KeAi

" DIGITAL /
ECONOMY | |

KeAl Journal of Digital Economy

CHINESE ROOTS
GLOBAL IMPACT

EMPLOYEE ENGAGEMENT AND JOB PERFORMANCE IN E-COMMERCE
INDUSTRY IN INDIA

PRIYAL DUBEY
Research Scholar
Department Of Commerce
Rabindranath Tagore University, Bhopal, Madhya Pradesh, India.

Dr. MANALI UPADHYAY
Assistant Professor
Department Of Commerce
Rabindranath Tagore University, Bhopal, Madhya Pradesh, India.

Abstract

A key component of organisational success, especially in the fast-paced and cutthroat e-commerce
sector, is employee engagement. In this dynamic field, this research delves into the complex
connection between engaged workers and their productivity on the job, specifically looking at the
ways in which engaged workers impact business results. A highly trained, enthusiastic, and
dedicated staff is essential in the fast-paced, technologically advanced, and fiercely competitive e-
commerce industry. Customer satisfaction and overall organisational profitability are directly
impacted by engaged workers' increased productivity, inventiveness, and resilience.Work that
matters, strong lines of communication, backing from upper management, and room to advance
professionally are all factors that contribute to an engaged workforce, according to the studies. In
addition, the research emphasises how technology adoption and organisational culture play a part
in encouraging participation. This paper shows how top e-commerce companies have used
engagement tactics to boost operational efficiency, decrease absenteeism, and increase staff
retention by looking at case studies and real data. Job performance indicators including work
completion, inventiveness, and customer service quality are strongly correlated with engagement,
according to the data. Moreover, the e-commerce business demands agility and reactivity, which
are driven by motivated workers who are more aligned with organisational aims. Nevertheless,
difficulties like burnout, an imbalance between work and life, and the digital divide are seen as
possible obstacles to maintaining high levels of involvement. The implementation of personalised
engagement efforts, the use of digital tools for collaboration, and the promotion of an inclusive
workplace are all practical consequences for e-commerce organisations. According to the research,
if you want to succeed in the e-commerce market in the long run, you need to make employee
engagement a top priority, and not just because it's an HR endeavour. The effects of new
developments on productivity on the job, such as hybrid work models and engagement solutions
powered by artificial intelligence, need more investigation in the future. The ever-changing e-
commerce sector places a premium on creativity and responsiveness, making employee
engagement an essential factor in determining job effectiveness. With an emphasis on the
significance of intrinsic motivation, organisational support, and company culture, this research
investigates the connection between employee engagement and performance on the job in online
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retailers. Insights from theory and research show that engaged workers are more invested in the
company's success and provide better results in terms of creativity, dedication, and productivity.
The study delves into the elements that impact engagement, including open and honest
communication, appreciation, room for advancement, and harmony with the organization's
objectives. Additionally, it delves into the ways in which engagement acts as a go-between for
variables like leadership styles, collaboration, and job happiness in relation to performance
indicators like operational efficiency, customer satisfaction, and sales. Employee performance and
retention are both improved when companies provide a welcoming and supportive workplace for
all employees. Personalised approaches, such allowing for more leeway in scheduling, fostering
an environment conducive to teamwork via the use of technology, and instituting reward programs
to keep employees engaged, are emphasised in the report. In addition, it pinpoints problems
specific to online shopping, such heavy workloads and quick technology changes, and provides
solutions. This study adds to what is already known about employee engagement and offers useful
information to human resources experts and business leaders in the online retail sector. It promotes
an aggressive strategy for engagement, stressing its revolutionary power to gain an edge in a
dynamic, customer-focused market. In order to drive excellence in the e-commerce environment,
the research emphasises the importance of employee engagement by connecting it to
organisational objectives.

Key words : Employee Engagement, Job Performance, E-commerce Industry, Organizational
Success, Workplace Motivation, Employee Retention

Introduction

Businesses now have more options than ever before to grow and develop thanks to the e-commerce
sector, which has completely transformed the way people shop online. But with more and more
businesses offering online shopping, the capacity of online retailers to keep their employees
engaged and productive is now more important than ever. A crucial factor in job performance and
organisational results is employee engagement, which is the mental and emotional investment that
workers have in their company and its objectives. Achieving operational efficiency, providing
better customer experiences, and encouraging long-term development in the fast-paced, consumer-
centric e-commerce world are all made possible by engaged personnel. Several factors contribute
to what is known as employee engagement, such as intrinsic drive, job happiness, organisational
value alignment, and commitment. Staff members that are invested in their work are more likely
to take the initiative, persevere through adversity, and come up with creative solutions to problems.
This is especially important in the e-commerce industry, as new technologies and changing
customer tastes call for constant tweaks and upgrades. An employee's degree of engagement has a
direct correlation to their job performance, which is an important indicator of their contribution to
the success of the organisation. When workers are enthusiastic about what they're doing, they put
more effort into meeting their objectives. High-performing personnel have a multiplicative effect
on productivity, customer happiness, collaboration, and retention. The connection between
engagement and performance is crucial for the e-commerce sector, which places a premium on
client retention and operational efficiency. Problems with employee engagement are more
prevalent in the ever-changing e-commerce industry. Workplace stress and burnout may have a
detrimental effect on productivity due to factors including long work hours, heavy workloads, and
the expectation of ongoing innovation. In response to these threats, businesses could do things like
foster a positive work atmosphere, provide chances for employees to advance in their careers, and
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publicly acknowledge their employees' efforts. By facilitating easy methods of communication,
cooperation, and feedback, technology may also play an important role in encouraging
participation. Leadership is a key factor in influencing employee engagement and performance,
according to many studies. Leaders who are good at what they do build trust, communicate
expectations clearly, and give their staff the authority they need to succeed. Leadership in the e-
commerce sector that promotes diversity, creativity, and constant development may do wonders
for employee engagement. Furthermore, companies that care about their workers' health and
happiness by providing them with strong support systems and flexible work arrangements are more
likely to hold on to their best employees and be successful in the long run. In this study, we look
at the e-commerce business to see how employee engagement affects performance on the job. We
take a look at what drives engagement and how it affects performance results. It delves at how
technical developments, leadership styles, and company culture impact engagement levels. In
addition, it offers practical advice for creating an inspired and productive staff and finds solutions
to problems specific to the online retail industry. If e-commerce businesses want to boost employee
happiness and output, they need to know how engagement relates to performance. Results will
help fill gaps in our understanding of workforce management in the e-commerce industry and
provide managers and HR experts with actionable advice for fostering a positive and stimulating
workplace. To sum up, e-commerce companies that want to stay ahead of the competition must
prioritise employee engagement as a strategic need, not just an HR endeavour. Companies may
achieve sustainable success in a dynamic sector by investing in their workers and making
engagement a top priority. This will allow them to reach their full potential and drive innovation.
In recent years, the e-commerce sector has grown at an exponential pace, changing the way
companies do business and communicate with consumers. In today's fast-paced business world,
when technology is always evolving and customer needs are always changing, keeping employees
engaged is key to long-term success. The term "employee engagement" describes the level of
dedication and enthusiasm that workers have for their company and its objectives. In a fast-paced
and competitive field like e-commerce, having engaged workers is crucial to organisational
success since they are motivated, productive, and committed to the company's goal. Key
performance indicators (KPIs) include customer happiness, sales, delivery efficiency, and overall
operational excellence are directly impacted by job performance in the e-commerce industry.
Employees are under tremendous pressure to maintain a high level of performance in the face of
severe competition, high consumer expectations, and a rapid pace of innovation in the sector.
Therefore, in order to improve work performance and stay ahead of the competition, it is crucial
to understand and encourage employee involvement. Engaged workers are more loyal to their
companies, happier in their jobs, and more likely to go the additional mile, according to research.
Benefits like higher productivity, lower attrition rates, and better customer experiences are a direct
result of these characteristics. Encouraging employee engagement is crucial for e-commerce
organisations since human resources are the backbone of the company when it comes to managing
operations, providing quality services, and driving innovation. Engaged employees in the e-
commerce sector are the result of a number of things. When it comes to creating a positive work
environment where people feel appreciated and inspired, leadership is crucial. Key drivers of
engagement include opportunity for professional progress, transparent communication, and
appreciation of successes. In addition, workers are more likely to give their all in a positive work
atmosphere that values communication, teamwork, and diversity. Providing work schedule
flexibility, using technology for smooth communication, and proactively resolving workplace
difficulties are crucial in the e-commerce setting for sustaining high engagement levels. The e-
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commerce business has its own set of problems that could go in the way of employees'
productivity, even while involvement has its advantages. Employees often experience burnout and
disengagement due to heavy workloads, fast technology developments, and the pressure to achieve
strict deadlines. Additionally, new challenges in encouraging involvement have emerged as a
result of the industry's heavy use of remote and hybrid work structures. Companies may only
overcome these obstacles by responding to their employees' unique wants and demands via the use
of individualised methods. Due to the cutthroat nature of online retail, businesses in this sector
must constantly innovate to stay ahead of the competition. This can only be accomplished with an
enthusiastic and committed staff that shares the company's vision. When workers are invested in
their work, they are more inclined to accept change, learn how to use new technology, and come
up with creative solutions that help the company succeed. In fact, disengaged workers are more
likely to fight change, which in turn reduces productivity and causes chances to pass by. Therefore,
in order to be adaptable and competitive in this dynamic market, it is crucial for organisations to
foster a culture of participation. Within the context of the e-commerce industry, this research
delves into the complex connection between employee engagement and work effectiveness. It
takes a look at what motivates people to become involved, how that involvement affects
performance, and the difficulties businesses have when trying to keep engagement levels high.
Drawing on real-world case studies and industry trends, the report also presents practical ideas and
best practices for increasing engagement. Companies should integrate their HR procedures,
leadership styles, and workplace rules with employee expectations, as the results highlight the need
of a holistic approach to engagement. Improved performance, better retention rates, and
organisational resilience may be achieved by e-commerce businesses that prioritise engagement
and tap into the full potential of their staff. Investing in employee engagement is crucial for
creating sustainable development and long-term success in the ever-changing e-commerce
business. Companies can foster a motivated and high-performing staff that can adapt to a dynamic
marketplace by identifying and addressing the elements that impact engagement. Improved job
performance and a vibrant work environment that attracts and maintains top talent may be achieved
by e-commerce organisations via strategic initiatives and a commitment to employee well-being.

Review of Literature

Researchers in many fields have looked at how engaged workers are more productive, and the e-
commerce industry is no exception. Theoretical foundations, empirical data, and industry-specific
insights into the relationship between employee engagement and work performance in the e-
commerce area are explored in this literature review. In his 1990 definition of employee
engagement as "the harnessing of organisational members' selves to their work roles," Kahn
popularised the term. When workers are fully absorbed in what they're doing, they show it
physically, mentally, and emotionally. According to this idea, engagement is driven by a
combination of individual and group dynamics.
Another important paradigm is the Job Demands-Resources (JD-R) model, which was developed
by Bakker and Demerouti in 2007. It shows how the demands and resources of a job affect
engagement and, by extension, performance. Organisations in the e-commerce business must
provide sufficient resources, such as training, technology, and support, to keep engagement levels
high due to the high demands of the industry, which include complicated processes and tight
deadlines. Research shows that when employees are invested in their work, it boosts the company's
productivity. A meta-analysis by Harter, Schmidt, and Hayes (2002) found that engaged workers
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can boost profitability, customer happiness, and productivity. Given the importance of operational
efficiency and consumer experience to the success of the e-commerce business, these results are
important. In order to encourage participation from workers, leadership is crucial. Schaufeli and
Bakker (2004) found that leaders with a transformational style of leadership one that prioritises
vision, motivation, and support had far higher levels of engagement. Leaders at e-commerce
companies may inspire their teams to greatness by setting a good example via their
communication, feedback, and recognition of workers' efforts. Employee engagement is greatly
influenced by the culture of the workplace. Albrecht et al. (2015) found that when people feel
welcome and valued, they are more likely to participate actively. An inventive, collaborative, and
fast-paced work environment is essential in the e-commerce business. Organisational success and
employee engagement are fostered by cultural norms that prioritise customer obsession and
continual development, as seen in companies such as Alibaba and Amazon.
Employee engagement and job satisfaction are interdependent, with job satisfaction mediating the
relationship between workplace characteristics and performance on the job. Workers who report
high levels of job satisfaction are more invested in their work and produce better results, according
to studies cited by Judge et al. (2001). It is essential to boost work satisfaction via rewards,
recognition, and possibilities for advancement in the e-commerce business to retain engagement,
since job tasks can include high stress and repetition. Participation in the e-commerce sector is
impacted by the pros and cons of technology adoption. Although technological advancements
make many tasks easier and faster, they also increase the likelihood that employees, particularly
those working remotely or in hybrid environments, may feel lonely and isolated. According to
research conducted by Spreitzer et al. (2017), it is recommended to use technology in order to
improve cooperation, facilitate smooth communication, and create possibilities for professional
growth in order to maintain engagement levels. Employee engagement is affected by the specific
difficulties that the e-commerce business brings. Maslach and Leiter (2008) pointed out that there
are a lot of problems, such as high turnover rates, pressure to fulfil short deadlines, and burnout.
Individualised approaches, including health programs, flexible work schedules, and practical
workload management, are necessary to overcome these obstacles. The highly competitive nature
of the e-commerce business makes employee retention a major problem. Saks (2006) found that
engaged workers stayed put longer than disengaged ones. Competitive perks, a strong sense of
community, and room for professional growth are all part of an engagement-based retention
strategy. Employee engagement must be closely tied to client happiness in the e-commerce
business. Parasuraman et al. (1988) found that when workers are enthusiastic about their work,
they are more inclined to go above and beyond for customers. This, in turn, affects both customer
loyalty and the company's reputation. Evidence from the real world shows how involvement
affects productivity on the work. Zappos and similar companies are well-known for their
employee-centric practices that put an emphasis on involvement via programs that promote health
and flexible work hours. Staff morale has increased, output has risen, and customers have had a
better experience as a result of these practices.
Research on employee engagement is showing that sustainability, technological integration, and
personalisation are becoming more important. The importance of personalised engagement
methods that are customised to individual tastes will grow in the e-commerce business, according
to research by Verhoef et al. (2010), as more and more organisations use Al-driven solutions to
engage their employees. In order to make decisions based on evidence, it is crucial to measure
employee engagement and how it affects performance. Popular metrics used by e-commerce
enterprises to evaluate engagement and pinpoint development opportunities include Gallup's
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engagement survey and the Net Promoter Score (NPS). Metrics may be used to provide actionable
insights for improving engagement, according to research by Bailey et al. (2017).

Study of Objectives

In order to better understand the complex link between employee engagement and its effect on
work performance, this research sets out to examine the e-commerce industry. The goals are
structured to provide a thorough knowledge of how engagement promotes performance and adds
to the success of organisations, with an emphasis on the specific features and difficulties of the e-
commerce industry. The following are the primary aims of the research:

1. To Analyze the Concept of Employee Engagement in the E-commerce Industry
2. To Examine the Impact of Employee Engagement on Job Performance

3. To Identify Factors Driving Employee Engagement

4. To Assess the Challenges to Employee Engagement in the E-commerce Industry

Research and Methodology

The e-commerce industry's drivers of employee engagement, the obstacles that hinder
engagement, and the correlation between engagement and work performance are all investigated
using a quantitative research approach. The research is based on survey responses from 81 workers
from different online retailers.E-commerce company workers are the intended participants. To
guarantee variety in terms of demographics, experience, and positions, a stratified random
sampling approach was used to pick 81 respondents. A structured questionnaire was used to gather
data that was tailored to the study's aims. The survey was divided into four parts: First, the
demographics: age, gender, level of education, years of experience, and occupation.: The use of
frequency distributions to synthesise demographic data and important variables is an example of
descriptive statistics. One way to compare groups based on involvement and performance on the
job is to use analysis of variance (ANOVA). Examining the questionnaire's consistency is the
purpose of reliability analysis. Statistical Software: SPSS was used to analyse the data.

Table 1: Demographic Characteristics of Respondents

‘ Variable H Categories H Frequency H Percentage |
Gender Male l46 156.79% |
| |Female 135 143.21% |
Age 120-30 la1 150.62% |
| 131-40 130 137.04% |
| 141-50 10 112.35% |
‘Education Level ”Bachelor’s Degree H53 H65.43% |
‘ HMaster’s Degree H28 H34.57% |
Experience (years) 1-5 38 46.91%
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| l6-10 130 137.04% |
| 11+ 13 116.05% |
Gender Distribution Age Distribution
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Frequency
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Male Female
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Education Level Distribution Experience Distribution

w
5 3

Frequency
w
o
Frequency

N
o

-
o

1-5 6-10 11+
Experience (years)

0

Bachelor’s Degree Master’s Degree
Education Level

The sample is evenly split between men and women, with most participants being between the
ages of 20 and 30 and holding a Bachelor's degree. Those who have worked in e-commerce for
one year or more make up the majority of the respondents.

Table 2: Employee Engagement Levels

|Engagement Level ||Frequency HPercentage |
Highly Engaged 29 135.80% |
|M0derately Engaged ||37 H45.68% |
|Low Engagement || 15 H 18.52% |
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Employee Engagement Levels

Low Engagement

18.5%

45.7%
Moderately Engaged
35.8%

The percentage of workers who are highly engaged, moderately engaged, and low-engagement is
shown in this pie chart, which also provides a visual representation of the range of engagement
levels. Results show that whereas 35.80% of respondents are very engaged, 45.68 % are just
somewhat so. Only a tiny fraction (18.52%) shows no interest whatsoever.

Table 3: ANOVA Results for Engagement and Job Performance

|Source of Variation

HSum of Squares H df HMean Square” F Hp—value‘

IBetween Groups | 1245 || 2 ]| 623 [4.87]0.012]
\Within Groups | 9921 |78 127 | | |
Total | 11166 | 80 | Il |

A statistically significant correlation between the levels of employee engagement and work
performance was found in the ANOVA findings (o = 0.05, p = 0.012). When workers are
enthusiastic about what they're doing, they're much more productive.
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ANOVA Results: Engagement and Job Performance
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The analysis of variance (ANOVA) findings for employee engagement and job performance are
shown in the bar chart below. "Sum of Squares" and "Mean Square" are compared across "Between
Groups" and "Within Groups."

Table 4: Factors Driving Engagement

‘Factor ”Mean ScoreHStandard Deviation|
‘Leadership Support H4.2 HO.SI |
‘Recognition and Rewards H4.1 HO.SS |
‘Work-Life Balance H3.9 HO.92 |
‘Professional Growth H4.3 HO.78 |
‘Technology Support H3.8 HO.87 |

Professional advancement and leadership support were ranked as the top two variables driving
engagement, with a mean rating of 4.3 and 4.2, respectively, according to the analysis. In addition
to a healthy work-life balance, other important factors that boost engagement include incentives
and recognition.
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Factors Driving Engagement

Mean Score

Factors

The variables that influence employee engagement are shown in this bar chart. The error bars
show the standard deviations from the mean scores.

Table 5: Challenges to Engagement

|Challenge ||Frequency HPercentage ‘
High Workload 42 51.85% |
|Lack of Work-Life Balance ||37 H45 .68% ‘
|Inadequate Recognition ||30 H37.04% ‘
|Limited Growth Opportunities ||25 ”30.86% ‘
[Technological Complexity 18 22.22% |
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Challenges to Employee Engagement

Challenges

High workload (51.85% of the time) and lack of work-life balance (45.68% of the time) are the
two most often mentioned difficulties, according to the analysis. If we want to encourage more
participation, we must solve these problems. Employee engagement is a key factor in improving
work performance in the e-commerce business, according to the report. E-commerce organisations
may get practical insights from the ANOVA findings, which further demonstrate the favourable
influence of engagement on performance.

Findings

1.

A typically favourable work environment is indicated by the moderate to high levels of
engagement among most workers in the e-commerce business. But there are a lot of people
that aren't really invested, so we need to find out why and help them out.

Productivity, quality of work, and customer service are three measures of job performance
that are positively correlated with higher levels of employee engagement. Worker
engagement increases the likelihood that workers will go above and above and contribute
to the organization's objectives.

The most important things that may encourage participation are encouragement from
leadership and chances for professional development.

The importance of work-life balance, technical support, recognition and awards, and
overall engagement levels cannot be overstated.

Employees in the e-commerce business have a heavy workload and struggle to maintain a
work-life balance.
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6. Disengagement is worsened by a lack of opportunity for advancement and inadequate

acknowledgement.
Sugessions
1. To encourage encouraging and motivating management techniques, leadership training
should be provided.

2. To foster alignment and trust, leaders should encourage open communication with their
staff. Provide chances for professional growth, skill seminars, and ongoing training.

3. To encourage excellent performance, provide monetary and non-monetary incentives.
Encourage alternative work schedules and locations, as well as remote work.

4. Promote the emotional and physical well-being of your staff by instituting wellness
programs and campaigns. Reduce unnecessary effort by optimising process and allocating
resources.

5. To avoid burnout, it's important to set reasonable goals and encourage frequent pauses.
Simplify and expedite processes with the help of efficient and user-friendly technologies.

Conclusion

In the fast-paced world of online shopping, employee engagement is more important than ever
before for companies to succeed. A motivated staff has the power to change an organisation, and
this research has shown how involvement affects performance on the job. In addition to increasing
output and efficiency, an engaged workforce helps create an optimistic company culture that
supports long-term objectives.The results show that chances for professional development and
backing from upper management are critical in getting people involved. Staff members that
experience positive reinforcement are more inclined to go above and beyond in their work and
have a positive impact on the company's performance. Satisfied and productive employees are the
result of an engaged workforce that receives appropriate recognition and incentives, has a healthy
work-life balance, and makes good use of technology.Nevertheless, the report also highlights
major obstacles that might impede involvement, such as excessive workloads and an inadequate
work-life balance. Sustaining engagement and keeping top personnel requires addressing these
difficulties via deliberate interventions including workload management, wellness initiatives, and
flexible work arrangements.Adaptability and creativity are crucial in the fast-paced, tech-driven e-
commerce market. Employees who are invested in their work are more likely to welcome change,
make good use of technology, and spearhead new ideas. Engaged customers are more likely to be
satisfied and loyal, which in turn gives businesses an edge in the market. Better performance
indicators are an added bonus.The study's practical suggestions include better leadership
techniques, more chances for professional growth, stronger recognition systems, and the
promotion of a good work-life balance. In order to foster development and resilience over the long
term, e-commerce organisations may benefit from these techniques and cultivate an engaged
culture. Researchers should look at how new technology like Al and automation affect workers'
motivation and productivity in the workplace in the future. Organisations adjusting to new work
paradigms may benefit greatly from research on the impact of remote and hybrid work models on
engagement levels. As a conclusion, the e-commerce business must prioritise employee
engagement as a strategic goal, rather than just a human resource indicator. Unlocking human
potential, driving performance, and achieving sustainable success in an increasingly competitive
market are all possible when organisations invest in their staff and tackle engagement concerns.
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