentment.

Hc: Consider a remarkable relationship between Empowerment & Participation of Employees and Consumer
contentment.
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Research Methodology

Research Approach: The two most often used analysis methods are qualitative and quantitative. Since the current
analysis based on observational data collected from Surveys and recorded figures relating to the incomes of the
hotels under study, the researchers determined that taking a quantitative method might help fulfill the study's
objectives. Another rationale for using a quantitative method in the current research was that doing a qualitative
analysis for the objectives of the existing study would entail a significant amount of time, money, and experience,
as well as precise observations.

Research Strategy: Four kinds of research plan, in particular trial, cross-sectional, longitudinal, and contextual
investigations have been referenced in the writing (Matthews and Ross, 2010). Contextual analyses primarily center
around singular substances having a particular trademark and the example chose is generally a minority of the
remainder of the populace. Cross sectional examinations, anyway center around "field reviews and are non-trial
plans that don't control for or control autonomous factors or medicines, however measure these factors and test their
belongings utilizing factual techniques™” (Bhattacherjee, 2012). A cross-sectional field overview looks for data in a
circumstance from an arbitrary example of subjects in field settings. Such an exploration may utilize a review poll
or an organized meeting. In cross-sectional field reviews, autonomous and subordinate factors are estimated at a
similar point on schedule.

Quantitative Research Design

Exploratory Conclusive
Descriptive Causal
Case { Experimental
Case series Quasi-experimental

Cross-sectional

e

Longitudinal or cohort

\ Retrospective
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Data Analysis: As stated above, statistics were accumulated in two phases. In one phase statistics were collected for
Make in India Scheme. In second phase data was collected from the customers about their satisfaction for Make in
India Scheme. Initial demographic data of the examples and customers was collected. The demographic
characteristics of the respondents indicated that majority of respondents form the employee’s category are female
(55%) while from customer category are male (68%). The demographic analysis also indicated that majority of the
customers of the company are business customers (52%).

Table 1: Dmeographic characteristics of the respondents.

Employee’s Demographics Customer’s Demographics
Age

Items Category No |Age (%) Iltems  (Category No ((%)

Male 45 |45% Male 68 [68%
Gender Gender

Female 55 |55% Female 32 [32%

20-32 76 |76% 20-32 17 17%
Age

33-46 24 |24% Age 33-46 17 17%
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Intermediate 20 20% 47-60 66 66%
Frequent
Education |Bachelors 41 |41% 10 |10%
visitor
Customer
Masters 39 339% type Occasional 23 |23%
Yearsof |1-10 54 54% Wander 15 |15%
11-20 46 |46% Business 52 |52%

Service

Validity Measures

The questionnaire comprising of worker’s inspiration comprises of 22 modules and consumer contentment survey
consists of 25 items. Cronbach’s Alpha test was employed to test the validity of the measures. Results indicated that
Cronbach’s alpha for employee motivation is 0.772 while for customer satisfaction it is 0.789. The both values of
Cronbach’s alpha are within the acceptable range of the reliability. Details of the results are shown in table below;

Table 1:
Measures Items Cronbach’s Alpha
Employee Motivation 22 0.772
Customer Satisfaction 25 0.789

Table 2 displays the effects of the correlation study, which defined the relationship between variables. Correlation
findings revealed that employee morale had 0.724 substantial associations with customer satisfaction, implying a
72.4 percent correlation in between them. Evaluation by constituents shows that each and every element, including
compensation and benefits, job climate, corporate vision as well as management, have favorable remarkable
relationships with correlations of 0.231, 0.519, 0.382, and 0.213, respectively, at a substantial degree of squared is
0.586, that is closer to the R square meaning. The level of predictability is limited, but as we all know, a variety of
other factors influence consumer loyalty. However, in this article, worker inspiration is taken into account. So, it
can be concluded that indicated predictability is sufficient.

Table 2: Correlation Analysis

Pearson

Si. No. 1 2 3 4 5 6
Correlation
Consumer

1 1 - - - - -
Contentment

IJNRD2304036 International Journal of Novel Research and Development (www.ijnrd.org)



http://www.ijnrd.org/

© 2023 IJNRD | Volume 8, Issue 4 April 2023 | ISSN: 2456-4184 | INRD.ORG

2 Workers 0.724** 1 . I - i
Motivation
3 Work 0.231** 0.519** 1 - - R

Environment

4 Pay and Benefit 0.519** 0.800** 0.572** 1 - -

5 Management 0.382** 0.507** -0.043 0.246** 1 -
System

6 Company 0.213** 0.231** 0.197 0.223** 0.111** 1
Vision

**Means significant at <1% level.

The Durbin Watson test was used to investigate the issue of autocorrelation in data. According to Jhandir (2012), if
Durbin-Watson is nearly 2, it means that there is no auto-correlation in the used data. The Durbin-Watson value in
this study is 2.134 that is closer to 2 and shows that there is no auto correlation in the data used. The model with a
high regression number of squares in comparison to the residual sum of squares shows that the majority of variance
in the dependent variable (DV) is taken into account in the model ANOVA results as seen in Table 3. (Jhandir ,
2012).

Table 3: Results of model summary

Model R R square Adjusted  r | Std. error of | Durbin
square estimates Watson

0.784 0.594 0.476 0.88832 2.134

1
a. Predictors Constant: Employee Motivation.
b. Dependent Variable: Customer Satisfaction.

Table 4: Results of ANOVA

Sum of Mean
Model Squares Df Square F. Sig
Regression 92.760 1 92.076 95.123 0.000a
1 Residual 91.948 52 0.979 - -
Total 193.918 42 - - -
a. Predictors Constant: Employee Motivation.
b. Dependent Variable: Customer Satisfaction.
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Where the significance value of the F coefficient is less than 0.05, independent variables (IVs) accurately
characterize dependent variables (DVs). According to the findings of this study, the regression number of squares in
employee motivation is only under the residual sum of squares. The core theory surrounding consumer loyalty and
employee engagement has a 95.123 F value at the remarkable stage that is less than 1%. This validates the model's
suitability for utilize. The results of the regression analysis are seen in Table 6. The results show that t-value=9.808
at a meaningful amount of less than 1%. As a result, hypothesis H1 is accepted, and it can be inferred that employee
engagement has a substantial positive effect on consumer loyalty at Make in India Scheme. According to (Claggett,
& Karahanna, 2018), companies/industries/organizations inspire their employees by including both financial and
non-financial packages/benefits.

The results of this study's component-wise coefficients are shown in the tables. The results show that the job
environment has a t value of 3.976 at a significance level of 0.005. Thus, hypothesis H2 is acknowledged,
indicating that the job climate at Make in India Scheme. Company has a substantial positive effect on customer
satisfaction. Pay and rewards results show a t value of 4.308 at a significance level of 0.003. As a result, hypothesis
H3 is acknowledged, indicating that Make in India Scheme pay and benefits have a substantial positive effect on
consumer loyalty. These findings are consistent with the findings of Bowman (2018), who discovered a beneficial
effect of pay and gain on consumer loyalty.

Management method results show that t value=3.202 at remarkable level, 0.004. As a result, hypothesis H4 is also
accepted, indicating that management administration have a remarkable productive impact on customer satisfaction
at Make in India Scheme. The results revealed that organizational vision has a t value of 4.297 at a significance
level of 0.001. Thus, hypothesis H5 is acknowledged, indicating that corporate vision has a substantial positive
impact on customer loyalty in the case of Make in India Scheme. The findings concluded that both theories were
correct demonstrating, worker’s engagement and its four modules had a substantial positive effect on consumer
satisfaction (DV).

Table 5: Results of regression analysis

Un-standardized Standardized
Coefficients Coefficients
Model B Std Error Beta t Sig
(Constant) 3.665 0.789 4.637 0
1
Employee Motivation 2.239 0.227 0.704 9.808 0

a. Dependent Variable: Customer Satisfaction

Table 6: Component wise results of model summary

Adjusted R Std. Error of Durbin-
Model R R Square
Square ~ |the Estimate - Watson
1 0.697a 0.487 0.465 1.02247 2.15

a. Predictors: (Constant), Organizational Vision, Work Environment,

Management System, Pay and Benefit

b. Dependent Variable: Customer Satisfaction
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Table 7: Component wise results of regression analysis

Un-standardized Standardized
Coefficients Coefficients
Model B Std Error Beta t Sig
(Constant) 3.143 0.975 3.134 0
Work Environment 0.506 0.417 0.322 3.976 0.005
1 Pay and Benefit 0.723 0.334 0.113 4.308 0.005

Management

0.254 0.115 0.3 3.202 0.004
Characteristics
Organizational

0.467 0.182 0.256 4.297 0.005

Vision

a. Dependent Variable: Customer Satisfaction

Conclusion

Employee engagement, along with its four causes, including pay and benefits, job climate, corporate vision, and
management structure, was found to have a significant impact on customer loyalty in the service sector. As a result,
employee morale can be used to increase customer loyalty. Employees that have close contact with consumers have
a significant effect on consumer loyalty. Customers evaluate the Make in India Scheme based on the efficiency,
characteristics, and behavior of its workers. The results analysis predicted that workers are greatly inspired by the
pay & benefits provided by the company in acquiring organizational targets of higher consumer remarkable.
Service administrators should employ all means and methods to keep workers motivated in order to ensure that they
provide the assured and promised services. This study found that there is a need to implement employee
motivational programs in order to increase employee motivation in order to achieve organizational goals. This study
analyzed and evaluated the contribution of workers to the performance of the services provided by the Polish
business provider Make in India Scheme.

The research findings provide service managers a clearer and deeper sense of how to evaluate workers' engagement
levels, which will help them improve customer loyalty. This study looked at the impact of workers inspirational
level as a whole, as well as various constituents of workers inspiration, on customer contentment. The findings of
this study also raise awareness about employee engagement and participation in their jobs, which can be combined
with corporate goals/objectives to increase customer loyalty. The study's results show that employee commitment
has a substantial effect on customer satisfaction in the selected banks. Since employee motivation indicators have
an impact on customer satisfaction metrics, banks must focus on employee motivation elements to increase
customer satisfaction and loyalty. In the services sector, special frontline staff has direct contact with consumers,
and if they are unhappy with the business, they would be unable to offer quality services to customers.
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The image of employees is how consumers are treated in the same way. Each frontline employee is considered as a
business ambassador in the service industry. Employees in industries with an intensive workforce such as retail and
service are close to the employees. The approach they bring to a customer conveys the company's overall business
perspective. The satisfaction of employees at Make in India Scheme is mainly driven by cash compensation,
recruitment, job planning, the business environment and the systems of performance management. In designing
workplace plans, management also took these factors into account.
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