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ABSTRACT

When an employee in a new organizational boundahether new recruitment/in case of promotion) i#egi
adequate attention and training they will easilytéi the organizational role and culture. Effectiscialization enhances
employees’ orientation to the organization. Thevier literature suggests that the effective soz#ion of service
employees help to ensure a high degree of consisiarperformance, thereby a high level of sergaality. Hence this
study aims to describe the process of socializaioh its outcome in the service sector by survethegcustomer- contact
employees of general insurance companies, usingOtganisational Socialisation (OS) scale of Joné&886) and

Employee Service Performance scale of Liao and G#2004).
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INTRODUCTION

Organisational socialisation or “people processingfers to the manner in which the experiences exdpfe
learning the ropes of a new organisational positsbatus, or role are structured for them by otlétisin the organisation
(Mannen, 1978). It is the process through which eewployees learn the skills, expected behavioutlsvatues needed to
become organisational members (Maanen and Schéif).1Socialisation strategies are perhaps mostoolvivhen a

person first joins an organisation or when an iittlial is promoted or demoted (Mannen, 1978).

There are certain reasons that socialization &l ¥t both employees and organizations. Firstait decrease
negative outcomes such as inappropriate behavion;aver, and absenteeism. Second, it enables me@rsoto better
participate to attain individual, team, and orgatianal goals. Third, it can create a learning emvwinent for familiarising
oneself with the organization’s values, norms, palicies. Finally, whereas the results of social@aare consistent and
its effects are immediate, the newcomers are mésdylto successfully adapt to the new environmBeheshtifar,
Rashidi, & Moghadam (2011).

Human resource is perhaps the most influentiabfast service quality. If the employees are notkeall deliver
the service effectively, customer dissatisfactioli arise. If the employees are well informed abth# organizational
strategies, objectives and policies their perforceacan be encouraged and avoid the service penfmengap. “Service

employees who have been effectively socialized hedy ensure a high degree of consistency in behasgiavell as a high
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level of service quality” (Govender, 2002). It isthis context the study examines the process arfdrmmance outcomes
of socialization in the service sector by surveting customer- contact employees of general inseranmpanies, using
the Organizational Socialization (OS) scale of 30{i®©86) and Employee Service Performance scaléaofand Chaung
(2004).

ORGANIZATIONAL SOCIALIZATION

Organisational socialiszation refers to the prodéssugh which individuals obtain the social knosde and
skills which are necessary to perform an orgaropati role. Although socialisation is a continuowegess, it has more
significance when a member passes a certain o@&mnal boundary (promotion, transfer etc). Van kea (1978) has
identified six major tactical dimensions (socialina tactics) which characterize the structuralesaf organizational

socialization. These include:

e Collective vs. Individual Socialisation Processedt refers to the tactic of taking a group of retsuwho are
facing a given boundary passage and putting theougin a common set of experiences together. Gnaunirig
for salesman, management training courses to wdnictps of practicing or prospective managers ané fee a
certain period of common education is examplesodiéctive socialization. At the other extreme, sdization in
the individual mode refers to the tactic of proaggsecruits singly and in isolation from one arestthrough a

more or less unique set of experiences, for exanoplehe-job training, apprenticeship programs.

e« Formal vs. Informal Socialisation ProcessesiFormal socialization refers to those processewlrich a
newcomer is more or less segregated from regulganizational members while being put through adfet
experiences tailored explicitly for the newcomerformal socialization processes, in contrast, dodigtinguish
the newcomer’s role specifically nor is there afortfmade in such programs to rigidly differentidte recruit
from other more experienced organizational membgsssuch, informal tactics provide a sort of lais&sre
socialization for recruits whereby new roles aged through trial and error. Formal socializafiwocesses are
typically found in organisations where specific gaeation for new status is involved and where itéemed
important that a newcomer learn the “correct” atté, values, and protocol associated with the nele. r
Learning through informal mode is entirely diffetemwhere the newcomer must select their own saeititin

agent.

e Sequential vs. Random Steps Socialization ProcesSequential socialization refers to transitionabgasses
marked by a series of discrete and identifiablgestahrough which an individual must pass in otdeachieve a
defined role and status within the organizationr Egample, a bank may groom a person for a paaticul
managerial position by rotating him or her acrdss Yarious jobs that will comprise the range of aggrial
responsibility. In the random process, there idixed sequence of steps which leads to a role.ifsiance, a

factory worker may become a shop supervisor withleeitboenefit of an intermediary training program.

» Fixed vs. Variable Socialization Processe$ixed socialization process refers to the degreehith the steps
involved in a socialization process have a timetasdsociated with them and the same is communit¢atéte

recruits. So the recruits will be well informed abthe career path in the organisation.

* In variable socialization process a recruit hattéelinformation about the career path, that isphshe may not

be aware about the boundary passage in the orgianizand the socialization process will not be sdore
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everyone.

e Serial vs. Disjunctive Socialization ProcessesA serial socialization process is one in which engnced
members of the organization groom newcomers whoast to assume similar kinds of positions in the
organization. In effect, the experienced organizeti members serve as role models for recruits. \Whe
newcomer are not following the footsteps of immesliar recent predecessors, and when no role medels
available to recruits to inform them as to how tlaeg to proceed in the new role, the socializagitotess is a

disjunctive one.

e Investiture vs. Divestiture Socialization Processegnvestiture processes substantiate and perhameathe
newcomer’s view of himself or herself, by ratifyifigr recruits the viability and usefulness of thgersonal
characteristics they bring with them to the orgatiom. It attempts to make entrance into a giveanizationally
defined role as much as smooth and trouble fre@oasible. Divestiture socialization process seekdeny and

strip away certain personal characteristics ofcauie
SERVICE PERFORMANCE

One of the main purposes of this study is to fidl the outcome of socializing service employeefiak been
stated that socialization helps to adapt to thammational policies and values. The samples bsémgice organizations,
their main concern is providing better service te tustomers. Therefore the relationship betweeial&ation and
service performance will be examined.

Employee performance, in general, refers to belavfat are relevant to organizational goals aatl dhe under
the control of individual employees (Campell, McZl®ppler, & Sager, 1993). In a service organizgtihe quality is
largely depends upon the employee-customer infergcbecause, it is the service employees who sepiethe
organization before customers. For providing quadiérvice, they need to identify the customer etqiems and act
accordingly, therefore employees’ behavior has iiggmt role in influencing customers’ perceptioomiards service

quality.

As a part of the organisational role, employeeginegerform activities directed towards serving tustomers-
including meeting customers, responding to the&ris, clerical works etc., these are termed adcgeperformance in
this study. Thus service performance means, thavw@hand the job performance of service employesh are directed
towards the organizational goal of serving the ausr.

RATIONALE FOR THE STUDY

Socialization has been considered as an effectiglenique for enabling employees to take up thde i the
organisation. A number of studies suggest orgainizak socialization as a strategy to improve emeé&sy performance by
enhancing role orientation, social adaptation, oizgtional commitment etc (Baker 11l & Feldman, D9%llen, 2004,
Beheshtifar, Rashidi, & Moghadam, 2011; Filsatdl D0 Socialization tactics aids employees to learth demonstrate the
desired behaviour for the organization.

Previous studies show that one of the effectivategiies for improving employee performance is imm@ating
socialisation for newcomers. Successful socialiratresults in more commitment and performance ivgmeent

(Syatat, 2006). By examining various socialisatiactics, it is possible to learn about the socaitn in an organization.
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Organizational Socialization tactics is one methbectively embedding new employees in an orgaitimafl he serial and
investiture socialization tactics that provide exgeced organizational members as models and timatide realistic
information about the difficulties in a job weregiively related to employee embeddedness to thanisation (Allen,
2004).

Likewise, there is a significant relationship bedweinstitutionalized social dimensions (includesiate
disjuncture and investiture-divestiture socialisatitactics) and organizational commitment. That msegroviding
newcomers with role models and support and ackrinelment from experienced colleagues positivelycaffaeir
organizational commitment (Filstad, 2011). The egvf the literature reveals that organization&@iaaation influences
the attitudes and performance of employees. Duentéronmental competition, a service organizatiboud improve
issues such as service quality, customer satisfaciind service delivery. To improve, successfghoizations design and
implement vital plans such as socialization for cemers. Although socialization is a continuous andoing process, it
is suggested that managers should perform sodializat all levels of the organization and for ethployees, especially
those with high seniority (Beheshtifar, RashidiM&ghadam, 2011).

Contrary to the foreign studies Raina & ChauhaB®&16) study has found that even if socializatioactices are
reasonably well entrenched in India, Western tlesociannot be extrapolated to Indian populationab®e socialization
has a weak correlation with organizational committnerganizational identification, job satisfactionintention to leave.

Therefore, it is necessary to study the sociatiratif employees in the context of the study.
OBJECTIVES
e To study the organizational socialization procesgdneral insurance companies in Calicut district.

» To find out the relationship between organizaticg@dialization and service performance outcomesngfloyees

in general insurance companies in Calicut district.
METHODOLOGY

Keeping in view of the objectives of the study tlkeearch design is descriptive as well as analyiticaature.
The sample consists of customer- contact employgegeneral insurance companies, who are working wtfite

organization for less than three years.

Both secondary and primary data is used in theysflide primary data is collected by using quest@rfrom
100 customer-contact employees in both public andafe general insurance companies in Calicut idis{Kerala),
including New India Assurance Company Ltd., Unitadia Insurance Co. Ltd., Iffco Tokio General Irsuce Co. Ltd
and HDFC ERGO General Insurance Co. Ltd.

The Shapiro- Wilk test revealed that the data is marmally distributed therefore Mann Whitney U ttés

employed for analyzing the data. The regressiotyaisshas also conducted in the study.

ANALYSIS AND DISCUSSIONS

Organisational Socialisation in General Insurance Gmpanies

To study the socialization process in general @sce companies Organisational Socialisation (O8)esof

Jones (1986) is adopted after necessary changes.qliéstionnaire addresses six types of socializatatics and
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employees are asked to mark their agreement infiomt likert scale.

To analyze whether the socialization tactics diffetween public and private sector general ins@aaenpanies
Mann Whitney U test is used.

Ho: The socialisation tactics of public and privatetee general insurance companies are same

Table 1: Comparison of Socialisation Tactics in Puiz and Private Sector Companies

Sector N Mean SD T value | P value
Public sector 50 80.16 11.469
Private sector 50 77.4( 14.479 0.747 0.459
Sourgeimary data

The p-value (0.459) is greater than the signifiealewel (0.05), so the test suggests acceptinguhéypothesis.
Hence, the socialization tactics in public and atvsector general insurance companies does noficagtly vary each
other.

Socialisation Tactics- Employees’ Perception

The study has analyzed the perceptions of emploggesding the socialization processes. The résgjiven in
table 2

Table 2: Mean Score of Socialisation Tactics

Socialisation Tactics : LEgll -
Public Sector | Private Sector
Collective Vs Individual 7.8 7.28
Formal Vs informal 3.72 3.44
Investiture Vs divestiture 7 7.06
Sequential Vs random 7.26 7.04
Serial Vs disjunctive 10.64 10.42
Fixed Vs variable 3.66 3.44

Sourderimary data

The table discloses the mean score of differentabpation processes/tactics in general insurararapanies,
from the perception of employees. Among the siesypf socialization tactics the serial Vs disjuwtsocialization tactic
yield the highest mean score in both public (10#&4) private sector (10.42) companies. That isstiegalization process
in which newcomer adapt to the organizational celtthrough a role model is perceived as an effect@cialization
process by the employees.

Socialization and Service Performance

To investigate whether socialization tactics infloe the service performance of employees’ simpieali
regression is carried out. As the data is not nbyndéstributed the normality of error terms or igksals is checked, where

it is found that the residuals satisfy the assuomptif normality and therefore decided to condustdir regression.

Table 3: Model Summary of Simple Linear Regressiornalysis

Model R R Square Adjusted R Square F Sig.
1 .637 406 .393 2.769 .000
Sourceprimary data
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Table 4: Coefficients

Model Unstandardised Coefficients Standard Coefficients Sj
B Std. Error Beta 9-
Constant 19.296 3.459
Socialisation .248 .043 637 000

Source:primary data

The result reveals that the regression model igmifisant one (F (1, 98) =2.769, p =.000; p<0.0B¢refore,
Socialisation is a good predictor of Service parfance. Socialisation explains a significant amaiintariance in service
performance (R=.406, p<0.05).

Though socialization predicts service performartcenay not be necessary that all the six tacticsriinre
uniformly to this linear relationship. Therefore,naultiple regression analysis has done to examinge relationship
between each socialization tactics and serviceoprence.

Table 5: Model Summary of Multiple Regression Analgis

R R Square | Adjusted R Square F Sig.
0.704 | .496 426 1.054] .00(
Soarprimary data

Table 6: Coefficients

. " Standardised
Socialisation Tactics Unsiizmekieleed CeEiEEnis Coefficients Sig.
B Std. Error Beta

Collective Vs Individual .888 .270 521 .002
Formal Vs Informal .077 .394 .027 .846
Investiture Vs Divestiture 142 .264 .085 .595
Sequential Vs Random 448 .308 .259 .153
Serial Vs Disjuncture -.021 176 -.019 .904
Fixed Vs Variable -111 .509 -.036 .826

Source:primary data

It has found that three of the socialization tactias positive Beta values and the other threedgative values.
When considering the p value only one tactic ieglf€ttive Vs Individual’ socialization tactic exmphs significance
variance in service performancg=(0.521, p=.002; p<0.05), which clearly revealst thaly ‘Collective Vs Individual’
socialization contributes to the linear relatiopsbétween socialization and service performance.

CONCLUSIONS

Socialization is a continuous process through wkiciployees learn to fit to the organizational rélesocialized
employee can contribute to the organization’s gbhaé study has carried out in general insurancesiny, including both
private and public sector companies, where it imébthat the socialization tactics does not diffigmificantly between
both sectors. And it is also observed that majasitthe employees have opined positively regardiveg socialization
practice in the insurance companies. Among theatalization processes the serial socializatigreizeived as the most
effective process by the employees. That meansingeguidance from an experienced organizationatnb®er who is
assuming the same responsibility is much helpfamttine other forms.

The regression analysis revealed a significantioglship between socialization and service perforweaThat is,

organizational socialization does influence theviser performance of employees. If there is propeciadization of
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employees, the service organisations like genemslrance companies can enhance the service perfoena their
employees, because employee performance is veeptesor meeting customer requirements and thereéking happy
customers. The multiple regression analysis peddrrbetween various socialization tactics and seryierformance
shows that all the socialization tactics doesn'tisdly contribute to service performance, only ‘ective-individual
socialization does. Therefore, organizations thantwo enhance service performance through soaializ have to

concentrate more on collective-individual socidliza tactic.
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