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ABSTRACT

Information Technology as sector is an evolving,ami¢h technologies being customized, based omded. A
workforce that involves in software development and users has to be engaged, in order to ensuetogenent product
software and productive usage. Productivity in @fsbpan of time can become a reality, only if Warkforce can use the
tools. Need based training is becoming a norm irindustry, because of such extraordinary and cosimilfactors.
Culture fits are an important factor for successthe relationship between an employee and a com@aaining the
existing employees and keeping them, the queueawdid problems arising out of cultural fits, whi¢ the same time
reinforce productivity and learning orientation, @rg the employees. Competency Mapping has becosign#icant
activity, in this context and it maps the relevhut yet to be collaborated areas. Competency mgpgith cross sectional

and longitudinal views envisions leadership.
KEYWORDS: Need Based Training, Queuing Theory, Competencydifgpand Competent Resource Pool
INTRODUCTION

Training can be defined, as an activity to impdatl $n an individual, for performing their curremtay to day
work effectively and efficiently. In industry, tr@ing is becoming necessary for the fresher, asasgelhteral hires. Though
training exists in all the industries, it is mom@pounced in IT industry, since it involves a widege of technologies say
legacy, matured and evolving. On IT industry, tir@gnvaries in product based and service based cayngar fresher
from IT based graduation and Non-IT based gradnattdurther varies, based on the role an indigida expected to take
up. Roles can classified as software developmentntenance & support engineer, tester, monitoragtg, With each

having its own sub-categories, based on the teofied used and the business into which the clgeint i

Training given at any point of time, depends mostiythe business requirements because, the sofemgireers
are expected to re-skill themselves, when theeensed. Apart from the technology based trainingre are other training
requirements, a software engineer is oblique toptet®. Behavior skill is first among the non-tedaiskill, taught while
it is followed by business domain functionality itiag. Finally, client specific quality standardeaessitated will be

taught, which actually varies between companiessaffilvare service provider.

A freezer is expected to complete the above saiditg, before joining a billable project. From ttay, the

candidate is being billed, and he is expected torieehundred percent productive and need to assestar supervising to
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perform his/her role. He is expected to take his aecisions, whenever needed. Only in the critigales, he will be

assisted or supervised.

For lateral hires or experienced candidates, tgimiill be given mostly based on their future rodguirements.

These are for either promotions or candidate changjects, or change in customer requirements.

A thoroughly trained resource is set, to break pesformances set by his predecessors. In moss$,cémeoughly

trained candidates have walked through the corpdaaider quite seamlessly.
NEED BASED TRAINING

Training can be defined as the imparting of knowkednd skill, for performing current tasks. It wiklp the
candidate to become effective in their existing joWMilliam Fitzgerald, 1992). Development can beiced as the
acquisition of knowledge and skill, that will halp performing future job. It is for preparing thardidate, to perform his

role effectively as the organization grows. Thealegment looks beyond today (William Fitzgerald92®
IT Industry

Information Technology emerged, as an Industryhi@ kater part of the 20th century. It helped evetiyer
industry in managing its business better, by itditglio monitor seamlessly, plan operations efifeslly; avoid resource
leakages, saving cost, etc. Implementation of AgtiBased Costing has become a reality, after theiat of Information
Technology. IT products are lean and agile, end asmpanies and service providers are engaging,nmrmensure they
come out with a software application that is mouitable for their cause, by opting for customizatioas much as
possible. Generalized products are not the choicmast of the IT users. Companies that map humaourees with
competency requirements are more successful, thaeérs (Shippmann, J. S., Ash, R. A., Battista,®arr, L., Eyde, L.
D, Hesketh, B, Kehoe, J., Pearlman, K., & Sancldez, 2000). So, with each customized product; ghiera new
technology, which differentiates from former versiobeing developed and used. Software developars threir human
resource, for using the newer technologies, forisgrtheir clients while they do support and triirir client resources, in
using the end user applications. Hence, need haaimihg is becoming a mandatory process in IT stdu A learning
organization that is agile and lean will come effgzand efficient (Shandler, D, 2000). Recyclimgpoyees is better than

retrenching employees, since it involves emotiaadlies (Spencer, L M. In Cherniss, C. and D. Golereds, 2001).
Queuing Theory

Queuing Theory helps organizations, in schedulimgrtresource supply in such a way that, it can agan
planned and unplanned resource requirements. lesnak organization agile and lean (Tijms, H.C, 200Bindustry is
more dynamic because, of its unique nature of biinlge emerging and mature segment. Mature segomnés up with
human resource requirements, for filling openingisireg out of retirement and voluntary attritionBhe emerging
segments come up with adhoc requirements, to rhediuman resource needs, where a well trained n@secan be hired
from the market, or a fresh resource has to belldrel trained accordingly. So, the human resowgairements arising
out of voluntary attritions and ethic requiremerits, lateral resources are both dynamic and cahaagpredicted. There
could be a possibility of productivity loss, becaus not filling the openings, arising out of theseses. Creating models
that project competency requirements of the fuauné keep our resources ready, for the future igrifieant part of the

company’s future readiness program (Spencer, L.280D4). The competence of the human resource dedftes
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competence of the company and hence, their suatdbksir business (Spencer, L., & Spencer, S, 1998guing theory
helps companies, in meeting their requirementsllipr@bable cases (Sundarapandian, V, 2009). Hfiectss of the

company and its systems increases, by leveragiegiog theory (Harchol-Balter, M, 2012).

Corporate Companies follow Queuing theory, to harstich situations. They keep two parallel queubsyTan
be called by; queue and make queue. Buy queueeisvamere the company will keep human resourcea@h stage of
recruitment and selection pipeline, where the resmiwill be hired from the market. There will ba&bjapplicants,
interview completed, applicants, results pendingliapnts and joining date pending applicants. Makeue is one, where
the company trains existing human resources intiaddi areas, where they don’t have sufficient eyeés backup, if
there is an unforeseen absence of existing empdoyaethis case, employees will have one primagpoasibility or
deliverable is given a secondary responsibilityldarn. Companies invite applications from existigployees, for
internal job openings and keep a queue, as mewtiabeve. Buy queue comes with an overhead, thetl leimployee will
fit into the new company’s culture and behaviortgra of colleagues (Schmidt, F.L., & Hunter, J.B98). Value
Proposition of HR aligned with company decides Whetuy or make suits the company (Ulrich, D. amdcBbank, W,
2005). Competency based recruitment and selectiotlehhelps recruiters, in meeting their businesgiirements and
help their internal customers achieve their pertomoe metrics (Wood. R., & Payne, T, 1998).

Projected Technologies
for the Future

Train Existing Resources
In Batches Hire Lateral Resources

Deploy Resources as Conduct Selection
Need Arises Process in Stages

Keep Balance Resource Hire & Induct When
as Backup Pool Need Arises

Projected Technologies for the Future

Figure 1: Queuing Theory for Make & Buy Model
CONCEPTUAL MODEL

Companies that train resources, based on need @ successful in meeting the customer commitmeiiter
developing a pool of trained resources and keeflinge in a queue, for the expected job opening tielm meet the
customer demands, in a timely manner. Companig¢sfahaw make queue are most successful, in meetiegcustomer
requirements than the one that follow by queue.
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Hypothesis
H1: Need based training improve customer satisfacti
H2: Keeping pool of trained resources helps inisgreustomers better.
H3: Make a queue improves customer satisfaction.

Most of the Engineering and Arts & Sciences Coltegee visited by IT companies, for recruiting aetesting
fresh engineering graduates. They will be traimetechnology, business and soft skills, duringrtiveduction. They hire
students from across the stream, not limiting thedves to IT related courses. Erode city has oveeddEngineering and
Arts & Science Colleges, and their companies \sfi@r recruitment were surveyed to understand hiogy tuse need

based training and queuing theory.

98% of them opening that, they hire fresher anuh titeem, for the need arising out the business tteewand for
the businesses that are projected to materializhenmmediate and foreseeable future. Each and @lient is unique.
They may be different geography, economy, demograghiture, business, etc. Even companies operatitige same or
similar geography, economy, demography, cultursjrass, etc. are different in most of the asp&uts.employees have
to be trained for serving each client, with aspéttd are more specific to them and not on gerem@laspects. Doing so,
has helped them serve their clients better andegstat business opportunities. Competitions ar@nyisgoing by this

formula, to serve clients. H1: Need based traimimgroves customer satisfaction is true.

88% of the companies opening those business prispasanever ending matter. They remain with th&amer,
for scrutiny and we keep submitting them with erdeaments. One cannot exactly say, by when a buspreg®sal will
get approved and we have to start the projectk&eping the resources ready in the technologiesee@mmended in the
proposal is important, to reduce turnaround time ae can launch the project in no time. This wilbiad unnecessary
over working, with employees, which generally résuh burnt and reduced productivity. Faster tusoad time, quick
launching of projects and employee satisfaction mossible, because of queuing theory. H2: Keepiogl pf trained

resources helps in serving customer, better is true

Need Based Training

Readily Deployable Resource

Pool Customer Satisfaction

Internal Resource Pool Using
Queuing Theory

Figure 2: Conceptual Model
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Table 1: Hypothesis

Trainings resources based on current or futureireqpents 98
Keep readily deployable resources 88
Follow internal resource pooling and re-Skilling 92

Companies, when they hire laterals from the marketurgent project requirements are facing troutfiehe
compatibility of the new employee, with existingltoue of the company. Soundness in Technology almemnot be
sufficed, for better delivery and customer satiifec Everything is a team work and every moduldéseloped, test and
launched in collaboration, between numerous teamdshaman resources. Cultural sync, among them foudbetter
delivery and customer satisfaction. 92% of the toompanies are not facing such issues, when sempéoyees through

internal openings leveraging Queuing Theory. H3k&la queue improves customer satisfaction is true.

KEY FINDINGS

Customer satisfaction is a key, for the successemployee, self employed, businessmen and investor.
Every customer is unique and has unique requiresnéimtique requirements cannot be met, with germ@lsoftware and
generically trained resources. To delight a custom@e must train their human resource, specifibi¢ocustomer business
and customer business culture. So, need basethyrainproves customer satisfaction.

Customer Requirement

Gathering Satisfied Customer

R &N
Identify Competencies sl

Businesses from
Required Serve Customer

Satisfied Customer

Check Human Resource

Availability in Identified Serve the Customer
Competencies

Keepthe Competent
Resource Pool Ready to
Serve the Customer

List Available and Un-
available Competencies

Train Human Resources in Technologies in
which we have less Competence

Figure 3: Customer Satisfaction Framework

There are many technological frameworks and tedyies available, for use. Based on a customer'sess,
technologies currently being used, vendors, custeraed future prospects one very well extrapolage dustomer’s
software needs. With that prediction in hand, tlengany can train and develop human resources, hierfuture
requirements. This can help in a seamless trangifitechnologies, as well as human resources. Qheduman resource
is lean and agile, then the company become learagite, and hence, the customers too. So, keepjmgphof trained
resources helps in serving customers better.
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Table 2: Interventions and Engagement Activities

Assessment Area % of Participated Companies
Hiring Fresher Every Year 94
Engage Colleges in Grooming Student along with Acaids 84
Engage Colleges in Grooming Student After Hiring 88
Use Studies to understand future technologicatisen 96
Use Competency Mapping to understand competencyesmudirce availability 92
Follow Queuing Theory in Fresher Hiring 86
Follow Queuing Theory in Lateral Hiring 86

For adhoc requirements, which could be predicteéxtsapolation or other means, one can alwaysawliiring
from the market. Cultural fit and personality tsaiteing taken care, a lateral adds a variety aimgj biest practices, from
peer companies. Taking care of adhoc requiremémts) customers at a faster pace keeps your custerbasiness,
moving without losing momentum. Following queuirigeory helps in meeting the adhoc human resouragiresgents.

So, make a queue improves customer satisfaction.
Implications

Companies that follow need based training are bette than their competitors in retaining the alieand
ensuring satisfaction of the client. Make queues;c@mplementing the need based training and hdtegies should go
hand in hand. Companies in IT sector can opt fedneased training, for developing resources fojegte at the same
time, they can leverage Queuing theory, to keepda frained employees already deputed in diffemojects, but has

backup ready to relieve them, when there is a rement.
Limitations

Above study is limited to Information Technologynepanies, operating out of Chennai and recruitiegter
from Engineering and Arts & Science Colleges, inder region. This study cannot be generalized teratkectors and

companies in other geographies.
Suggestions

Information Technology companies are suggestedeverage; need based training, for meeting theirdmum
requirements in their projects. It is also suggesteat, they follow queuing theory to pool trainex$ources, inside the

company to leverage them when the need arises.

With advent of Technological evolution, the intration of new technologies and technological frameksipfor
meeting the customized needs are the norm of tlye @ampanies can collaborate and engage with Gedleand

Universities, for grooming students to meet thpedfic requirements, that are projected to evaivhe time to come.

IT Industry predicts that, by 2021 Internet of Tdsn Blockchain and Data Science are going to talex the
existing frameworks and technologies. So comparaesengage with colleges, where the students ang t spend good
four years and leverage the college, and the usityszcosystem to impart necessary skills, in acstired and time bound

manner.

It can help in developing a larger pool of competesources, that can ensure the not only the fspeompany,

but also the industry benefits out of the availat@gources. In the IT industry projects are exetuby more than one
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company, based on the size of the project so ietlasystem to ready, then that ecosystem will iddal companies to

succeed leveraging the interdependencies.
CONCLUSIONS

Our study conclusively says that; need based trgithe best mode of training, for serving the conso
requirements. Keeping a pool of trained human mnesguamong the existing employees in various stafjd®e queue will
help to meet the urgent human resource requiremeuisker and at the same time, ensure customésfagzdion.
Customer satisfaction and retention are paramautitet successful conduct of business. Need baa#ihty and queuing

the trained internal resources, are complementabgst conduct of business.
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