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Abstract

Rapid technological advancements have fundamentally transformed the nature of work in the service
sector, necessitating continuous employee adaptability and skill alignment. This study empirically
examines employee adaptability to technological change by analysing the influence of selected
demographic and occupational variables on perceptions of technological readiness, organisational
support, skill adequacy, and technology-related challenges. Using primary data collected from service
sector employees, the study adopts a quantitative research design and employs the Independent Samples
t-test to identify significant differences across demographic groups. The findings reveal that employee
adaptability to technological change varies significantly based on gender, marital status, family
structure, nature of service sector, and career progression status. Notable differences are observed in
technological skills, resistance to change, employee burnout, and perceived challenges in updating new
technologies. Employees working in the private service sector and those with higher career mobility
demonstrate greater technological readiness and adaptability, whereas government sector employees and
individuals with greater personal responsibilities report higher resistance to change and technology-
induced stress. The results further highlight the presence of persistent skill gaps and uneven access to
training and organisational support, which adversely affect employee performance and adaptability. The
study contributes to the existing literature by providing empirical evidence on the demographic
determinants of technological adaptability in the service sector. The findings offer practical implications
for policymakers and organisational leaders to design inclusive training programmes, targeted skill
development initiatives, and supportive change management strategies to enhance workforce
adaptability in a technologically evolving environment.

Keywords: Employee adaptability; Technological change; Service sector; Demographic factors; Skill
readiness; Employee burnout

Introduction

This analysis and interpretation of the primary data collected from employees working in the service
sector. The analysis aims to examine variations in employees’ perceptions regarding organizational
strengths, weaknesses, opportunities, threats, employee capabilities, adaptability, technological skills,
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organizational support, work environment, and technology-related challenges. To test whether
significant differences exist among respondents based on their demographic and occupational
characteristics, the Independent Samples t-test was employed. The variables considered for comparison
include gender, marital status, type of family, nature of service sector, expected post attainment, and
career progression aspirations.

Indian Authors’ Literature

Ashwini., (2014) in her study entitled “Quality of Work Life Evaluation among Service Sector
Employees”, found that the influence of quality of work life dimensions on the overall satisfaction of the
employees with the organisation Random sampling technique was used to collect opinions from 171
employees of different service sector companies. Eight qualities of work life factors were examined to
study the relationship with the overall satisfaction of the employees. Devika Chadha., (2018) in his
study entitled “A Study of Training and Development Practices in Service Sector in Relation to
Employee Engagement across Delhi and NCR”, found that the individual’s perception. The present
study investigates the relation between training and development practices on employee engagement in
service sector across Delhi and NCR regions. Antimbala Prajapat., (2019) in his study entitled
“Factors Affecting Quality of work life: An investigation on Managers in Selected Service Sector in
India” found that the concept of quality of work life. This study shows the factors of quality of work life.
The QWL of an individual is influenced by their direct experience of work and by the direct and indirect
factors that affect this experience. Ganapathy., (2020) in his study entitled “Technology adoption in
public sector banks — an employee centric study”, found that the Indian banks have recorded an
extraordinary growth in the recent years due to the advent of Technology. Banks, both Public and
Private have become competitive, Customer oriented and technologically updated. Elangovan., (2021)
in his study entitled “Transitional challenges in technology adoption among academic communities of
Indian higher education”, found that the significant commitment needed to implement modern online
technologies, the lack of necessary resources, and the obstacles that participants' home environments
presented for teaching and learning. Suman, & Punia, B. K. (2025) in their article entitled “The Role of
Employee Ambidexterity in the Relationship Between High-involvement HR Practices and Employee
Performance in the Indian Service Sector”, revealed that in an environment that is fast-moving and
intensely competitive, the service sector requires a workforce that will be both efficient with existing
competencies and effective in exploring new ways of doing work.

Foreign Authors’ Literature

Amir Manian., (2010) in his study entitled “Impacts of ICT application on the insurer and its customers
and major obstacles to be faced”, found that firms in any business and sector (whether an insurance
company or its customers) benefit from the positives impacts of ICT application and also may be unable
to make a complete use of ICTs due to certain barriers. Mohamad Ahmad Omar Al-Khattab., (2016)
in his study entitled “Understanding the Relationship Between Use of Innovative Technology and
Employee Performance: A Case of the Bank of Jordan”, found that the role of innovative technology and
work practices on employee performance within the Bank of Jordon. Quantitative methods aligned with
survey technique were used to gather data from managerial and non-managerial staffs of the bank.
Aliyar Fathima Nuskiya., (2019) in his study entitled “The Effect of Information Technology on
Employees’ Performance in the Banking Industry in Sri Lanka. Empirical Study Based on the Banks in
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Ampara District”, found that the effect of information technology on the performance of employees in
banking industry in Sri Lanka. The research evidenced that IT has a significant impact on employees’
performance. Mohammed Hassen Yimam., (2022) in his study entitled “Impact of training on
employees’ performance: A case study of Bahir Dar university, Ethiopia”, found that the study used a
quantitative approach and the cross-sectional survey was used to collect data from a sample population
of administrative employees of Bahir Dar University, Ethiopia who took training in 2019 chosen by
simple random sampling. Anam Ahmad et al., (2025) in the authors examined “Artificial Intelligence
and Organisational Performance: A Systematic Review of Service Employee Perspective”, revealed that
the paper aims to present a systematic literature review (SLR) on the effects of Artificial Intelligence
(AI) on the performance of organisations, especially from the employees’ standpoint in the service
sector.

Hypothesis

1. There is no significant difference in the opinions of employees regarding the factors affecting the
balance between skills and technology adaptability when classified by gender.

2. There is no significant difference in the opinions of employees regarding the factors affecting the
balance between skills and technology adaptability when classified by marital status.

Table 1.1
Demographic Profile Summary
Variables Category No. of | Percentage
respondents

Gender of the respondents Male 265 53.00%
Female 235 47.00%
Total 500 100.00%

Age of the respondents Below 25 years 205 41.00%
25 years - 35 years 175 35.00%
35 years - 45 years 75 15.00%
45 Years - 55 years 30 6.00%
Above 55 years 15 3.00%
Total 500 100.00%

Level of Education School Level 162 32.40%
Degree Level 197 39.40%
Technical Level 106 21.20%
Diploma /| 25 5.00%
Certificate Level
No education 10 2.00%
Total 500 100.00%

Marital Status Married 338 67.60%
Unmarried 162 32.40%
Total 500 100.00%

Type of Family Nuclear Family 292 58.40%
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Joint Family 208 41.60%
Total 500 100.00%
Number of Family members in your family | Three Members 192 38.40%
Four Members 154 30.80%
Five Members 75 15.00%
Above Five | 79 15.80%
members
Total 500 100.00%
Number of Income earners in your family One member 108 21.60%
Two members 215 43.00%
Three Members 146 29.20%
Above Three | 31 6.20%
Members
Total 500 100.00%
Number of dependents of your family - | One 135 27.00%
except your family members Two 177 35.40%
Three 139 27.80%
Above Three 49 9.80%
Total 500 100.00%
Nature of residence place Rural 181 36.20%
Urban 192 38.40%
Semi Urban 127 25.40%
Total 500 100.00%
Nature of Job of your spouse Government Job 134 26.80%
Private Job 208 41.60%
Business 100 20.00%
Unemployed 58 11.60%
Total 500 100.00%
Monthly Family Income Upto Rs.30000 152 30.40%
Rs.30000 - Rs.40000 | 212 42.40%
Rs.40000 - Rs.50000 | 92 18.40%
Above Rs.50000 44 8.80%
Total 500 100.00%

The data indicates a relatively balanced gender distribution among respondents, with a slight male
predominance (53%). The majority (76%) of respondents fall below 35 years of age, signifying a young
and dynamic workforce. A majority (60.6%) of respondents possess degree or technical-level education,
indicating a well-educated workforce. Two-thirds of the respondents are married, suggesting a mature
and stable workforce. A majority (58.4%) of respondents live in nuclear families, reflecting urbanization
and changing social patterns. Families with 3 to 4 members constitute 69.2% of respondents,
representing moderate-sized families, typical of middle-class urban settings. Families with two income
earners dominate (43%), suggesting dual-income stability. It learned that (27.80%) of the respondents
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are fits into a category of three dependents of their family - except their family members. The
distribution between urban (38.4%) and rural (36.2%) respondents is fairly balanced, showing good
geographical representation. Most spouses (41.6%) are employed in the private sector, indicating dual
exposure to corporate and professional work environments. A majority (72.8%) of respondents belong to
low to middle-income categories (below X40,000), indicating a socio-economic segment striving for

financial improvement through stable employment and skill growth.

Table 2.1
Job Details
Variables Category No. of | Percentage
respondents

Nature of service sector | Government service sector 279.00 55.80%
currently working Private service sector 221.00 44.20%

Total 500.00 100.00%
Type of the service sector | Commercial bank 106.00 21.20%
currently working Co-operative bank 36.00 7.20%

Small Finance bank 54.00 10.80%

NBFC 46.00 9.20%

LIC 72.00 14.40%

Educational Institutions 59.00 11.80%

Post office 81.00 16.20%

Courier Office 38.00 7.60%

Others 8.00 1.60%

Total 500.00 100.00%
Current role in the service | Entry Level 183.00 36.60%
sector Middle Level 229.00 45.80%

Senior Level 88.00 17.60%

Total 500.00 100.00%
Years of experience in | Below 6 years 165.00 33.00%
present service sector 6 years - 10 years 190.00 38.00%

11 years - 15 years 92.00 18.40%

Above 15 years 53.00 10.60%

Total 500.00 100.00%
Previous job details in the | No previous experience in | 216.00 43.20%
service sector service sector

Having previous experience | 158.00 31.60%

in the service sector

Having previous experience | 84.00 16.80%

in the same service sector

Having previous experience | 42.00 8.40%

in other than service sector

Total 500.00 100.00%
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Years of experience in | Upto 5 years 58.00 11.60%
previous job 5 years - 10 years 102.00 20.40%
10 years - 15 years 228.00 45.60%
Above 15 years 112.00 22.40%
Total 500.00 100.00%
Location of your working | Within the residential place | 214.00 42.80%
organisation Within the taluk 113.00 22.60%
Within the district 173.00 34.60%
Total 500.00 100.00%
Are you belonging to | Yes 328.00 65.60%
Virudhunagar District? No 172.00 34.40%
Total 500.00 100.00%
Have you got your | Yes 391.00 78.20%
expected post in the service | No 109.00 21.80%
sector? Total 500.00 100.00%
Are you trying/waiting for | Yes 376.00 75.20%
next level of your job? No 124.00 24.80%
Total 500.00 100.00%
Are you willing to work in | Yes 382.00 76.40%
the next level of your job? No 118.00 23.60%
Total 500.00 100.00%

Nature of Service Sector Currently Working is inferred that the majority (55.80%) of the respondents are
employed in the government service sector. Type of the Service Sector Currently Working is inferred
that the majority (21.20%) of the respondents are working in commercial banks. Current Role in the
Service Sector is inferred that the majority (45.80%) of the respondents are in middle-level positions.
Years of Experience in Present Service Sector is inferred that the majority (38.00%) of the respondents
have 6-10 years of experience in their present service sector. Previous Job Details in the Service Sector
is inferred that the majority (43.20%) of the respondents have no previous experience in the service
sector. Years of Experience in Previous Job is inferred that the majority (45.60%) of the respondents
have 10-15 years of previous job experience. Location of Working Organisation is inferred that the
majority (42.80%) of the respondents work within their residential place. Belonging to Virudhunagar
District is inferred that the majority (65.60%) of the respondents belong to Virudhunagar district. Got
Expected Post in Service Sector is inferred that the majority (78.20%) of the respondents have achieved
their expected job position. Trying/Waiting for Next Level of Job is inferred that the majority (75.20%)
are eager for job promotion or advancement. Willingness to Work in the Next Level is inferred that the
majority (76.40%) are positively inclined toward career progression.

3.1 Testing the Hypothesis: Gender-Based Differences in Employee Opinions on Balancing Skills
with Technology Adaptability

To test the hypothesis that “employees do not differ in their opinion on various factors affecting
balancing skills with technology adaptability when clustered under the gender category,” the researcher
employed the independent samples t-test. Prior to conducting the t-test, the normality of the data was
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assessed using the Shapiro—Wilk test and visual inspection of histograms, normal Q-Q plots, and
box plots, which indicated that the data for all relevant variables were approximately normally
distributed (p > 0.05). Additionally, the skewness and kurtosis values for these variables were within the
acceptable range of —1.91 to +1.93, further supporting the use of parametric testing.
The analysis was conducted on 500 employees of the service sector, with 265 males and 235 females.

Table 3.1

Gender-Based Differences in Employee Opinions on Balancing Skills with Technology

Adaptability

Group Statistics

Gender of theN Mean Std. Deviation|Std. Error]
respondents Mean
Male 55 7283 03799 6376
OPINION ABOUT STRENGTH Fermale 3 3537 1909 4038
OPINION ABOUT|Male i 8264 9191 5479
WEAKNESS Female 85 0043 9555 3885
OPINION ABOUT|Male 55 5434 9713 4897
OPPORTUNITIES Female 85 0553 8275 2497
Male 55 7019 5829 2815
OPINION ABOUT THREATS Female 85 6979 9592 3235
Employees  Capabilities andMale b5 8415 6589 2248
Performance Female 35 9021 2603 3431
Employees Readiness  forMale i 9358 1750 4408
Adaptability Female 85 9872 5743 2984
Technological Skills ofMale b5 8000 0428 3712
Employees Female 85 5574 2009 4045
Organisation Efforts Male b 4755 6438 3467
Female 85 5915 5771 3638
Training and Development Male S 0604 9491 3654
Female 85 6979 2549 4080
Technology Implementation andMale b5 8302 8357 4199
Change Management Female 85 8426 8766 5138
Work Environment andMale b5 7811 8809 3613
Infrastructure Female 35 0298 7435 2442
Technology overload Male i 6264 8821 4842
Female 85 7106 1734 5332
Resistance to Change Male 55 7849 4613 3355
Female 85 0681 0076 4571
Skills Gap Male i 5849 32622 8147
Female 85 6894 25119 8162
Employee Burnout Male i 9434 19048 7313
Female 85 6383 52788 9967
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Future Technology Male i 4264 57972 9704

Female 85 2128 27662 8328
Level of Knowledge on variousMale b5 0377 33374 8193
Technology Female 35 3660 02225 6668
Level of challenges in updatingMale b5 6868 19183 7321
of new technologies in job Female 85 7234 0717 4613

The Independent Samples t-test results indicate a statistically significant difference between male and
female employees with respect to organisational strengths, weaknesses, and opportunities (p < 0.01).
Female employees reported significantly higher mean scores for organisational strengths and
opportunities compared to male employees, indicating a more optimistic perception of organisational
capabilities and growth prospects.
However, no significant difference was observed between male and female employees regarding
organisational threats (p > 0.05), suggesting that both genders perceive external and internal threats in a
similar manner.
3.1.2 Gender and Organisational Support, Work Environment, and Resistance to Change
Significant differences were observed between genders with respect to organisational efforts, work
environment and infrastructure, and resistance to change (p < 0.05). Female employees reported
higher resistance to change and higher perceptions of work environment support, whereas male
employees perceived organisational efforts more positively.
No significant difference was found regarding training and development, technology overload, or skills
gap (p > 0.05).
3.1.2 Gender and Employee Capabilities, Readiness, and Technological Skills
The analysis reveals no significant gender difference in employee capability and readiness for
adaptability (p > 0.05). This indicates that both male and female employees perceive themselves as
equally capable and adaptable to changing work conditions.
Conversely, a highly significant difference was found in technological skills of employees (p < 0.01),
with male employees reporting higher technological skill levels than female employees. This finding
highlights a gender-based gap in technological competence that may require targeted training
interventions.
3.1.3 Gender and Organisational Support, Work Environment, and Resistance to Change
Significant differences were observed between genders with respect to organisational efforts, work
environment and infrastructure, and resistance to change (p < 0.05). Female employees reported
higher resistance to change and higher perceptions of work environment support, whereas male
employees perceived organisational efforts more positively.
No significant difference was found regarding training and development, technology overload, or skills
gap (p > 0.05).
3.1.4 Gender and Technology-related Stress and Knowledge Levels
A statistically significant difference was identified in employee burnout (p < 0.01), with female
employees experiencing higher burnout levels compared to male employees. Additionally, male
employees reported significantly higher levels of knowledge on various technologies, while female
employees perceived significantly higher challenges in updating new technologies (p < 0.01).

Table 4.1
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Marital Status-wise Differences in Employee Perceptions
Group Statistics
Marital Status |N Mean Std. Deviation | Std. Error
Mean
OPINION ABOUT | Married 338 3.7751 .95431 .05191
STRENGTH Unmarried 162 4.5370 .56983 04477
OPINION ABOUT | Married 338 3.9408 .90304 .04912
WEAKNESS Unmarried 162 3.8457 .36238 .02847
OPINION ABOUT | Married 338 3.6124 .73535 .04000
OPPORTUNITIES Unmarried 162 4.1420 36742 .02887
OPINION ABOUT | Married 338 3.7101 45441 .02472
THREATS Unmarried 162 3.6790 51865 .04075
Employees  Capabilities | Married 338 3.8314 .37499 .02040
and Performance Unmarried 162 3.9506 56615 .04448
Employees Readiness for | Married 338 1.9941 .67157 .03653
Adaptability Unmarried 162 1.8889 44582 .03503
Technological Skills of | Married 338 1.8314 .60998 .03318
Employees Unmarried 162 1.3827 53610 04212
Organisation Efforts Married_ 338 1.5237 .58241 .03168
Unmarried 162 1.5432 52395 .04117
Training and Development Married. 338 1.7337 .62594 .03405
Unmarried 162 1.5617 55662 .04373
Technology Married 338 1.8817 .70029 .03809
Implementation | Gmarried  |162 17407 |.79248 06226
Change Management
Work Environment and | Married 338 1.8817 .58989 .03209
Infrastructure Unmarried 162 1.9321 29754 .02338
Technology overload Married_ 338 3.6775 712236 .03929
Unmarried 162 3.6420 94978 .07462
Resistance to Change Married_ 338 3.7604 53258 .02897
Unmarried 162 4.2469 711420 .05611
Skills Gap Married. 338 2.6657 1.26024 .06855
Unmarried 162 2.5679 1.35535 .10649
Employee Burnout Married_ 338 2.0473 1.23168 .06699
Unmarried 162 2.7346 1.61050 12653
Future Technology Married_ 338 2.5266 1.57716 .08579
Unmarried 162 1.9074 1.01422 .07968
Level of Knowledge on|Married 338 3.8047 1.26481 .06880
various Technology Unmarried 162 2.0988 1.12680 .08853
Level of challenges in|Married 338 3.4260 1.18928 .06469
updating - of - new| . orried  |162 13827 |.48756 03831
technologies in job
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4.1.1 Marital Status and Organisational Factors

The analysis shows a significant difference between married and unmarried employees in their
perception of organisational strengths and opportunities (p < 0.01). Unmarried employees demonstrated
higher mean scores, suggesting greater optimism and openness toward organisational growth and
change.

No significant difference was observed regarding organisational weaknesses and threats (p > 0.05).

4.1.2 Marital Status and Employee Performance and Adaptability

Employee capabilities and performance significantly differed based on marital status (p < 0.05), with
unmarried employees reporting higher performance levels. Readiness for adaptability showed marginal
significance, indicating that unmarried employees may be more flexible toward role and technology
changes.

4.1.3 Marital Status and Technology-related Challenges

Highly significant differences were found in technological skills, resistance to change, employee
burnout, future technology perception, level of technological knowledge, and challenges in
updating technologies (p < 0.01). Married employees experienced higher burnout and greater difficulty
in updating new technologies, possibly due to work—life balance pressures.

5.1 Summary of Findings

1. Significant demographic differences exist in perceptions of technology adaptability and
organisational support.

2. Gender, marital status, and type of family influence technological competence and burnout levels.

3. Private sector employees demonstrate superior adaptability and technological readiness compared to
government employees.

4. Employee burnout and resistance to change are significantly influenced by personal and occupational
factors.

5. Technological knowledge gaps and challenges in updating skills remain critical issues across
demographic groups.

6.1 Conclusion

The empirical evidence derived from the Independent Samples t-test clearly demonstrates that employee
perceptions are significantly shaped by factors such as gender, marital status, family structure,
nature of service sector, and career progression status. The findings reveal that disparities in
technological skills, readiness for change, organisational support, and levels of burnout are not
merely individual-specific but are deeply embedded within the structural and contextual characteristics
of the workplace. Notably, employees in the private service sector and those with greater career mobility
exhibit higher levels of technological preparedness and adaptability, while employees facing role
stagnation or greater personal responsibilities experience heightened resistance to change and
technology-related stress. Furthermore, the analysis underscores the presence of systemic skill gaps and
challenges in continuous technological updating, highlighting the urgent need for structured training
mechanisms and supportive organisational policies. The observed variations in employee burnout and
resistance to change emphasise that technological transformation, if not managed inclusively, may
intensify workplace stress and reduce overall performance effectiveness. The insights generated here
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serve as a critical basis for the subsequent study, which focuses on drawing key findings, formulating
actionable suggestions, and proposing a comprehensive framework to balance employee skills with
technological adaptability in the service sector.
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