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ABSTRACT 

The service sector is a division of the economy, which includes employee and employer of business 

who produce service rather than goods. The service sector is a major and vital force which covers 

a variety of activities from the primitive information technology to the services of the barber and 

the plumber. It is evident that when the country started to develop the expansion of output in 

manufacturing goods, it had to pave the way for service sector. Once the goods are manufactured, 

the manufacturing sector takes the back seat, giving way to the service sector in terms of output 

and employment (India Budget, 2012-13).This comprises of hospital, retail, education, 

information technology, utilities, transport services and so on (UK essay, 2015). In the worldwide 

trend, Indian service sector has gained a significant growth. It serves as the major contributor to 

the economic development and creating employment opportunities. The Indian service sector 

economy has also contributed to the world economic growth. The paper attempted to analyses the 

trend in service sector employment in varies industries. 
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INTRODUCTION 

Service sector is considered as tertiary sector, which involves production of services. This tertiary 

sector is the fastest growing sector compared to the other sector in the whole world. It makes an 

unswerving and a momentous contribution towards employment opportunities. As a routine, all 

countries undergo a drastic structural change, and today India, has oblique moved from agriculture 

to industrial sector and then to service sector ultimately. Trade and foreign direct investment flow 

are established in India through service sector contribution. Most importantly, the increasing 

noteworthy growth was found in communication, software and financial services. As per the 

Economic survey for the year 2013- 2014 India has the second largest growing service sector at 

the annual growth of 9 % every year and contribute 44% share in employment as per the survey 

for 2012.The Economic survey for 2017-18 states that service sector continues to contribute 55.2 

per cent of economic growth for the nation. 

Growth of service sector in India 

The Indian economy is growing faster (World Economic Outlook, 2012). 

The economic history clearly indicates the significance of the service sector as the developing 
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countries have consistently experienced a move from agriculture to the industry and to the service 

sector. The service is the fastest growing sector in India, contributing significantly to GDP, 

employment, trade and investment. Globalization and consequent compulsion of competition pose 

a serious challenge to the service sector. After India got independence, GDP grew at four per cent 

average. Service sector started to grow in the mid 1980s and increased during 1990s as the country 

was facing severe balance of payment crisis (Arpita Mukherjee, 2012).The studies show that 

liberalization is the main cause of growth of the service sector in India (Chanda, 2002). The 

economic growth of India has changed the demand pattern of the people; the essential became non-

compulsory utilization like education and health.  

Accessibility to skilled manpower, low cost and educated workers has been the reason for the 

development of information technology sector. Labour productivity in services is the highest and it 

has increased over time. Developed countries have started outsourcing to developing nations like 

India, which has created employment opportunities. This has given a major boost to the Services 

Sector in India, which, in its turn, has made the sector contribute more to the India GDP.  

Employment in service sector 

It is being stated that creation of employment in the service sector is not proportionate to the 

revenue growth of the sector(Bosworth and Maertens, 2010). Based on the NSSO report, it finds 

that the total employment during the period 1993-94 is 63% in agricultural sector and 21% in the 

service sector. But later, it was found that agricultural employment had gone down while service 

sector employment had gone up. In the service sector, retail industry employment has risen in 

recent years. Significant changes in employment are also taking place in communication, transport 

service, and storage industries. Notably, employment in public administration has gone down. 

There is development in employment in the manufacturing sector, which is a significant 

perspective. The skill oriented labour demand in India seems to be competitive and hence, there is 

greater demand for outsourcing to India, where service sector jobs are on hike (Ministry of 

Finance, 2007). 

CARE ratings report that the service sector is leading in providing new job openings. The service 

sector created about 60% of whole employment in the year 2017. The service sector has been 

reported as the dominating field since the growth rate of employment has gone up by 3.7%. The 

report further claimed that Information Technology is the top most industry. Labour productivity is 

found to be higher in the service sector (Bosworth et al., 2007 & Bosworth and Maertens, 2010). 

Bosworht and Maertens (2010) in their report stated that the labour productivity factor of the 

service sector is higher. 

OUTLINE ON PROBLEMS OF EMPLOYEES & HR CHALLENGES IN SELECTED 

SERVICE INDUSTRIES 

Hotel: When it comes to hospitality industry the most important part is sustaining the interest of 

the customer. The Indian hotel industry experiences a high rate of attrition(business wire,2020). 

Employee retention is considerably low due to low wages, long working hours, and tiring work 

schedule(Grace Dean,2021).Lalit K.Panwar, MD, ITDC Ltd says that there is a requirement of 

150,000 in a year, but the supply is only 50,000. The hotel industry is also facing shortage of 

skilled employees, which affects the industry standards. As per the study conducted by the 

Ministry of Tourism skilled manpower supply is only 8.92 percent compared to the actual 

requirement. As the attrition rate has risen to 25 to 35 percent in different level of employment, it 

is not a beneficial factor for the cost of hiring, cost spent towards training and problem in customer 

service go in vain (Gaurav Kashyap, 2014). 

Hospital: Hospital industries in India became a business where the medical, para-medical and 

blue collar workers are coerced to fulfil the given task by the management. In most of the cases, 

freshers are being employed at a low salary with long hours of tiring working schedules. 

Sometimes, the nurses spend about 12 hours per day at work. 
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The reward is not linked to the performance of the employee and hence there are no systematic 

reward systems except promotion or salary increment. There is as no equity the employee who 

spends the whole day at work get the same salary as the employee who works for three hours in a 

day. Because of the above issues, the employee gives a low level of performance. Lack of 

advancement at a job is also a significant perspective which affects the employees’ working health 

care system. Career builder survey says that nurses are being overloaded with work which leads to 

depression. Shortage of worker and absenteeism issues becomes daily routine and hence current 

working staff is overloaded (Becker’s Hospital Review, 2011)(Marjolein Dieleman and Jan 

Willem Harnmeijer,2006). 

Retail Industry: India became a hub for retail market as the trend of consumerism is growing 

tremendously. According to the Global Retail Development Index 2017, India takes the first 

position amid thirty developing countries in the world subsequently 2019 India falls to Second  

position but found to maintain to be the stable retail leader(Kearney,2019).The growth had created 

enormous employment opportunities, it is been estimated that the sector could generate about 25 

million jobs by 2030 (IANS,2021) (Manish Mohan,2016).The situation of employeesat retail 

sector remains in a pathetic situation with low pay scale and over work load (Menaka 

Roa,2015).In most of the retail unit except those in the managerial category all other employees 

have no knowledge of workers participation in management, employee and employer relation, 

demand of salary, legislations which cover them, and so on. Unionization of employee in the retail 

sector is impracticable for them. In the malls of Coimbatore district young women are employed 

with a low salary, long hours of work and overburdened. There is no question of employee 

engagement, training and development or adequate labour welfare measures. On daily basis 

labourers are recruited as there is always a change in labour turnover. In most of the cases, the 

employees working in the retail sector are from lower economic backgrounds, which is another 

beneficial factor for the organization to get the expected work done without any disagreement or 

hindrance. The situation of employees working in unorganized retail units is even worse than 

those employed in organized retail units.  

Information Technology: Information Technology (IT) is a flourishing domain and has displayed 

tremendous growth in expansion and employment due to globalization and liberalized government 

policies. The IT employees work on a target basis to produce services efficiently, but are in 

constant stress to complete the task on time. They are highly paid but they suffer from severe 

health issues and psychological stress as well as depression due to overstrain. The consequential 

health issues are diabetes, heart problem, insomnia, sexual dysfunction, hypertension and such 

others (Padma and et al., 2015). There is always an imbalance between the demand and supply of 

employees as there is a shortage of qualified employee in the job. This is because of so many 

reasons like lack of qualified employees, fluency in English, lack of skills and depraved quality of 

education.  But every year IT sector absorbs computer science, engineering and diploma graduates 

for low level employment. 

Communication: The telecommunication industry has also experienced a massive development as 

because every Indian, educated or illiterate, uses the telephone and internet. The industry is suffering 

from exorbitant debt of Rs. 8 lakhs crore and hence the industry might go for downsizing of 1,50,000 

workers (Economic Times, October, 2017). Centre for Monitoring Indian Economy (CMIE) reported 

that telecommunication industry had lost 1.5 million jobs in 2017. The conflict of price hostilities 

between telecommunication industries proved favourable to the customers. The growing tension on 

sustaining the market made the companies either laid off or merge with another industry. Such 

problems have become a serious issue to the telecom employees either directly or indirectly. Further, 

the companies have started to downsize those who do sales, data entry operators and customer care 

executive as a cost cutting measure. In general, those who occupy managerial position are given 

comfortable offices, but the customer service representatives are bound needed to work in shifts and 

sometimes work overtime (Dhruv Murkerjee, 2017). 
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Educational Institution: Both schools and colleges are considered as educational institutions. 

Here a significant role is played by teachers. Like other business education has also become a 

great business in India. Once when it's commercialized, the teachers are treated as an employee of 

an organization. The teachers working in self-financing institutions work excessively with a low 

salary, job insecurity, lack of job satisfaction and sometimes work overtime. They are assigned 

more administrative work rather than teaching which could be the major cause for the decline of 

quality in teaching. Management prefers teachers with low qualification and experience for the 

sake of providing low salaries and this might be because of the low quality ofteachers.  

The mushroom growth of schools and colleges in India has created new employment 

opportunities, but the quality enhancement in education and teachers working condition is alone 

considered by the management. The non-teaching, clerical and administrative employees’ situation 

is more pathetic than the teaching staff. 

Real Estate:Real estate is a booming sector, which is expected to grow at 30 per cent in the next 

decade. Sale of houses and demand for office space in urban and semi urban areas is increasing. 

Complementary to this growth, the construction field is also booming and it is ranked as a major 

sector among various sectors (Cushman and Wakefield, 2018).  The market size of real estate in 

India is expected to grow to about 180 billion by 2020 (Indian Brand Equity Foundation). Like 

other service industries, real estate includes engineers, marketing and sales executive, clerical 

workers, data entry & front office executives, finance, construction labours and so on.  This field 

has diversification of employment opportunities. The employee situation in real estate differs 

according to the organization. In the case of well known or larger organizations, the employees are 

paid enough, but in smaller organizations the employees are paid based on the sales. Hence the 

marketing plays a very important role. Fluctuation in sales is the market trend of real estate which 

ultimately affects the growth of the employee’s working conditions, pay and so on. 

CONCLUSION: 

As the service sector is termed as a significant contributor to our national growth, enhancing the 

productivity of the employee is simultaneously essential. The working atmosphere in the service 

sector pervades with a lack of job satisfaction and job motivation and therefore may lead to higher 

attrition. When the organization does not concentrate on providing quality of work life, it 

ultimately results in lower productivity, imbalance of work and life and job stress. Unorganized 

employee needs to be organized to escalate the national growth.  
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