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ABSTRACT
Soft skills in this study refer to a combination of three components such as self management skills, interpersonal skills technology skills. This paper examines role of soft skills that executives frequently resort to at work in improving the individual performance and interpersonal relations at work. The generic skills namely, self management skills, interpersonal skills and technology skills that are that demanded by executive positions in organizations are compared with the executive performance at work. The association between the levels of generic skill proficiency and various dimensions of interpersonal skills at work are examined.  Based on empirical evidence, the paper establishes significant association between soft skills and executive performance and human relations at work.
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INTRODUCTION:
In the context of this paper, the concept of “soft skills” refers to a combination of three components, notably self-management skills, interpersonal skills, and technology skills. Self-management skills consist of the skill sets involved in managing one’s intra-personal components for a better personal effectiveness and individual performance. Interpersonal skills are mainly those needed to interact with individuals and to influence people’s behavior and performance. Finally, soft skills also include technical skills which are now regarded as essential, although generic, such as the capability of handling technical devices, computers, mobile phones, presentation tools and so on. This paper aims to examine role of soft skills (generic competencies) in improving the executive performance and interpersonal relationship at work.

SCOPE AND METHODOLOGY
This paper is based on a study that is both empirical and analytical nature. The study was conducted among 360 senior executives in service organizations in India. The data collection for the study is primarily relied on primary source. Various parametric and non parametric statistical tools were used to in the analysis of data. The study broadly had two stages: In the first stage, the researcher identified the critical skills that are widely used by the executive workforce in service organizations.  On the basis of common features, the skills identified to perform specific duties were grouped into three categories, namely self management, interpersonal, and technology. In the second stage of the study, role of soft skills in improving the work performance and interpersonal relationship is examined. The association of level executive soft skills inventory with performance index and relationship index were examined. 
RELATED WORK
Hager, Garrick and Crowley (2000) have pointed out a series of ongoing difficulties in the crucial areas of the industry due to the lack of soft skills, and have  identified teamwork, communication and planning and organizing as prominent amongst the critical skills for performance.

There have been studies about the criticality of skill sets among the project managers. Richard N Bolles (2002) classifies critical skills for project managers into three categories: skills with data, people, and things. The only thing more important than data to the project manager is people, and people skills should be at the highest level for any project manager (Bolles, 2002). According to (Mulcahy, 2000), the most critical skill of all for a project manager is communication; project managers spend 90% of their time communicating. A strong project manager will have experience in communicating in a variety of ways, including speaking, writing, one-on one, in large groups, formally and informally. Listening skills are also implicit in the higher-level people skills. Success requires not just expressing ideas, but listening and reading ideas, then reflecting them back to many audiences. ‘Communication’ does not appear directly in the hierarchy, but it is implicit in all the people skills. A study by Alex S. Brown (2002) among the project managers revealed the criticality of people skills that would apply to project management and would help to excel in their success. 

Haskel J et al (2003) attempted to answer three questions: First, do more productive establishments employ a more skilled workforce? Secondly, if so, which skills matter for productivity? And the last, how much of the variation in productivity is associated with variation in skills? The main fact from the study was that more productive firms employ and hire workers of higher skill. The more skills - more productivity correlation holds well with many of these measures. Measures of formal qualifications found to be insufficient to capture the complete picture of firm’s workforce skills. Human capital is again significant and it is the ‘person effect’ that is found to be the most significant. There was again some suggestion of more significant contributions from the highest skilled workers. However, there is a significant correlation between skill and productivity. The researchers document that more productive firms do indeed hire more skilled workers. First, in their sample of manufacturing firms, plants in the top segment of the productivity rank distribution hired workers with, higher skills relative to plants in the bottom sides of the productivity ranking. Second, they found that skill measures based on qualifications (hard skills) and person affects from double-fixed effect wage regressions (hard and soft skills) both affect productivity. Third, they estimate that the skills gap between the top and bottom firms in the productivity distribution explains about a significant gap (Haskel J et al 2003).  

Abowd et al  (2002a) had constructed skill measures by estimating a panel wage equation controlling for person and firm effects and use the estimated person effects and the implied experience effect to measure skills at the business. This measure captures skills in a way that qualifications cannot. He observed strong correlation between employee skills and organizational productivity.

Prasad Kaipa et al (2002)1 conducted a study on the role of soft skills development in the entrepreneurial success and categorized important soft skills as leadership, decision-making, conflict resolution, negotiation, communication, creativity and presentation skills. It was observed that soft skills are essential for entrepreneurial success and maximizing human capital in any enterprise. Findings of the study also emphasized the importance of hiring the right people with the right skills-set. Prasad kaipa et al. described the soft skills as the keystones to success and good leadership presupposes refined ‘soft skills.’ Some of the skills are related to attitudes, while others are processes, and still others relate to awareness, self-control, and team focus, influencing others and building relationships. The researchers observed that nearly one-quarter of executives in high-tech positions are in trouble due to poor soft skills. About 70% of managers feel that soft skills are more important than they were five years ago. It is stated that ‘Technical skills get you at the door, but soft skills keep you at the job’ (Prasad Kaipa et al., 2002). 
As firms change organizational forms they are also changing job structure to support new competitive strategies. The changes in job structure are fundamentally organizational changes designed to deliver services or produce goods differently; although they often require new technology in a supportive role, technology does not  tends to be the driver of job structure change nor the most important factor defining the changes. Thus, often there is not a dramatic change in the ‘hard’ technical skills needed but there is a change in the capacity for learning (e.g., the ability to acquire multiple job skills through training and/or on-the-job learning) and soft skills and development of social ‘character’ attributes (Salzman, Harold et al., 1998).

Tamkin et al., (2004) attempted to identify whether higher skill levels among the workforce have contributed to the success of high performing firms. Overall, the association between a highly skilled workforce and organizational performance has been confirmed as a positive one. The study observed that a more highly skilled workforce is associated with higher productivity and other positive organizational outcomes. Many key results emerged in this study. Lack of communication skills amongst applicants was observed as very critical in important administrative and secretarial occupations and also sales and customer service vacancies. It was also significant for managers, personal service and elementary occupations. Customer handling skills were found particularly difficult to obtain from applicants for the same set of occupations. Team working skill was less of a problem amongst professional and associate professionals, but sought more in connection with managers, operatives in personal service, sales, customer service and elementary occupations. Problem solving was mentioned mainly in relation to managers, senior officials, administrative and secretarial occupations. Management skills were mentioned mainly in relation to managers and senior officials The study concludes with a look at the shape of employment in the future. The employers’ demand for skills and the importance of a sector approach to skills across the UK is evident throughout this research report (Tamkin et al., 2004).
Spilsbury (2002) found that two-thirds of employers (65%) in England that provided training for their employees over the previous 12 months, attributed an increase in productivity to that training. 47 percent of employers in the private sector considered that training led to an increase in profit. Productivity remains the area of performance that benefits most from all four types of training activity according to employers. He suggested that generic soft skills off-the-job training produced greater returns to productivity than firm specific training.

Study among Information Technology (IT) professionals, including management, technical staff, and consultants, revealed that skills desired by the industry include communication skills, people skills, business skills, real-world hands-on experience, troubleshooting, project management, analytical skills, and integration. 75 percent of the respondents are of the opinion that colleges and universities are not adequately preparing students for the IT jobs of the coming years. However, employers were not complaining about the level of technical skills possessed by entry-level job applicants (Hoffman, 2003).
ROLE OF SOFT SKILLS IN IMPROVING THE EXECUTIVE PERFORMANCE AT WORK
Table 1, 2, and 3 provide a detailed picture of the link between soft-skills rating of executives and their performance at work. Table 1 shows the association between self-management skills and performance index of executives at work, table 2 shows the association between self-management skills and performance index of executives at work, and finally, table 3 shows the association between self-management skills and performance index of executives at work. 

Table 4, 5, and 6 provides the details of chi-square test that has been used as a tool for analyzing the association between various skill levels of executives and their performance index. In order to do this, first soft skill levels of executives measured, and then compared with the performance index of executives. It has been assumed that there is significant relationship between soft skills and performance of executives in financial service organizations (H:1). 

To facilitate a more detailed and meaningful analysis of various components of soft skills, H:1 is divided in to the following sub hypothesis namely, H:1.1, H:1.2, and H:1.3. These sub-hypotheses assume that there is significant association between:

- self management skills rating and performance index (H:1.1);

- interpersonal skills rating  and performance index (H:1.2);

- technology skills rating  and performance index (H:1.3);

Table 1: Association between self- management skills rating and work performance
	Performance Index
	Self management skills index
	Total

	
	Very Poor
	Poor
	Average
	Good
	Very Good
	

	
	Less than average
	Count
	4
	9
	31
	51
	9
	104

	
	
	% within class
	3.8%
	8.7%
	29.8%
	49.0%
	8.7%
	100.0%

	
	Average
	Count
	4
	12
	35
	112
	33
	196

	
	
	% within class
	2.0%
	6.1%
	17.9%
	57.1%
	16.8%
	100.0%

	
	Better than average
	Count
	0
	0
	12
	26
	22
	60

	
	
	% within class
	.0%
	.0%
	20.0%
	43.3%
	36.7%
	100.0%

	Total 
	Total Count
	8
	21
	78
	189
	64
	360

	
	% within class
	2.2%
	5.8%
	21.7%
	52.5%
	17.8%
	100.0%


(Source: Primary data)

Table 1 shows summary of the association of self management skills impact on performance index of executives. It can be inferred that among executives who have better than average performance index ratings, 36.7% have very good self management skills, 43.3% have good rating on self management skills, 20% have average self management skills, and none of them belong to either poor or very poor self management skills class. Among executives who have average performance index ratings, 16.8% have very good self management skills, 57.1% have good rating on self management skills, 17.9% have average, 6.1% have poor, and 2% have very poor self management skills. Those executives who have less than average performance index ratings, 8.7% have very good self management skills, 49% have good, 29.8% have average, 8.7% have poor, and 3.8% have very poor self management skills.    

Table 2: Association between interpersonal skills rating and work performance
	Classes of Performance Index
	Interpersonal skills
	Total

	
	Very Poor
	Poor
	Average
	Good
	Very Good
	

	
	Less than average
	Count
	9
	18
	31
	42
	4
	104

	
	
	% within class
	8.7%
	17.3%
	29.8%
	40.4%
	3.8%
	100.0%

	
	Average
	Count
	13
	20
	75
	70
	18
	196

	
	
	% within class
	6.6%
	10.2%
	38.3%
	35.7%
	9.2%
	100.0%

	
	Better than average
	Count
	1
	4
	18
	18
	19
	60

	
	
	% within class
	1.7%
	6.7%
	30.0%
	30.0%
	31.7%
	100.0%

	Total
	Total Count
	23
	42
	124
	130
	41
	360

	
	% within class
	6.4%
	11.7%
	34.4%
	36.1%
	11.4%
	100.0%


(Source: Primary data)

The table 2 summarizes impact of interpersonal skills on performance index of the executives. It can be inferred from the table that among executives who have better than average performance index ratings, 31.7% have very good interpersonal skills, 30% have good rating on interpersonal skills, 30% have average interpersonal skills, 6.7%  of them belong to poor and 1.7% have very poor interpersonal skills. Among executives who have average performance index ratings, 9.2% have very good interpersonal skills, 35.7% have good rating, 38.3% have average rating, 10.2% have poor and 6.6% have very poor interpersonal skills ratings. Those executives who have less than average performance index ratings, 3.8% have very good interpersonal skills, 40.4% have good rating on interpersonal skills, 29.8% have average interpersonal skills, 17.3% have poor, and 8.7% have very poor interpersonal skills.    

Table 3: Association between technology skills rating and work performance
	Classes of Performance Index
	Technology Skills
	Total

	
	Very Poor
	Poor
	Average
	Good
	Very Good
	

	
	Less than average
	Count
	5
	14
	27
	37
	21
	104

	
	
	% within class
	4.8%
	13.5%
	26.0%
	35.6%
	20.2%
	100.0%

	
	Average
	Count
	9
	9
	22
	82
	74
	196

	
	
	% within class
	4.6%
	4.6%
	11.2%
	41.8%
	37.8%
	100.0%

	
	Better than average
	Count
	1
	2
	8
	17
	32
	60

	
	
	% within class
	1.7%
	3.3%
	13.3%
	28.3%
	53.3%
	100.0%

	Total
	Total Count
	15
	25
	57
	136
	127
	360

	
	% within class
	4.2%
	6.9%
	15.8%
	37.8%
	35.3%
	100.0%


(Source: Primary data)

Table 3 summarizes impact of technology skills on performance index of executives. It can be inferred from the table that among executives who have better than average performance index ratings, 53.3% have very good technology skills, 28.3% have good rating on technology skills, 13.3% have average technology skills, 3.3% of them belong to poor and 1.7% have very poor technology skills. Among executives who have average performance index ratings, 37.8% have very good technology skills 41.8% have good, 11.2% have average technology skills, 4.6% have poor and another 4.6% have very poor technology skills. Those executives who have less than average performance index ratings, 20.2% have very good technology skills, 35.6% have good rating on technology skills, 26% have average technology skills, 13.5% have poor, and 4.8% have very poor technology skills.

Table 4: Association between self- management skills rating and performance at work: Chi-square test

	Details
	Value
	df
	Asymp. Sig. (2-sided)

	Pearson Chi-Square
	31.126a
	8
	.000

	Likelihood Ratio
	33.639
	8
	.000

	Linear-by-Linear Association
	22.026
	1
	.000

	N of Valid Cases
	360
	
	

	a. 4 cells (26.7%) have expected count less than 5. The minimum expected count is 1.33


(Source: Primary data)

Chi-square test in table 4 provided statistical evidence of a significant association between executive’s self- management skills rating and performance at work. The test upholds hypothesis H:1.1 that states that there is significant association between self-management skills rating and work performances. Thus, it can be inferred that executive’s self- management skills have a high impact on their work performance. 

Table 5: Association between interpersonal skills rating and work performance:- Chi-square test

	Details
	Value
	df
	Asymp. Sig. (2-sided)

	Pearson Chi-Square
	38.103a
	8
	.000

	Likelihood Ratio
	33.556
	8
	.000

	Linear-by-Linear Association
	15.372
	1
	.000

	N of Valid Cases
	360
	
	

	a. 1 cells (6.7%) have expected to count less than 5. The minimum expected count is 3.83.


(Source: Primary data)

Chi-square test in table 5 reveals significant association between executive’s interpersonal skills rating and their work performance, with the confirming hypothesis H:1.2 which states that there is significant association between interpersonal-skills rating and work performances. Thus, it can be inferred that interpersonal skills have a high impact on executive work performance.
Table 6: Association between technology skills rating and work performance at work: Chi-square test

	Details
	Value
	df
	Asymp. Sig. (2-sided)

	Pearson Chi-Square
	34.741a
	8
	.000

	Likelihood Ratio
	33.891
	8
	.000

	Linear-by-Linear Association
	21.490
	1
	.000

	N of Valid Cases
	360
	
	

	a. 3 cells (20.0%) have expected to count less than 5. The minimum expected count is 2.50.


 (Source: Primary data)

Chi-square test in table 6 provided statistical evidence of a significant association between executive’s technology-skills rating and performance at work. The test confirmed hypothesis H:1.3 that states that there is significant association between technology-skills rating and work performances. Thus, it can be inferred that executive’s technology-skills have a high connection on their work performance. 

ROLE OF SOFT SKILLS IN IMPROVING HUMAN RELATIONS AT WORK
A comprehensive analysis has been made to study the role of soft skills in improving human relations at work. Table 7, 8, and 9 explain the nature of impact of executive soft skills on various dimensions of human relations at work. In this connection: table 7 shows the association between executive’s self- management skills rating and human relations at work, table 8 shows the association between executive’s interpersonal skills rating and human relations at work and table 9 shows the association between executive’s technology- skills rating and human relations at work
Soft-skills such as, self-management, interpersonal and technology skills, have been assessed and then compared considering the human relations index among the managers. As shown in table 10, 11, and 12, chi-square test has been implemented to verify the association between soft skills ratings and work relationship index. 
In order to test such association, it has been also assumed that there is significant association between relationship index and soft skills among executives (H:2).
Furthermore, with the aim to verify the association of each components of soft skills with the relationship index of executives, H:2 has been further divided in to three sub- hypothesis such as, H:2.1, H:2.2, and H:2.3. More specifically, considering the executives:
-there is a close relationship between relationship index of executives and their self-management skills (H:2.1).;

-their relationship index and interpersonal skills are closely connected (H:2.2);

-there is significant relationship between relationship index and their technology skills (H:2.3);

Table 7: Association between self- management skills rating and human relations at work
	Classes of Relationship Index
	Self Management Skills
	Total

	
	Very Poor
	Poor
	Average
	Good
	Very Good
	

	
	Less than average
	Count
	2
	0
	6
	8
	1
	17

	
	
	% within class
	11.8%
	.0%
	35.3%
	47.1%
	5.9%
	100.0%

	
	Average
	Count
	3
	11
	31
	75
	10
	130

	
	
	% within class
	2.3%
	8.5%
	23.8%
	57.7%
	7.7%
	100.0%

	
	Better than average
	Count
	3
	10
	41
	106
	53
	213

	
	
	% within class
	1.4%
	4.7%
	19.2%
	49.8%
	24.9%
	100.0%

	
	Total Count
	8
	21
	78
	189
	64
	360

	
	% within class
	2.2%
	5.8%
	21.7%
	52.5%
	17.8%
	100.0%


(Source: Primary data)

Table 7 summarizes impact of self management skills on relationship index. It can be inferred that among executives who have better than average relationship index ratings, 24.9% have very good self management skills, 49.8% have good rating on self management skills, 19.2% have average, 4.7% have poor, and 1.4% have very poor self management skills. Among executives who have average relationship index ratings, 7.7% have very good self management skills, 57.7% have good, 23.8% have average, 8.5% have poor, and 2.3% have very poor self management skills. Those executives who have less than average relationship index ratings, 5.9% have very good self management skills, 47.1% have good rating on self management skills, 35.3% have average self management skills, 0% have poor self management skills, and 11.8% have very poor self management skills.   
Table 8: Association between interpersonal skills rating and human relations at work
	Classes of Relationship Index
	Interpersonal Skills
	Total

	
	Very Poor
	Poor
	Average
	Good
	Very Good
	

	
	Less than average
	Count
	2
	0
	9
	6
	0
	17

	
	
	% within class
	11.8%
	.0%
	52.9%
	35.3%
	.0%
	100.0%

	
	Average
	Count
	13
	17
	38
	57
	5
	130

	
	
	% within class 
	10.0%
	13.1%
	29.2%
	43.8%
	3.8%
	100.0%

	
	Better than average
	Count
	8
	25
	77
	67
	36
	213

	
	
	% within class
	3.8%
	11.7%
	36.2%
	31.5%
	16.9%
	100.0%

	
	Total Count
	23
	42
	124
	130
	41
	360

	
	% within class
	6.4%
	11.7%
	34.4%
	36.1%
	11.4%
	100.0%


(Source: Primary data)

Table 8 summarizes impact of interpersonal skills on relationship index of executives. It can be inferred that among executives who have better than average relationship index ratings, 16.9% have very good interpersonal skills, 31.5% have good rating on interpersonal skills, 36.2% have average interpersonal skills, 11.7% have poor interpersonal skills, and 3.8% have very poor interpersonal skills. Among executives who have average relationship index ratings, 3.8% have very good interpersonal skills, 43.8% have good, 29.2% have average, 13.1% have poor, and 10% have very poor interpersonal skills. Those executives who have less than average relationship index ratings, 0% have very good interpersonal skills, 35.3% have good rating on interpersonal skills, 52.9% have average interpersonal skills, 0% has poor interpersonal skills, and 11.8% have very poor interpersonal skills.    

Table 9: Association between technology skills rating and human relations at work
	Classes of Relationship Index
	Technology Skills
	Total

	
	Very Poor
	Poor
	Average
	Good
	Very Good
	

	
	Less than average
	Count
	0
	2
	7
	6
	2
	17

	
	
	% within class
	.0%
	11.8%
	41.2%
	35.3%
	11.8%
	100.0%

	
	Average
	Count
	8
	11
	23
	58
	30
	130

	
	
	% within class
	6.2%
	8.5%
	17.7%
	44.6%
	23.1%
	100.0%

	
	Better than average
	Count
	7
	12
	27
	72
	95
	213

	
	
	% within class
	3.3%
	5.6%
	12.7%
	33.8%
	44.6%
	100.0%

	Total
	Total Count
	15
	25
	57
	136
	127
	360

	
	% within class
	4.2%
	6.9%
	15.8%
	37.8%
	35.3%
	100.0%


(Source: Primary data)

Table 9 summarizes impact of technology skills on relationship index of executives. It can be inferred that among executives who have better than average relationship index ratings, 44.6% have very good technology skills, 33.8% have good rating on technology skills and 12.7% have average technology skills. Among executives who have average relationship index ratings, 23.1% have very good technology skills, 44.6% have good, 17.7% have average, 8.5% have poor, and 6.2% have very poor technology skills. Those executives having less than average relationship index ratings, 11.8% have very good technology skills, 35.3% have good rating on technology skills, 41.2% have average technology skills, 11.8% have poor technology skills, and 0% has very poor technology skills.  
Table 10: Association between self management skills rating and human relations at work: Chi-square test

	Chi-Square Tests

	
	Value
	df
	Asymp. Sig. (2-sided)

	Pearson Chi-Square
	28.832a
	8
	.000

	Likelihood Ratio
	27.820
	8
	.001

	Linear-by-Linear Association
	14.656
	1
	.000

	N of Valid Cases
	360
	
	

	a. 6 cells (40.0%) have expected count less than 5. The minimum expected count is .38.


(Source: Primary data)

Chi-square test in table 10 reveals statistical evidence of a significant association between relationship index of executives and their self-management skills. The test confirmed hypothesis H:2.1 that states that there is significant association between relationship index of executives and their self management skills. Thus, it can be inferred that self management skills has high influence in improving the relationship index at work. 
Table 11: Association between interpersonal skills rating and human relations at work: Chi-square test

	Chi-Square Tests

	
	Value
	df
	Asymp. Sig. (2-sided)

	Pearson Chi-Square
	28.383a
	8
	.000

	Likelihood Ratio
	33.401
	8
	.000

	Linear-by-Linear Association
	6.134
	1
	.013

	N of Valid Cases
	360
	
	

	a. 3 cells (20.0%) have expected count less than 5. The minimum expected count is 1.09.


(Source: Primary data)

Chi-square test in table 11 provides statistical evidence of a significant association between relationship index and inter-personal skills, with the confirming hypothesis H:2.2 which states that there is significant relationship between executive’s Interpersonal skills and their relationship at work. Thus, it can be inferred that interpersonal skills have a high role in building human relations at workplace. 
Table 12: Association between technology skills rating and human relations at work: Chi-square test

	Chi-Square Tests

	
	Value
	df
	Asymp. Sig. (2-sided)

	Pearson Chi-Square
	28.309a
	8
	.000

	Likelihood Ratio
	27.999
	8
	.000

	Linear-by-Linear Association
	14.518
	1
	.000

	N of Valid Cases
	360
	
	

	a. 3 cells (20.0%) have expected count less than 5. The minimum expected count is .71.


(Source: Primary data)

In statistical terms, Chi-square test in table 12 reveals evidence of a significant association between self-management skills and human relations at work. The test uphold hypothesis H:2.3 which states that there is significant association between executive’s technology skills and human relation at works. Thus, it can be inferred that technology skills can build better relationship at work. 
CONCLUSION
As regards to the above inferences, it can be concluded that soft skills such as self-management skills, interpersonal skills, and technology skills play an important role in improving the performance of executives and managers in organizations. In addition to establishing soft skills - work performance link, the study also proves a strong association between soft skills and human relations at work. The study suggests that use of employee soft skills as an effective tool for enhancing executive performance and human relations at work.   

FUTURE WORK
The results of this study are encouraging. At present, our research focus is on factors enhancing the development of soft skills and the role of training in this connection.
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