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Abstract — Employee engagement refers to the emotional connection and commitment that employees have towards their work,
their organization, and its goals. It encompasses their level of dedication, motivation, and satisfaction in their job, as well as their
willingness to go above and beyond their basic job responsibilities to contribute to the success of the organization. Taking this
into the account a study was done. This study was targeted to identify the level of employee engagement in BSNL. BSNL has
played a significant role in connecting people across India and bridging the digital divide, especially in rural and remote areas.
It has been instrumental in providing telecom services for government organizations, businesses, and individual customers,
contributing to the country's socio-economic development. It is also necessary for taking care of the employees and make them
engaged into the work the Research was more confined and found out the strategies used by BSNL for engagement of the
employees. The finding of the study shows various thoughts of the employees of the organization in respect of engagement

activities, job satisfaction, Incentives and benefits.
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I. INTRODUCTION

Employee engagement refers to the emotional connection
and commitment that employees have towards their work, their
organization, and its goals. It encompasses their level of
dedication, motivation, and satisfaction in their job, as well as their
willingness to go above and beyond their basic job responsibilities
to contribute to the success of the organization.

Engaged employees are generally more productive, innovative,
and loyal to their organization.

Employee engagement involves several factors, including:

e  Emotional Commitment: Engaged Employees Feel A Sense
Of Pride, Ownership, And Loyalty Towards Their Work And
Their Organization. They Are Emotionally Invested In Their
Job And Genuinely Care About The Success Of Their Team
And The Organization As A Whole.

e Job Satisfaction: Engaged Employees Are Satisfied With
Their Job And Find It Fulfilling. They Enjoy Their Work And
Feel That It Is Meaningful And Aligned With Their Skills
And Values.

e  Motivation: Engaged Employees Are Self-Motivated And
Take Initiative Improve Their Work And Contribute To The
Organization's Success. They Are Driven By A Sense Of
Purpose And Are Willing To Put In Extra Effort To Achieve
Their Goals.

o  Communication And Collaboration: Engaged Employees
Actively Participate In Team Discussions, Share Ideas, And
Collaborate With Their Colleagues. They Value Open
Communication And Feel Comfortable Providing Feedback
And Contributing To ProblemSolving.

e  Opportunities For Growth And Development: Engaged
Employees Are Interested In

e Advancing Their Skills And Knowledge And Seek
Opportunities For Growth And Development.

e They Value Learning And Career Advancement
Opportunities Provided By Their Organization.

Need For The Study

Employee retention

Employee productivity

Increased profitability

Less burnout and better mental wellness
Reduction in absenteeism

YV VV VYV

Statement Of Problem

Employee engagement is the extent to which employees feel
passionate about their jobs, committed to the organization's goals,
and motivated to contribute to its success. A lack of employee
engagement can result in a decrease in productivity, lower job
satisfaction, and higher turnover rates. The problem of employee
engagement is how to create an environment in which employees
are fully engaged and motivated to perform at their best. This can
be a complex challenge that requires understanding the unique
needs of each employee, providing opportunities for growth and
development, and creating a positive work culture that values and
rewards employee contributions.

Scope And Significance Of Study

e Employee engagement refers to the emotional commitment
and dedication that employees have towards their work, their
organization, and their overall goals. In the telecom industry,
employee engagement is of paramount importance due to the
nature of the industry.

o  The telecom industry is highly competitive, and success in
this industry is dependent on the quality of service provided
by the company. Engaged employees are more likely to be
motivated, innovative, and committed to providing high-
quality services to customers. Engaged employees are also
more likely to stay with the organization, reducing employee
turnover and associated costs.
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Research Methodology

Research methodology is the specific procedures or techniques
used to identify, select, process, and analyze information about a
topic. In a research paper, the methodology section allows the
reader to critically evaluate a study’s overall validity and
reliability. The methodology section answers two main questions:
How was the data collected or generated? How was it analyzed.

Research Design:

Research design in BSNL (Bharat Sanchar Nigam Limited)
involves a structured framework or plan for conducting research
to address business problems or improve the organization's
services. BSNL, being a major telecommunications company in
India, often conducts research to enhance customer service,
network infrastructure, marketing strategies, and technological
advancements.

Below are some key components of a research design that might
be used in BSNL.

Research Type:

o  Descriptive Research: To describe customer satisfaction,
usage patterns, or service quality.

e  Exploratory Research: To explore new market trends,
customer preferences, or the impact of new technologies like
5G or fiber optics.

e Causal Research: To examine cause-effect relationships, such
as how network downtime impacts customer loyalty.

Sampling:

Target Population: Customers, employees, or service providers
(e.g., vendors or contractors). Sampling Method: Random
sampling (e.g., selecting random customers to survey), stratified
sampling (segmenting customers based on region, usage, or
service type), or convenience sampling (surveying customers
based on availability).

Population:

BSNL has a significant presence in India, with a workforce of 1.5
million employees and a customer base of over 121.82 million
mobile customers '. The company's extensive network covers
urban and rural areas, with over 68% of the Indian population
residing in rural areas being a key focus for BSNL's services.

Data Collection:

o  Financial Constraints: BSNL has been experiencing financial
losses, with a reported net loss of Rs 1,482 crore in the July-
September quarter of the fiscal year, and a net loss of Rs
8,162 crore in FY23. This financial instability limits the
company's ability to invest in new technologies and
infrastructure.

e Delayed 4G Deployment: BSNL's 4G deployment has been
delayed, which affects its competitiveness in the market. The
company aims to roll out 4G services across the country by
June 2025, but this delay has already impacted its revenue >

e High Employee Costs: BSNL's employee costs are high,
accounting for 31% of total expenses. This increases the
company's operational expenses and limits its ability to
allocate resources to other areas .
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e Limited Market Share: BSNL has a limited market share
compared to private players like Jio and Airtel. As of October
2023, BSNL held an 8.08% market share in wireless
subscribers, while MTNL had a 0.17% market share..

e Dependence on Government Support: BSNL relies heavily
on government support, which can be unpredictable. The
company received Rs 3,000 crore from the government in
HI1FY25 to fund capital expenditure and address adjusted
gross revenue (AGR) dues *.

Limitations Of The Study:

Technological Limitations

o Outdated Network Infrastructure: BSNL's network
infrastructure is outdated, which affects the quality of
services and limits the company's ability to offer advanced
services.

o  Limited 4G Coverage: BSNL's 4G coverage is limited, which
affects the company's ability to offer high-speed data
services.

o Poor Quality of Service: BSNL's quality of service is often
poor, which affects customer satisfaction and loyalty.

Financial Limitations

o  Financial Constraints: BSNL is facing financial constraints,
which limits the company's ability to invest in new
technologies and infrastructure.

e High Employee Costs: BSNL's employee costs are high,
which affects the company's profitability.

o Limited Resources: BSNL has limited resources, which
affects the company's ability to compete with private players.

Operational Limitations

e  Bureaucratic Decision-Making: BSNL's decision-making
process is slow and bureaucratic, which affects the company's
ability to respond quickly to changing market conditions.

o Limited Flexibility: BSNL has limited flexibility, which
affects the company's ability to adapt to changing market
conditions.

II. REVIEW OF LITERATURE

Nandini Borah*, Mukulesh Barua 2018

Employee engagement has dominated several discussion forums
and has made a place for itself as a critical but controversial
construct. This paper attempted to highlight the gaps in the
literature of the engagement construct. Four major gaps were
identified and based on the gaps a conceptual framework with
three broad factors, namely, personal factors, job-related factors,
and organizational factors, was developed which will be
empirically tested in a future study.

Kowshika R (2018) said that employee engagement is an
influential idea that an association can use to improve an
association's profitability. An Engaged Employee is one who is
completely associated with and eager about their work thus will
act in manners that improve their association's profitability. In this
way, employee engagement is critical to the intensity of any
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association, especially in the present business condition.
Connected with Employees are one of the incredible weapons that
can be used to improve the association's presentation that is known
as the Organization's Productivity.

Geeta kalyankar Rao & Mohsin Shaikh (2018) found that
Monetary and Non Monetary elements are similarly powerful with
regards to employee engagement, — the requirement for being
reasonable and judicious with regards to employee engagement.
The learnings are that the impact of every one of these components
shifts according to the profile of the employee because various
employees lay distinctive accentuation on these factors affecting
engagement. These varieties may emerge because of varieties in
individual and occupation qualities, sexual orientation assorted
variety, ethnic decent variety, and so forth. A portion of the
recommendations in this paper incorporate distinctive employee
engagement approaches for new employees like solid enlistment
programs, thorough preparing and improvement program,
confirmation Solid State Technology Volume: 63 Issue: 5
Publication Year: 2020 320 Archives Available @
www.solidstatetechnology.us program, and giving them a sensible
occupation review. Some employee engagement exercises
proposed for the current employees were reward plans,
correspondence exercises, group building, and initiative exercises.

T.Suhasini and Dr.K.Kalpana (2018): The study reveals that
Employee Engagement is a comprehensive task and cannot be
accomplished by the effective training programs also.
Organisations can improve engagement by opportunity thinking,
enhancing employee decision making, and commitment.
Employee engagement results in reduced turnover intentions and
increased innovative work related behaviour.

Robinson et al. (2018) defined employee engagement is a positive
attitude believed by the employees towards the organization and
its values. An engaged employee is responsive towards business
environment, and works with colleagues to improve performance
within the job for the advantage of the organization. The
organization must place effort to develop and encourage
engagement, which requires a two-way relationship between
employer and employee.”

V. Vijay Anand& C.vijay Banu (2018): This study explains that
Employee Engagement is the key factor for all organizations to
sustain. Employee Engagement is positively influenced by job,
Rewards and recognition, opportunities, team work and
communication. It acts as a Retention tool.

Swathi.S (2018): According to the study on effective Employee
Engagement factors it was observed that no single factor or
specific type of factor will be suiting the person or the industry.
The factor keeps on changing on time to time and industry to
industry.

Susi & Jawaharrani (2018) According to the literature study on
Employee engagement identified work-place culture, work-life
balance policies & practices followed in industries promotes
employee engagement in their organizations to rise productivity
and retention rate. Work-life balance is key driver of employees’
satisfaction.
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Schaufeli et al. (2018) defined engagement as a positive,
fulfilling, work-related state of mind that is characterized by vigor,
dedication, and absorption, and a more persistent and pervasive
affective-cognitive state that is not focused on any specific object,
event, individual, or behavior.

III. COMPANY PROFILE

Company Profile:

Bharat Sanchar Nigam Limited is India's government enterprise
and its history can be traced back to the British India. The
foundation of telecom network in India was laid by the British
sometime during the 19th century. During the British era, the first
telegraph line was established between Calcutta and Diamond
Harbour in 1850. The British East India Company started using the
telegraph in 1851 and until 1854 telegraph lines were laid across
the country. In 1854, the telegraph service was opened to the
public and the first telegram was sent from Mumbai to Pune. In
1885, the Indian Telegraph Act was passed by the British Imperial
Legislative Council. After the bifurcation of Post and Telegraph
department in the 1980s, the creation of Department of Telecom
eventually led to the emergence of the government owned
telegraph and telephone enterprise which led to the foundation of
BSNL.

For 160 years, BSNL had operated the public telegram service. In
2010 the telex network between its 182 offices was replaced with
the "Web Based Telegram Messaging System" which relied on
internet connections rather than telex lines (which are more
reliable where power outages are more common). This led to a
decline in service, and the company applied the title "diminished
service" to telegrams in 2010. Finally on 15 July 2013 the public
telegram service was shut down completely.

Product and services:

Telephone and Mobile

BSNL provides both fixed line telephones and mobile telephone
services on GSM platform.

BSNL Mobile

BSNL mobile is a major provider of GSM network under brand
name Cell One and BSNL all over India. It has wide network
coverage in both urban and rural areas of India. It has over 121.82
million customers across India.

BSNL Mobile offers prepaid, postpaid services and value-added
services such as Free Phone Service (FPH), India Telephone Card
(Prepaid card), Account Card Calling (ACC), Virtual private
network (VPN), Tele-voting, Premium Rate Service (PRM). It also
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offers the IPTV which enables customers to watch television
through the Internet and Voice and Video Over Internet Protocol
(VVoIP).

BSNL Landline

BSNL Landline was launched in early 1990s. It was the only fixed-
line telephone serving for whole country before the New Telecom
Policy was announced by the department of telecom in 1999. Only
the Government-owned BSNL and MTNL were allowed to
provide land-line phone services through copper wire in the
country. BSNL Landline is the largest fixed line telephony in India.
It has over 9.55 million customers and 47.20% market share in the
country as of 28 February 2021.

Internet

BSNL is the Fourth largest ISP in India, with having presence
throughout the country. It also has the largest fibre-based telecom
network in the country, around 7.5 lakh kilometers, among the four
operators in the country.

BSNL Broadband

BSNL Broadband provides telecom services to enterprise
customers including MPLS, P2P and Internet leased lines. It
provides fixed-line services and landline using CDMA technology
and its own extensive optical fiber network. BSNL provides
Internet Access services through dial-up connections as prepaid,
Net One as postpaid, and Data One as BSNL Broadband.

BSNL Bharat Fiber

BSNL Bharat Fiber (FTTH) was launched in February 2019. It
offers TV over IP (IPTV), Video on demand (VoD), Voice over
Internet protocol (VoIP), Audio On-Demand (AoD), Bandwidth on
demand (BoD), remote education, Video conferencing services,
interactive gaming, Virtual Private LAN services. BSNL said that,
its huge optic fiber network provides fixed access to deliver high-
speed Internet up to 300 Mbit/s.

Bharat Net

With effect to Govt. of India's policy decision to provide state-
owned BSNL with another revival package worth 1.64 lakh crore
rupees, the struggling PSU was merged with Government's special
purpose vehicle BBNL. This gave the struggling PSU a boost and
an additional advantage of additional 5.67 lakh kilometer of
optical fiber which has been laid across BSNL started 4G service
in some parts of India since January 2019 such as Bihar,
Jharkhand, and Uttar Pradesh, but is limited to a few cities or
towns. Most of 4G services are currently available in Southern
India. However, BSNL is trying to launch pan India 4G services
up to September 2022. The telecom minister said that BSNL will
launch its 4G services all over India on 75th Independence day of
India along with various other projects.

BSNL 5G

On behalf of the Govt. of India, the hon'ble Minister of
Communications Ashwin Vaishnav announced that the State-
Owned Telco would start its 5G operations by 15 August 2023. He
also added that the 4G and 5G network of the state owned BSNL
would be a completely home-grown indigenous 4G and 5G
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network technology; thus, emphasizing more on Govt. of India's
Atmanirbhar Bharat.

IP services BSNL Wing Services

On 16 August 2018, BSNL has launched "BSNL Wings Services"
in 22 telecom circle in which, there is no need of sim card or cable
wiring as is a Voip service through an app. It offers unlimited free
calling for one year throughout India.

BSNL started 4G service in some parts of India since January 2019
such as Bihar, Jharkhand, and Uttar Pradesh, but is limited to a few
cities or towns. Most of 4G services are currently available in
Southern India. However, BSNL is trying to launch pan India 4G
services up to September 2022. The telecom minister said that
BSNL will launch its 4G services all over India on 75th
Independence day of India along with various other projects.

BSNL 5G

On behalf of the Govt. of India, the hon'ble Minister of
Communications Ashwin Vaishnav announced that the State-
Owned Telco would start its 5G operations by 15 August 2023. He
also added that the 4G and 5G network of the state owned BSNL
would be a completely home-grown indigenous 4G and 5G
network technology; thus, emphasizing more on Govt. of India's
Atmanirbhar Bharat.

IP services BSNL Wing Services

On 16 August 2018, BSNL has launched "BSNL Wings Services"
in 22 telecom circle in which, there is no need of sim card or cable
wiring as is a Voip service through an app. It offers unlimited free
calling for one year throughout India.

BSNL started 4G service in some parts of India since January 2019
such as Bihar, Jharkhand, and Uttar Pradesh, but is limited to a few
cities or towns. Most of 4G services are currently available in
Southern India. However, BSNL is trying to launch pan India 4G
services up to September 2022. The telecom minister said that
BSNL will launch its 4G services all over India on 75th
Independence day of India along with various other projects.

BSNL 5G

On behalf of the Govt. of India, the hon'ble Minister of
Communications Ashwin Vaishnav announced that the State-
Owned Telco would start its 5G operations by 15 August 2023. He
also added that the 4G and 5G network of the state owned BSNL
would be a completely home-grown indigenous 4G and 5G
network technology; thus, emphasizing more on Govt. of India's
Atmanirbhar Bharat.

IP services BSNL Wing Services

On 16 August 2018, BSNL has launched "BSNL Wings Services"
in 22 telecom circle in which, there is no need of sim card or cable
wiring as is a Voip service through an app. It offers unlimited free
calling for one year throughout India.

Distribution Of Respondents Based On Monthly Income
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45,000-65,000 28 44
65,000 and 66 16
above

TOTAL 169 100
Interpretation:

This chart represents the monthly income of the respondents where
43% of the respondents have monthly income between 25,000-
45,000, 40% of respondents are having monthly income of 65,000
and above and the remaining 16% of the employees are having
monthly income between 45,000-65,000.

Majority 40% of the respondents are in pay scale of 25,000-
45,000.

Chart Distribution of respondents based on Monthly Income.

Tot
6.000 and
"percenta
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45.000-
25,000-
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Do You Think The Recognition Is Meaningful To You?
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"NO.OF
"PERCENTA

The Current Series Of Benefits Match What I Expect

From A Company.

PARTICULARS NO. OF RESPONDENTS PERCENTAGE(%)
Designations 0 0
Engineer 13 5
DGM 0 0
Account officer 88 0
Telecom officer 69 Al
Manager 0 0

TomaL 169 100
Interpretation:

The Table Represents The Benefits Matches The Expectation
Of The Respondents Where 88 Respondents Agree But 49
Respondents Neither Agree Nor Disagree.

Majority Of 70% Respondents Agree That Benefits Matches
What They Expect From A Company.

I.'ARTICULARS NO-OF RESPONDENTS PERCENTAGEC® Chart 4.10: The Current Series Of Benefits Match What
Designations 19 2 I Expect From A Company.
Engineer 20 10
DGM 30 7 1
Account officer 10 3 1
Telecom officer 60 33 1
Manager 30 15 1
ToTAL 169 34
1 ]
Interpretation: 8 1 *NO. OF
The Table Represents The Response Of Employees On The Basis 6 I *PERCEN
Of Meaningful Recognition. Where 60 Respondents Agree That 4
The Recognition Is Meaningful To Them. 2
Majority Of 33% Respondents Agree That The Recognition Is C
1 AY
Meaningful To Them. Aof)&\oe" %@&e‘ 0@“ fcé (\\&ﬂ @%‘ &
Do You Think The Recognition Is Meaningful To You? & qu /\e\“&
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Table 4.:13 Satisfacation With The Companies Medial
Policy
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Course. Where 64 People Strongly Agree That The
Organization Needs Additional Courses.
Majority Of 35% Respondents Strongly Agree That They

PARTICULARS NO.OFRESPONDENTS | PERCENTAGE(%) Need Additional Courses.
— =
Desiguations ¥ = Chart 4.15: Additional Course Requirement.
Engineer 51 18
1
DGM 20 10 1
Account officer 13 8 1
Telecom officer n 15 1
1
Manager 19 2 af “
"NO OF
ToraL 169 10 3 1 "DERCEN
4 | .
?
Interpretation: ( =ke "h A h
The table and ch?lrts represent the response of employees on @(\o&’ %@ o & 0@&‘ ﬁz;é &
the basis of medical policy where 57 responded neutral and & ¢ 00\»“" S N
. . . . . o~
disagree which shows that medical policy needs to be revised. L

Majority of 25% respondents are neutral.

Chart4.:13 Satisfacation with the companies medial
policy

1
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1
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Table 4.15.: Additional Course Requirement

PARTICULARS NO.OF PERCENTAGE(Y
RESPONDENTS

Designations 10 5
Engineer 35 20
DGM 20 15
Account officer 10 5
Telecom officer 30 20
Manager 64 35

TotAL 169 100
Interpretation:

The Table And Chart Represent The Response Of The
Employees On The Basis Of Requirement Of Additional

V. FINDINGS, SUGGESTIONS AND
CONCLUSION

Findings Of The Study:

Majority (47%) of respondents are Engineers.

Majority (60%) of respondents are Male.

Majority of (69%) respondents agree that transfer of
information is systematic in the organization.

Majority of (40%) respondents agree that transparency of
project details are provided in all levels

Majority of (24%) respondents agree that they feel
recognized for their work in the organization.

Majority of (32%) respondents agree that they feel the
recognition is meaningful. Majority of respondents agree that
they have freedom of sharing Ideas.

Majority of (32%)respondents agree that the benefits match
their expectation.

Majority of (33%) respondents are neutral on their benefits
package.

Majority of (38%) respondents are neutral on benefits
provided in sensitive areas

Majority of (70%) respondents are neutral on medical
benefits provided by the organization.

Table 4.22: To What Level Management Is Effective In
Grievance Settlement?

PARTICULARS NO. OF RESPONDENTS PEIRCENTAGE(%)
To a certain level 25 10
To an extent 39 0
Satisfactory 13 it
Not at all 13 10
Completely n 46
ToraL 169 100
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Interpretation:

This table and chart represents the response of the
employees on the basis of grievance settlement 46%
completely,20% to an extent, 10%certain level, 14% to
satisfactory.

Majority of 46% respondents feels completely satisfied
with management.

Chart 4.22: Management is effective in grievance
settlement

127
1A
117
127
1nT

"Nn Af

[
Parrantac

NN
-
i

e Majority of (50%) respondents agree that workshops are
beneficial.

o  Majority of (33%) respondents agree that they need
additional courses.

e Majority of (25%) respondents are neutral on freedom of
genuine feedback.

e Majority of (40%) respondents have grievances on Economic
(Salary, Reward, Incentives).

e Majority of (35%) respondents report these issues to the HR
Department.

e Majority of (29%) respondents says that it depends on levels
to solve their issues

e Majority of (40%) respondents feels satisfactory with the
solution provided by the organization.

e Majority of 40% of respondents wants Outdoor recreation.

e  Majority of 66% says outdoor recreation it eases out the

communication

e Majority of 36% of respondent’s grievance are related to
economy.

e Majority of 99% employees report to their superior in case of
grievance.

e Majority of 46% of respondents said that problem solving
time depends on the level.

Suggestions And Recommendations:

o The organization should conduct more surveys to know
perception of employees.

o  The organization should frequently get feedbacks from the
employees.

o There should be a proper recognition system in the
organization.

e Employees should be provided more training and
development courses for upgrading their skills.
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¢ Employees should be encouraged to participate in more
outdoor activities.

e  The rewards and benefits should be reframed as per to days
industrial standards.

o  Recognize and reward employees for their achievements and
contributions. This can be done through bonuses, promotions,
or other forms of acknowledgment.

o Offer flexible work arrangements to employees who need it,
such as remote work, flexible hours, or job sharing.

e  Offer wellness programs to employees to help them stay
healthy and motivated, such as gym memberships, mental
health resources, or healthy snacks in the workplace.

o  Celebrate milestones and successes with social events and
team-building activities. This helps build a positive work
culture and a sense of community among employees.

VI. CONCLUSION:

As per above observation and analysis most of the
employees are happy to work with the BSNL except for
few. Employee engagement is a concept that every
organization should adapt for the betterment of their
company as it has multiple benefits and that leads to the
better performance of the company. An organization should
thus provide recognition and awards to the employees for
their good performance also they should provide employees
training and development time to time to upgrade their
skills.

Hence conclude that the raising and maintaining employee
engagement activities are totally in the hands of the
organization which requires the bundle of everything from
time, efforts, commitment and maintaining the good
relation with the employees to reach their vision of the
organization.
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BSNL's evolution, challenges, and strategy.
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