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I .  BACKGROUND

A n  e n t e r p r i s e  u t i l i s e s  v o r i o u s  m e o n s  o f
Droduction like materiols, mqchines, lobour ond
copitol to corry on its business ond ochieve its
corporole objectives. ll is now well estoblished
thol the humon foctor which is omnipresent in on
enterprise ond on whom lies the responsibility of
e t f e c t i v e  u t i l i s o i i o n  o f  o l l  o t h e r  m e o n s  o f
product ion,  is  the most  v i to l  e lement  of  the
orgonisot ion,  l t  thus fo l lows thot  i f  ihe humon
foctor is monoged properly, it will be eosier to
obfain desired results from oll other meons of
production,

With.  the increosing s ize ond complex i ty  of
modern orgonisotion lhe manogement of humon
resources hos goined importonce,  Corporofe
monogemenis worldwide hove recognized the
signi f iconce of  humon resources os o cruc io l
meons of  produci ion,  which hos g iven r ise to
Humon Resources l\"4onogement os o speciclised
bronch of monogement theory ond proctice. This
ottitude hos furiher culminoted into the treotment
of humon foctor in line with other physicol ossets.
In foct efforis ore olso being mode to oscertoin
the volue of humon osseis ond find o ploce for
them in ihe finonciol settlements of fhe enlerprise.

More recently, ihe chonged economic logic
i n  t e r m s  o f  g l o b o l i s o l i o n  o n d  d e r e g u l o t i o n ,
porticulorly in ihe Indion conteKt, hos provided o
m o j o r  i h r u s t  t o  t h e  m o n o g e m e n t  o f  h u m o n
resources. with the liberolisotion of . policies ond
p r o c e d u r e s  i n  t h e  o r e o s  l i k e  c o p i i o l  i s s u e s ,
technology ocquls i t ion ond impor i  c t f  copi tq l
goods ond moter ia ls ,  o  h ighly  compet i t ive
industriol sector hos emerged where olmosi oll
p loyers hove equol  occess to o l l  meons of
p r o d u c l i o n ,  T h e r e f  o r e  i n  o  c o m p e t i t i v e
environment, where other things remoin more or
less corjsionl for oll ployers, the quality of humon
ossets in the possession of on orgonisotion, hos
become the deciding foctor.

All ihese developments hove resulted into lhe
o p e n i n g  o f  o  y e f  o n o t h e r  s p e c i o l i s e d  o r e o ,
deoling with the improvement of ihe quoliiy of
humon resources,  known os Humon Resource
Developmeni .

2.  THE CONCEPT

In o generol sense, the term Humon Resource
Developmenl (HRD) is lreoted synonymously with

'terms like personnel mongement, humon resource
monogement ,  monpower monogement  ond so
o n ,

However in the technicol sense HRD hos to be
considered os o specific function of personnel
m o n o g e m e n t ,  W h i l e  p e r s o n n e l  m o n o g e m e n l
covers wide ronging monogeriol ond operotive
funci ions per to in ing to monpower l ike humon
r e s o u r c e  p l o n n  i n g ,  o r g o n i s o t i o n  s t r u c t u r e ,
recru i tment ,  promot ion,  t ronsfer .  t ro in ing.  job
onolysis, performonce opproisol, woge ond solory
odministrotion obsenteeism ond lurnover, lrode
unionism ond os on, HRD deols exclusively wilh
questions reloting to quolity of humon resources.
It moy be clorified lhot despite its specific noture,
HRD is not on isoloted funclion ond is distinctly
r e l o t e d  w i t h  o l l  t h e  p e r s o n n e l  m o n o g e m e n t
funclions,

An enterpr ise is  whot  l ts  people moke i l .
At to inment  of  corporote gools  is  lorgely
dependont on the efforts of humon resources
Monogement con hordly ochieve onything on its
o w n  i n  o b s e n c e  o f  s u c h  e f f o r t s .  P e r s o n n e l
monogement developed os o result of ihe need
to ensure thot the employees opply their efforts in
the right direcllon by underslonding whot to do
ond how to do, This oport, the development of
the concepiion thot indusiry is o ioint venture of
lobour  ond copi to l .  led to the emergence of
p e r s o n n e l  m o n o g e m e n t .  T h u s  p e r s o n n e l
m o n o g e m e n t  o s  o  s c i e n c e  l a y s  d o w n  l h e
p r i n c i p l e s  g o v e r n i n g  t h e  v o r i o u s  o s p e c l s  o f
monoging men while os on ort it prescribes vorious
operotions ond me.lhods in this context,

G o i n g  f  u r t h e r  o n  t h e  s o m e  P o t h ,  t h e
mongements ore confronted with the question os
to how con ihe emplovees be mot ivo ied to
perform to their full pofentiol, os well os how this
ooient io l  con be developed,  For  th is  somple
opportunilies for self-development of employees
p o r l i c u l o r l y  o t  t h e  u n i o n  o n d  m i d d l e  l e v e l s
coupled with intensive troining ore required. Whot
ore the opportunities to be provided, in whoi form
o r e  l h e y  t o  b e  p r o v i d e d ,  h o w  f o  r o i s e  t h e
motivotion ond morole of employees - these ond
other  re loted quest ions ore onswereo r )y  o
seporole constituent of personnel monogement,
which is  HRD,

As the nome speoks for itself , HRD is concerned
with the developmeni of the humon resources of
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the orgonisotion. Humon resources ot ihe mocro
level ore the trojls ond tolents present in lhe entire
populolion ond ot the micro level fhev.represent
The sum toto l  o f  knowledge,  sk i l ls  ond obi l i i ies
present in the mosses concerned. In the context
of  on enierpr ise i t  o lso inc ludes the inherent
poleniiol of ihe emDlovees,

Developmeni  suggests on exponsion of  lhe
existing copobilities of the humon resources of the
o r g o n i s o i i o n  o n d  o c q u i r i n g  n e w  c o p o b i l i l i e s
required for ochievements of corporote os well
os individuol goois,

Thus the ultimote oim of HRD is to CeveloD the
inhe.ent  polenf io l  p 'esent  In  +he employees so os
to improve the quol i iy  of  the ent j re  workforce.
which in  1urn,  would improve the quoj i ty  of  the
producls ond services of the orgonisotion,

Developing the copobi l i t ies ond potent io l  o f
employees col ls  for  o deeper  understqnding of
h L m o n  b e h o v i o u r  o n  l h e  p o , t  o t  l n _ .
monogernent. lhe employees do not work for ihe
sneer joy of working. They work to earn o better
living for ihemselves ond their icmilies ond hence
i m p r o v e m e n t  i n  t h e i r  c o p o b i l i i i e s  c o n n o i  b e
expected for  noth ing,  As Nopoleon Bonoporte
soid, there ore only iwo forces which unite men -
f e o r  o n d  i n t e r e s t .  F e o r  b e i n g  o  n e g o t i v e
technique,  HRD only  on in terest ,  which con be
g e n e r a t e d  b y  p r o v i d i n g  i n c e n t i v e s  f o r  s e l f -
odvoncement  of  the employees.  HRD bel ieves
Tnot  odequote oppor tuni l ies ond the r ight  type
of  c l imote con help ind iv iduols  to  grow lo the i r
f u l l e s t  p o i e n l i o t ,  t h u s  c o n t r i b u l i n o  t o  t h e
och;eveme.t  o f  corooro le gools .

The HRD concept seeks 10 odopl the poth of
g r o w t h  o f  t h e  e n t e r p r i s e  t h r o u g h  g r o w i h  o f
individuols, Such o twirl growih ccn be ochieved
by on in tegrot ion of  corporote ond ind iv iduol
gools, Once on employee is convinced thot his
p e r s o n o l  d e v e l o p m e n t  i s  l i n k e d  w i t h  t h e
oevelopmenl of his orgonisotion, he v/jl l strive to
work ot  h is  fu l les i  potent io l  ond co-operote in
developing h is  copobi l i t ies.  For  th is .  creol jv i ty
preseni  in  every ind iv iduol  hos to be topped.
stimuloted ond rewcrded, Such o creoiivity is not
rne pure creotivity of o poei or o musicion but o
creotivity opplied 10 problem,icjentif iccltion ond
problem solving. A dynomic ond grov!,ih-orienled
o r g o n i s o t i o n  s h o u l d  t h e r e f o r e  f o c u s  o n  t h e
creolive potenliol of its humon resources ond its
o p T r m u m  u t i l i s o l i o n  o f  i n d i v i d u o l s  o s  w e l l  o s
orgonisol ionol  goins.

Trcnslolion of HRD concept into proctice cols
f o r  i n v e s t m e n t  o f  i i m e  o n  t h e  p a r t  o f
monogement. A well designed HRD plon hos to
be formuLoted wiih jts subsystems cleorly defined.

Before the plon is implemenied, o comprehensive
r e v o m p  o f  p e r s o n n e l  p o l i c i e s  o n d  o l s o  t h e
orgonisotionol struciure moy become essentiol, All
policies ond procedure should reflect o concern
tor gro\r.ih - personol os well os orgonisotionol, The
employees  shcu ld  be  conv inced tha t  they  ore
b e r n g  + r 9 s + s t  o s  o n  i n t e g r o i  p o r t  o f  o n
orgonisoljon v,^'cf feoity cores for them. lt is only
l h e n  t h o t  o  s e - s e  c f  b e l o n g i n g  w i l l  d e v e l o p
omong them

J o  b-so t is fc3-  a -
employee 's  c*  r - :e

t r  .  ' c l  foc to r  o f fec t ing
:  : r : - : ' 3 C  w o r k l o r c e  c o n

n e v e r  p r o v e  i c  a :  t r  _ . : - : . 1 : : - : - .  , , v o r k f o r c e .
lncent ives  fo r  be* : -  =e- . - - - -  a - .=  l -  c l l  eve ls
prov ide  mot jvc l iC i r  ' f  o  ' - :  €* :  : .  = : :  : - :  : ' eo te
i n l e r e s t ,  w h i c h  l n  i u . .  ,  :  : :  :  : - :  t -  : ' i : l r o n  t o
t h e m ,  l t  m o y  n o l  b s  3 c : :  :  a  - :  - : e e l  t h e
osp i rc l ions  o f  every  emp a ,3s  -  :  - ' -  coses  i i  i s
e s s e n t . o l  l o  e x p l o r n  . - 9  + - :  - - . : :  - - :  r e o s o r  s
there f  o re  by  monoeer ,e -  -  : -  :  -  :  l -  ?o  o  long
woy in  mi t igo t ing  o  sense c .  : : : - . : - : . )  omongst
lhe  employees .  R ig id  f  c . - :  - ,  ! .  -  : ^  des l roys
creotivily moy be eliminctetr -: : ::- l ln extent
by  deve lop ing  in fo rmol  c rE t r -  j : - : -  ^  o rder  10
foc i l i l o te  ihe  obove c : ' cce :s  .  : -  :  _ :  -?D subs-
sysiems likg pericf .t_1cf-,ce a-: ::-s-- tr 3pproisol,
o rgon iso l ion  de , .e 'cc -a^ .  aa- :a .  =  t r ^ - in . t ,  ro le
OnO ySiS.  r rc l i :  ng  a 'a  -  ) ,a  - :  aJ  : "ve lop ;d .

More ,  HRD ph i losophy be t ieves . thc t  humon
resources  con be  deve loped to  on  un l im l ted
extent, This mokes it on ongoing process ond nol
merely o set of subsystems and iechniques. Hence
o  p e r i o d i c  r e v i e w  o f  o l l  t h e  s u b - s y s t e m s  i s
exfremely essentiol to evoluote their effectiveness
ond ioke suitoble corrective oclion,

3.  RELEVANCE TO INSURANCE INDUSTRY
A s  i n d i c o t e d  e o r l i e r ,  o n  e n t e r p r i s e  u i i l i s e s

v o r i o u s  m e o n s  o f  p r o d u c t i o n  t o  b r i n g  o u t  o
product of the best possibte quolity ond sell it in
l h e  m o r k e t  o t  t h e  m o s t  c o m p e t i l i v e  p r i c e s . .  l o
m o x i m i s e  p r o f i t s ,  T h u s  f o r  o  m o n u f o c t u r i n g
concern oport from humon resources, il is olso ihe
quoiily of olher meons of production ljke moteriols,
ond mochines whlch conlribute to ihe ouolitv of
ihe finol product.

Hov/ever in the cose of service industries like
insuronce.  the only  meons of  producl ion is  the
monpower ond hence quolitv of services rendered
is solely dependonf upon the quoliiy of monpower
involved.  Thus HRD is  o l l  the more essenl io l  for
service industrjes, Moreover lwo unique feoiures
of insuronce jndustry - customer service ond costs
- hoving o direct influence on volume of busjness
ond profit, olso moke HRD o vjlol function.

The level of cuslomer service offered depends
u p o n  p r o m p t n e s s  o n d  q u o l i t y  o f  s e r v i c e .
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Promptness refers to fhe speed with which service
is rehdered, for exomple issuonce of policy ofter
ihe povment of premium or settlement of cloim
ofter submission of documents The time token in
rendering the service, once the couse of oction
hos token ploce, is c motter of prime concern to
oll the service under tokings, since il is o mojor
foctor offecfing customer sotisfoction,

By quol i ty  we meon the goodness or  rne
dislinctive feotures preseni in o product. lt ls o
mistoken bel ie f  lhot  for  serv ice indusl r ies,  on ly
prompthess yields customer solisfoclion Prompt
service does not meon good quolity service. For
exomple if the policy is issued immedioiely but it
is bodly lyped, it does not omount to good quolity
service. Aport from the enlightening the insured
on the scope of cover, exceptions, condilions ond
worronlies. cloims procedure, risks improvement,
etc ,  is  o lso requi red to improve the quol i ty  of
service.

Obviously, prompiness ond quolity of service
ore wholly dependoni on lhe humon resources
Alihough computerisoiion ond outomotion con
help in  ougment ing promptness ond quol i ly ,  i t
w o u l d  b e  i m p o s s i b l e  t o  t o l o l l y  e l i m i n o t e  t h e
humon foctor without whose efforts, no computer
i s  g o i n g  t o  w o r k .  T h i s  m o k e s  H R D  o l m o s t
indispensoble for insuronce induslry

The cost foctor is onother unique teoture of
insuronce indusl ry ,  Costs inc lude mongement
expenses ond technicol costs, both ot which ore
of  pr ime concern these doys.  Pay-b i l ls  which
c o n s t i t u t e  o  l o r g e  c h u n k  o f  m o n o g e m e n t
expenses ore more or less unconirolloble, but with
the compulerisotion process on, they qre likely to
come Linder control, Moreover, it lhe imbolonce
in stoffing the vorious offices can be removed by
redeploying the surplus sioff ot the operoiing unils,
os recommended by the Molhotro Commitfee,
o p i r r n u m  u s e  o f  h u m o n  r e s o u r c e s  w o u l d  b e
possible, This opqrt, if the workforce is mode to
e x e r c i s e  e c o n o m y  i n  i t e m s  l i k e  s l o t i o n o r y ,
postoge, electricity, etc, monogement expense
rotio con be reduced substontiolly in the long run

More importont thon ihe obove is the technicol
cost foctor. lt is the cost pertoining to the technicol
operot ions of  the orgonisot ion.  ln  the cose of
insuronce, underwriling. cloims, reinsuronce, risk
mongemenl. efc, Are ihose deportments where
errors con infiict heovy costs. Even offer complele
computerisotion, the cruciol function of decision-
:noking is olwoys going to remoin with the humon
foctor .  Hence operot ionol  e f f ic iency of  the
r i ronpower hondl ing these depor tments hos o
direct beoring on the technicol cost occount of
o Insuronce componv,

I t  is  ev ident  f rom the obove. lhot  in  serv ice
i n d u s l r i e s ,  o o r i i c u l o r l y  i n s u r o n c e .  v e r y  l i t t l e
m o n o e u v r i n g  s p o c e  i s  o v o i l o b l e  t o  t h e
monogements to eliminote the subjective humon
elemeni ,  os compored to the monufoctur ing
industr ies,

I n  v i e w  o t  l h e  e m e r g i n g  c h o n g e  i n  l h e
insuronce sec.toL which is inevitoble, the quolity
of humon resources possessed by on enterprise,
will come out as ihe only deciding focior in the
long run. This speoks volumes for the relevonce of
HRD to the insuronce industry, which should figure
os o priorily item in the corporoie ogendo of the
coming yeors.

4. THE PROGRESS SO FAR

Although in  the g lobol  por lonce,  HRD is  no
more o new concepl. lnclion indusiry, pqrticulorly
the public sector, hos been cuite slock in odopting
it, lt wos onlv ofler the new Governmenl took over
in 1991 , thot people !n public sector storfed tolking
of HRD, HRD now tigures in the corporoie pion of
oll insuronce componies, To begin with, seporofe
H R D  d e p o r t m e n t s  w e r e  c r e o t e d  o f  t h e  l o p
mongement  level ,  fo l lowed by oppoin imenl  of
HRD toc i l i io lors  ot  the r . Idd le ' level  monogement
Speciol HRD troining progrommes ore now Delng
conducted for officers ond monogers ol vorious
levels, lt took quite some tlme for the concept io
trickle down to the gross-root level.

lnformol communicotion f rom Chief Executives
lo o l l  lhe employees lhrough the newsle l iers  ond
house mogozines, which were initiolly occosionql,
is  now o regulor  feo lure.  Ih is  wov the emploYees
g e t  t o  k n o w  t h e  m c n c g e m e n t ' s  p e r c e p r i o n s
obout  HRD os wei l  i ts  expectot ions f rom lhe
emolovees,

Answering Cells hove been set up ol vorious
controlling offices to cnswer queries roised by the
emolcvees on technicol mofters This wos done

' to  remove the grudge thot  quer ies ro ised by
employees oIe not olwoys ,ot rtoalorilV cnswered
by the immedlofe superiors. Suggestion schemes
h o v e  o l s o  b e e n  i n t r o d u c e d  w h e r e  u n d e r
emplovees con submit their suggestions on ony
l e c h n ; c o l  D o i n t  o r  p r o c e d u r e ,  e x c e p t  p o l  c y
motters which con benefit lhe orgonisoiion, Afier
d u e  e v o l u o i i o n ,  t h e  b e s t  s u g g e s l l o n s  o r e
incorporoted ond reworded, A brood outlook is
now odopted bv the monogemenls whereby
lechnicol molters ore thrown open to discussion,
o u t  o f  w h i c h  s o m e t h i n g  b e n e f i c i o l  t o  t h e
orgonlsolion con emerge, lt is olso on oitempt to
encouroge willing poriicipotion of the employees
i n  f h e  p r o c e s s  o f  i m p r o v i n g  t h e  o p e r o t i o n a l
elficiencv of the enterPrise.
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Setling-up of HRD committees hos olso been
initioted by some orgonisolion. These committees,
which compr ise of  employees f rom ol l  codres,
serve os the locol HRD centre ond ore expected
to solve vorious problems os ond when they orise,
l h r o u g h  d i s c u s s i o n .  E f f e c t i v e n e s s  o f  s u c h
c o m m i t t e e s  d e o e n d s  u o o n  t h e  m o t i v o t i o n
provided to the employees. Quolity circles ore olso
being selup to identify, select oM solve vorious
work-reloted problems ot the unit levels itself.

Another  mojor  developmeni  hos been the
introduciion of KPA Anolysis for officers. It involves
the idenlificotion of Key Performonce Areos (KPA)
for eoch closs of employees ond the subsequent
setting-up of torgets or performonce stondords for
eoch of the KPAS, by the employee himself , Such
torgei receives increosed morol binding o,f the
emplovees ond thus hos o bet ter  chonce of
f u l f i l m e n l .  T h e  K P A  A n o l y s i s  i s  b o s e d  o n  t h e
rotionole of self-regulotion by exception ond hos
o cer.foin edge over the troditionol method of
torget fixotion by superiors, which used lo become
on imposed uniloterol excercise.

S e l f - o p p r o i s o l s  s y s t e m s  f o r  o l l  c l o s s e s  o f
emDlovees hove olso been introduced, Here on
ottempi is mode to know os to whoi the employee
feels  obout  h is  work lood,  coni r ibut ions 10 the
o r g o n i s o l i o n ,  p o f e , ) t i o l .  c h o i c e  o f  p l o c e ,
deportments, etc, Self-opproisol forms become
port of ihe confidentiol reports of the employees
which enobles o comporison of the views of the
opproise ond the initioting otf ice, ot the review
sloge, lt olso enobles the employee to put forword
his cose os well os reduces the chonces of biossed
oooroiso l .

Thus the obove developments,  which ore
merely il lusiroiive ond by no meons exhoustive,
show thot o beginning hos been mode towords
the inlroduclion of HRD systems in the insuronce
industry ,  S ince d i f ferenl  monogemenis hove
different perceptions oboul the concept ond its
feosib i l i fy  10 the ex is t ing orgonisot ion,  some
divergences in the woys ond meons ore bound
10 occur.

5.  REVIEW

The introduction of HRD function in the 'ndion
privote sector con be troced bock to 1975 when
Lorsen ond Toubro introduced an integroted HRD
system..Since then HRD hos goined populority os
o vilol function in mony lorge ond medium size
concerns, It wos the committed concern of the
corporo le monogements for  growth through
positive efforts of humon resources which induced
l h e m  i o  o d o p t  o  s c i e n t i f i c  o p p r o o c h  f o r
developing iheir humon resources,

Perhops such o feeling wos not ordent enough

in the public sector due to which it look o long
time to understond the HRD philosophy.

In the insuronce industry olso, if wos only ofter
the new Government  took over  in  1991 ond mode
its intentions cleor on the economic ond industriol
po l icy which i 'e i lected ihe shope of  th ings to
come, ihot  th6. . , i r iJe of  HRD wos reol ised.  The
chonged econa-  J  ogic  seni  c leor  s ignols  of
opening-up of  ^s- . :^ :e industry ,  which meont
sliff competili3^ ":- :a'ocrote gionts Indion os
w e l l  o s  f o r e r g -  a . - : 3 - ' c n  w i i h  t h e s e  h i g h l y
profess ioncl  e . ' -  a :  , . , : :  -aass t - . le  in  obsence of
o  h i g h l y m o t i Y c - e : , ,  : 1 ' , - ' : :  - ^ - s  r Q D  p h i l o s o p h y
w o s  o d o p l e c  : :  :  : ' i : '  : : - t + : - + -  ^ 3  o t  t h e
P o t e n t i o l  l h r g c - s  : : : : :  : .  - - i  : - o n g e d
e c o n o m i c  e n v - a ^ - : - -  : - :  ' : '  -  : , , -  S c k e ,  T h e
repeoted re i terc- : -  : ' - - : : :  :  - : - -  I  threots in
the HRD l i ferotu|e a-a : - : :  : :  ' : -  : . : :  :or roborote
this notion.

T h u s  i l  c o n  w e  |  : e  : 9 .  , : :  - -  : '  s o m e t h i n g
w h i c h  h o s  b e e n  c c : 3 - s :  :  - -  : '  : ^  i m m i n e n t
d o n g e r ,  w i l l  b e  c b c i : : ^ : t r  : :  : - l  w h e n  t h e
d o n g e r  r e c e d e s .  ; f  : : -  , = ' .  : : r a  : ' r  w h i c h  o
o o s i t i v e ' e c h 1  c - i e  . ?  - : :  ' : : ' :  :  : - : l ) n i n o n l l y
o  n e g o t i v e  3 n e - c - e - c ^  . 3 ' : l '  -  3 e c o m e s
h o r d  t o  e x o e c i  c  c : : - , : ' 3 s - - : - -  a ' i h e  e n t i r e
e x e r c i s e .  1 . 1  i l e  r : - : c s c e 3 '  c i  L , ; o u l d  h o v e
expecled the pub|c seclor on which resled the
r e s p o n s i b i l i t y  o f  g o v e r n i n g  t h e  c o m m o n d i n g
helghts of our economy, to initiote HRD philosophy
in lnd io.

HRD phi losophy hos to move f rom top to
bottom, which suggests o comprehensive revomp
of personnel policies ond procedures ot the very
ouiset, os indicoled eorlier. A well designed HRD
system supported by integroted subsystem is on
c b s o l u t e  p r e r e q u i s i t e .  I n  o b s e n c e  o f  p r o p e r
iniegrotion the synergisiic benefits of subsystem
c o n n o t  b e  d e r i v e d .  T h u s  f o r  e x o m p l e ,  t h e
oulcome of seif-opproisol system ond KPA onolysjs
should serve os inpul for promotjon, lronsfer, role
onolysis elc.

But  despi te  the in t roduct ion of  vor ious HRD
subsyslem in the insuronce indusfry, hordly ony
moteriol chonge hos been witnessed in ihe brood
premise governing the policy fromework. This only
reveols ihe procedure-oriented opprooch wifh
which the industry  hos been funct ion ing s ince
notionolisollon. A procedure is merely a meons
10 on end ond not lhe end itself. Here by merely
trumpeting the hockneyed slogons of teom work
ond polpoble ottiiudes of work cu'ture through
h o u s e  m o g o z i n e s  o r  H R D  n e w s l e t t e r s ,  t h e
condilioning buili-up by lhe yeors of monotony
connot be broken. Similorly, the very setting-up
of  HRD commit tees ond quol i ly  c i rc les connot
jmprove the work environment or quolity of service
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r e m o r k a b l y  u n l e s s  s u p p o r t e d  b y  c o n c r e t e
motivoting foctors.

T h u s  o D o r t  f r o m  t h e  b o s e ,  i t  i s  o l s o  t h e
opprooch of  the industry  towords HRD which
needs to be reviewed. lt hos been observed thol
in public sector oll the HRD systems emphosise
more on quontity rother thon quoliiy. The HRD
philosophy of insuronce industry olso odvocotes
more work, more output, more devoluiion ond ot
times even more "socrifice", withoul ony specific
reference to quolitv of work. No doubt, quontity is
one of the vitol fqctors ot certqin levels, however,
os outlined eorlier the iwo cruciol oreos to be
otlended viz, customer service ond cosls, con only
be oddressed properly if quolity of work is given
the imDortonce it deserves,

Asking for more qnd more commitmen.ls from
the employees without any return commitments
is yei onother siriking feolure of the HRD exercise
in the insuronce industry. Asking for work or more
output is not unworronted, especiolly in ihe light
of ensuing competiiion In the industry. Bui it is lhe
obsence of return commitments which viololes the
very sp i r i t  o f  HRD concepl .  A growth or iented
enierprise sl"iould reolise thoi unless the employee
is provided with omple opportunities of ochieving
his personol cspirotions, he is never going to strive
for the developmenf of his enlerprise. This colls for
concrete return commitment from ihe enterprise
thot con moiivoie the employees to perform at
thei r  fu l l  potent lo l .  A heol thy work envi ronment
presupposes incentives for betier performonce
ond even disincentive for poor pertormonce. This
might prove to be o formidoble tosk keeping in
view the ticklish nqfure of industriol relotions in the
public sector.

However some concrete beginning hos to be
mode, ot leost by identifying the demotivoting
f o c t o r s  w h i c h ,  o s  o b s e r v e d  b y  M o l h o i r o
Commiltee, constroin economical functioning of
the orgonisotion ot vorious levels ond oitempting
to eliminote the some os soon os possible with o
view to improving productivity ond work culture

6.  CONCTUSION

lndio ofter so monv veors of notionolisotion, o
lorge section of the morkef siil l remoins untopped.
Increosing industriolisoiion ond consumerism in the

country under the liberolized economic scenorlo
hos ougmented this potentiol, Concelred efforts
in the oreos like morketing, customer service, tolol
quolity monogement ond product development
ore essent io l  to  moximise growth.  Using HRD
techniques in the righl eornest ond thereby giving
on impeius to the humon effort in these direc.lions
con provide the much needed bosis for sustoined
growrn.

Although o beginning hos been mode on the
HRD front, o lorge londscope still remoins to be
explored, The inherent weoknesses of the existing
systems wi l l  hove to be oddressed f i rs l  ond
rhopsody, for from being helpful, ore likely to hove
o negolive ef f ect. This colls for o complele review
of the progress mode so f oL in terms of concrete
o c h i e v e m e n t ,  H e r e  o  t e n d e n c y  o f  . t h e

monogemenls to buy iime is worth mentioning
Whl le  i t  is  obvious thol  such rodico l  chonges
connot  be in t roduced overn ight ,  lhe foc l  thot
much time hos olreody been lost should olso be
kept in viev/,

Since time immemoriol, the entire universe hos
been in o stote of flux, Chonge is inevilqble in oll
wolks of life. The concepls of power, knowledge
ond growth hove undergone o seo-chonge
Chonge is olwoys occomponled by resisionce to
chonge especiolly f rom ihose who f eor to lose.
Monogement of chonge thus involves the orduous
ef for ts  in  developing o s t ro iegic  leodership,
innovotive skills ond !mplementalion copobilities,

Viewing the cbove in the noiionol perspective,
l n d i o n s  h o v e  i n  t h e  p o s t .  e x h i b i t e d  g r e o i
copobi l i t ies to  usher  os wel l  os to  obsorb o
c h o n g e ,  i o  m o k e  o s  w e l l  o s  m e n d ,  t h r o u g h
evolution os well os revolution. Even todoy Indio
possesses o mommoth pool of highly diversified
monDower. Bui despite this Indion economy hos
nof been oble to move much f urther f rom ihe
fokeoff poini. Hence there is on urgent need 10
foster  ihese resources by prov id ing the r ight
direction to the creotive humon potentiol in order
lo counter the rising chollenges ond ochieve the
twin objectives of survivol for growth ond survivol
The fote of these os well os our overoll nolionol
obiectives will be decided bv the effectiveness
of our notionol HRD plons in the yeors 10 come

GIC shuns BCC

THE TOp bross of Generol Insuronce Corporotion is not impressed wilh the insuronce sub-committee of the Bombqy
chomber of Commerce, So much so lhot it hqs iurned down o request by lhe soid committee for o "sitt ing to discuss
the problems of the insuronce indusfry'. The reoson. sqy insiders, is the composition of the sub-committee lt is full of
rein;urqnce brokers qnd consultonls rother thon the insured corporole clients, These brokerc ore olwqys busy trying to
orob q slice of the reinsuronce business form GIC ond its foul subisidiqries ond hove in the post even tried to submil o
memo to the finqnce minislry insisting thot insuronce reforms should not ollow the entry of fofeign brokes, but only
foreign compqnies (thot could qdd to their business ond not spur compelit ion).
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