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During last two decades, employee engag

impact on job satisfaction and job performance.

ABSTRACT

ement becomes a very popular managerial issue. Employee engagement is very
vast concept that touches almost all parts of human resource management. Employee engagement is integral to diving
successful organization. Employee engagement is the emotional commitment the employee has to the organization and its
0 goals. Engaged employees are emotionally attached to their organization and highly involved in their job with great

" terest for the success of their organization. Though there is increasing contribution in the concept of employee
engagement. The engagement gap grows more in importance among the waves of increase in completive business
environment. Employee engagement is strongest predictor of positive organizational performance. This study is an
exploratory study that aims to identify the key divers of employee engagement within the Sugar industry in Kolhapur. It
also studies the impact of employee engagement on job satisfaction and job performance.A survey questionnaire was
developed and validated. Regression analysis was used to predict and explain the proposed relationship.The study was
conducted on 200 employees from different Sugar industries in Kolhapur district. Employee engagement had significant

Keywords: employee engagement, leadership, organizational justice, job satisfaction and performance.

1. INTRODUCTION

The concept of engagement has naturally evolved

from pas research on high involvement,

(f* empovyerment, job  motivation organizational

«, commitment and trust. All organization thinks that
their employees to be engaged in their work. As the
current job market gains momentum, especially for
corporate companies, it may find that employee
retention with performance has become increasingly
difficult. Managers have been grappling with many
challenges to succeed putting their company a head of
competitors. Every manager unequivocally agrees that
this century demands more efficiency and productivity
than any other time in history. Businesses are striving
to increase their performance. TQM, BPR etc.
techniques are suggested by many authors by focusing
operational & process improvement and were found
helpful in increase organizational performance.

To help managers, different research, scholars,
consultants have been contributing lot to get the b

every organization requires more num

AR DT Suﬁ%ﬁ

employees with increased technical as well as
professional knowledge & skill. The skillful &
knowledgeable employees cannot be managed in old
philosophy. They expect autonomy, satisfaction and
recognition (status). The knowledge workers can be
managed as knowledge economy. The organizational
performance is depends on the employees efficiency
& productivity and efficiency & productivity is
depends on ability & commitment of employees.
Their ability & commitment depends on the
satisfaction level. Management focus on how to keep
employees engaged in their job. Every employer now
realized that initiative of improvement which is taken
by management cannot be fruitful without willful
involvement and engagement of employee. By
focusing on employee engagement organization can
creates more efficient productive and effective
workforce. The employee engagement is vast concept.
Employee engagement is conceptualized as the
individual’s investment of his complete self into role.
ement and involvement is positive attitude

y heighten the level of\wwnership and to
b
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further the business interest of the organizational
whole. Employee engagement is consider in term of
satisfaction and performance.The present study is
carried out in Sugar industry in Kolhapur district.

First, this article explores the evolution of the concept.
Secondly, discuss the drivers (factors) leading to
engagement. Thirdly, the impact of ‘employee
involvement and engagement on performance and job
satisfaction which leads to business out comes like
productivity, growth, customer satisfaction and
profitability. Finally, focus on the strategies the

company should use to keep employees engaged in
their job.

2. REVIEW OF LITERATURE
2.1) Definition & Review:

The word engage has many meaning and it varies
according to situations. It denotes the emotional state
of being involved or committed. There are differences
among, behavior and outcomes in term of
engagement. Some authors has defines employee
engagement does not mean employee happiness or
satisfaction. It means emotional commitment the
employee has to the organization and its goals. The
International ~ Survey Research (ISR) defines
“Employee Engagement is a process by which
organizations increase commitment and continuation
of its employees to the achievement of superior
results”. Kieron Shaw (2005) highlights translating
employee potential into employee performance &
business success. Robinson (2004) defines employee
engagement as “a positive attitude held by the
employee towards the organization & its value.”
Employee willingness and ability to help their
company succeed largely by providing discretionary
effort on a sustainable basis (Perrin’s Gobal Work
Force Study 2003). This study focus that engagement
is influences by many factors which involves both
emotional & rational factors relating to work & work
experience. Employee engagement to a positive
employee’s emotional attachment and commitment
(Dernovsek 2008). An engaged employee is aware of
business context and work with colleagues to improve

performance within the job for the benefits of the
organization.

Engagement is about passion and commitment the” .
willingness to invest oneself and expand
discretionary effort to help the employer su

JAMR

which 1s beyond simple satisfaction with the
employment arrangement or basic loyalty to employer
(Macey & Schinder, 2008). The full engagement
equation is obtained by getting maximum job
satisfaction and maximum contribution. Stephen
Young distinguishes between job satisfaction &
engagement contending that only engagement (not
satisfaction) is the strongest predicator of
organizational performance (Human Resource, 2017).

2.2) Importance of Engagement:

Engaged employees leads to higher service, quality
and productivity, which leads to high customer
satisfaction which leads to increase the sales, which
leads to higher level of profit growth. Engagement is
important for managers to cultivate give that
disengagement is central to the problem of workers,
lack of commitment and motivation. The research
using different resources of engagement has linked it
to such variables as employee turnover, customer
satisfaction, loyalty, safety and to lesser degree
productivity and growth of sales & profit. Any
organization capacity to perform is closely related
with the employee to perform is closely related with
the employee ability to achieve high performance and
better business outcomes. Employee engagement
leads to various advantages to organization; it builds

‘passion, commitment and discipline with organization

strategies and goals. It helps to build up trust and long
association with organization. It generates sense of
devotion and makes effective brand ambassadors to
employee, which helps business growth &
performance in a competitive environment.

2.3) Divers of Employee Engagement:

There are crucial drivers that lead to employee
engagement which are common in most business
organizations. However, the components and the
relative strength of each driver are likely to be
depending on the nature, type, sector of organization
and demographic variations in the region. This study
attempts to identify the main drivers of employee
engagement within the Kolhapur district in
Cooperative Sugar industry context.

i) Leadership:Effective leédership behaviour that

-r-w;h;;;qp\ports engagement reflected self-awareness,

unication of information, transparency, and

treatment of employees and

¢ 248 ¢
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ii)

'

iii)

organization’s standards of ethical behaviour.
Leadership according to engagement literature
embraces also inspirational motivation, by which
leaders provide meaning and challenge to
assigned employees' work; also, intellectual
stimulation, whereby leaders support employees’
adaptively and creativity in a blame free context.
As a result, employees develop trust in their
leaders and management, and accordingly
reciprocate by attempting to fulfill their
obligations to the organization by becoming
more engaged. Trust in the leader, support and

create psychological safety and free working
environment.

Training and development: This variable is
consistent with the scope of job resources as
proposed in Job Demands - Resources. It bears
dual importance to ambitious employees.
Training, development and learning can be
looked at as ann intrinsic motivator that supports
employees' growth and enhances individual
development plans by fulfilling basic human
needs such as needs for autonomy, relatedness,
and competence. It can also be perceived as an
extrinsic  motivator, because it provides
employees with tools and resources, as
knowledge, skills and competencies that are
applied on the job and are imperative for
ethiployees' goal achievement and career growth
opportunities. Job resources motivate them to
dedicate more energy and time in their work.

Appraisal & Motivation:Appraisal is a formal
structured system of meaning and evaluating an
employee’s job related behaviour and out come
to discover how and why the employee is present
performing on the job and the employee can

perform more effectively in the future so that -

employee organization and society and all
benefit. Motivation is one of most frequently
used words in psychology. It refers to the factor

towards certain goals.-The person has
to achieve something.

iv) Career Opportunity:Recent development in the
literature on career has begun to reflect a greater
global reach and acknowledgement of an
international, global understanding of career.
These developments have demanded a more
inclusive understanding of career as it is
experienced by individuals around the world.
Related issues within the career literature include
relationship within the career theory and
convergence and practices.

v) Compensation and benefits:It involves both
financial rewards, and non- financial benefits.
The level of an employees’ engagement depends
on employee's attractiveness of received
compensation and benefits. Employees after
receipt of said rewards and recognition feel
obliged to respond with higher levels of
engagement. Top performing employees prefer to
be distinctively rewarded and recognized for the
outstanding work they do, especially when pay is
related to performance. A study demonstrated
that the level of rewards and recognition may be
an important part of work experience and a
strong predicator of engagement when
performance related pay culture prevails at work.
In support with the literature, the factor of
rewards and recognition remains a significant
predictor of engagement.

vi) Policies and Procedures:To create a culture of
engagement at workplace, HR systems need to
work hand in handwith other managerial
practices when dealing with employee. The
hiring process involves dealing with employees
starting from the selection process to the end of
the contract, by maximizing the person-job fit
which is important for further employee
engagement. Work Life Balance in its broadest
sense is defined as a satisfactory level of
involvement or ‘fit’ between the multiple roles in

a person’s life. Performance management that

ets meaningful goals and builds employer-

es  employee . engagement.  Also,
iraging  employee health and  safety
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vii)

programs can maximize employees' wellbeing
physically and mentally, which accordingly
reinforces employee engagement. Said programs
include employee assistance programs for
alcohol and drug addiction, wellness screenings,

stress management training, counseling and
safety training.

Organizational justice: The term organizational
justice is invented by Wendell French in 1964. It
applied by organizational psychologists to refer
to the just, fair and ethical manner in which
organizations treat their employees. If
employees perceive an organization is fair and
just to them, they will reciprocate by putting
more to work and by increasing their
engagement, in accordance to the exchange
ideology. The feeling of safety is influenced by
the predictability and consistency of the fairness
in assigning rewards, resources or even inflicting
punishment at work. Organizational justice is
concerned with the ways in which employees
determine if they have been treated fairly in their
jobs and the ways in which those determinations
influence other work-related variables. It
influences employees' attitude and behaviour and
consequently their performance and the
organization’s success. Greenberg's four- factor
model of justice proposed that interactional

justice might actually be subdivided into two
factors.

viii) Satisfaction: The performance benefits accrued

JAMR

from increased employee satisfaction have been
widely demonstrated in the academic literature.
To list but a few, these include: increased
commitment, performance; decreased employee
turnover, decreased absenteeism. Satisfaction
commits embraces a strong belief and acceptance
of the goals and values of the organization; a
willingness to exert considerable efforts on
behalf of the organization; and a strong desire to
continue  working with the organization.
Satisfaction ~ construct that - employees'
emotional attachment towards their orgamzatlon
continuance commitment that is the recogni
of costs associated with leaving the organiz,
and normative commitment which is the

obligation to remain with the organization,
Employee engagement has developed as a vital
constructs in the organizational research op
account of their positive relation with employees’
behaviour, which promote organizational
retention as well as performance. Nevertheless,
satisfaction remains the most potential benefit for
an organization, as it directly influences how
employees perform their jobs and reciprocate

with engagement in supportive working
environment.

PerformanceThe overarching purpose of this
study is to provide insight into the role that
engagement plays in relationships with both job
performances. Here we define job performance
as the aggregated financial or non- financial
added value by the employees in contribution to
the fulfillment both directly and indirectly to the
targeted organizational goals. Studies have
shown that employee engagement has a positive
influence  on  organizational  performance
indicators such as: productivity, employee
turnover, organizational commitment, and safety.
However, not all researchers totally agreed with
the idea that employee engagement motivates
business success. Alternatively they supposed
that there is a reverse connection between
organizational performance and employees'
attitudes; thus, when the organizational
performance indexes are high it evokes positive
attitudes among workers. Studies showed that
engagement is an individual-level construct that
needs to impact the employee at first, and then
follows by affecting the organization at large.

Therefore, the hypotheses was developed as follows -

D

2)

3)

—‘:T:Hw i

There is association between leadership and
employee engagement.

There is association between the training &
development and employee engagement.

There is association between appraisal &
tivation and employee engagement.

u’
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ﬁ 5) There is association between compensation & 7) There is association between justice & employee
Benefits and employee engagement. engagement.
) There is association between policies &
procedure and employee engagement.
2.4) Conceptual Model:
i Input Qutcomes
L _ Leadership
' ! Performance
Training & Development
\
F@ _ ;[ Appraisal & Motivation 4
% 3 Employee
r ; Career Opportunity Engagement
[ Compensation & Benefits \I/
\: Justice Satisfaction

3. METHODOLOGY

Developing and administrating a questionnaire to
convenience sample of Sugar industry employees in
Kolhapur district to test the proposed hypotheses in
vf: model. The collected data was analyses thorough
= weightage method, correlation and regression analysis

to assess the impact of variables on satisfaction and

performance. The analysis was made by using SPSS
version 17.

3.1) Sample:

Before distributing questionnaire, all participants were
declared that their involvement was voluntary and
secrecy was guaranteed. Total 200 respondents were
included from 4 Sugar Industry working in Kolhapur
district. However, incomplete responses and not
answered questions etc. was eliminated and final size
] used for analysis is 96 percentage i.e. 192 samples.

variables- Gender, Age, Education,
Designation and Experience. The study vgiables-

l The questionnaire was included the demographic——tF._ | Justice

. Cont, &
-},—--—-..‘_: ./

Leadership, Training & Development, Com 1S tﬁ‘i?‘
. . . ¥ o Q&
and Benefits, Organizational Justice, Kpuployees .,

Engagement and Performance were measured by
using 5 items each whereas Policies & Producer,
Career opportunity, Appraisal and motivation and
Satisfaction were assessing by 6 items each.All items
were assessed on a five point Likert Scale in answer

ranged from 1 (Strong Disagree) to 5 (Strongly
Agree).

4. ANALYSIS & RESULT DISCUSSION

Table No.1: Variables Leads to Employee Engagement
No. Variables Mean | Rank

1 Leadership 3.64 I

2 Training & Development 3.54 v

3 Appraisal & Motivation 342 \Y

4 Career Opportunity 315 VIl

5 Compensation & Benefits 355 il
6 |Policies & Procedure | 338 | VI

e | 3571 | 0|

ographic variables, the age of participants
e range of 21 to 45 years with the mean 38
mpare with male & female employees, male
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employees were the majority in sample 74 percent.
52.5 percent of the sample has a bachelor
degreewhereas 35 percent of samples has post
graduate. 36 percent employees worked in middle
level management whereas 16 percent in senior level
management. Most of the employees having
experience in the range of5 to 15 years and majority
of the employee’s income in the range of 15K to 25K.

To evaluate the prime variable which impacts the
employee engagement the Weighted Average Method
is used and calculated which showed in Table No.1.

The study shows that most important factor which
leads the employee engagement is Leadership with
3.64 mean values. Justice is on Second rank with
mean value 3.57 whereas with 3.55 mean values
Compensation and Benefits is on Third position. On
Fourth & Fifth rank Training and development and
Appraisal and motivation with mean values 3.54 and
3.42 respective. Policies and procedure and Career
opportunity are on Sixth, Seventh ranks with mean
3.38, 3.15 respectively.

5. CORRELATION & REGRESSION
ANALYSIS:

Table No. 2: Reliability Statistics
Cronbach’s Alpha N of Items
89 54

Correlation and Regression analysis is carried out by
using SPSS (17.0). Through this analysis, reliability of
the data, development of relationship between
independent and dependent variables, validity of the
model and testing of hypotheses has been carried out,
The reliability measures, in term of Cronbach’s alpha,
reached a recommended level of 0.89 as an indicator
for adequate internal consistency.

The previous results that all different organizational
variables are significantly correlated with employee’s
engagement, which significantly correlated with
performance and satisfaction. In order to examine the
probability of engagement using organizational
variable and probability of outcomes (satisfaction and
performance), a regression analysis was conducted
which results shows in Table No.3.

TABLE No. 3: Correlations

1 2 3 4 5 6 7 8 9 10
Pearson 0
Correlation
1. Leadership Sig, (2-tailed)
N 192
Pearson 350 ]
2. Training & Correlation
Development | Sig. (2-tailed) | .086
N 192 192
N 739" | 636" | 1
3. Appraisal & | -orrelaton
Motivation Sig. (2-tailed) | .004 001
N 192 192 192
S 641 | 5237 | st |
4. Career e
Opportunity Sig. (2-tailed) | .000 | .007 001
N 192 192 192 192
5. Pearson 565" | a10™
Compensation | Correlation e 3
| b Sig. (2-tailed) | .000 | .042
JAMR
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1 2 3 4 5 6 7 8 9 10
N 192 | 192 | 192 | 192 | 192
g‘*““‘l’“t. 6927 | 631" | 349™ | 788" | s514™ | 1
6. Policies & orrelation
Procedure Sig. (2-tailed) | .000 | .001 | .059 | .000 | .000
N 192 | 192 192 | 192 | 192 | 192
g"m"“. 688" | 651 | 655" | 604™ | 675" | 628" | 1
orrelation
i Sig. (2-tailed) | 021 | 001 | 507 | 004 | .000 | .001
N 192 192 192 192 192 192 | 192
gea“‘l’“t. 642%% | 574 | 367** | 349%+ | 562+ | 511 | .655 1
8. Employce orrelation
Engagement | Sig. (2-tailed) | 004 | 991 | 001 | .001 | .000 | 059 | 507
= N 192 | 192 | 192 | 192 | 192 | 192 | 192 | 192
gea“‘l’“. JOL¥* | 812 | 700%% | 744%* | 690%+ | 738+ | 807*x | 681%* | 1
9. Satisfaction | -orrelation
Sig. (2-tailed) | .000 | .001 | 000 | 000 | .000 | .000 | .000 | .000
N 192 | 192 | 192 | 192 | 192 | 192 | 192 | 192 | 192
Pearson T20%% | TBIE | T10%* | 733%x | 674%% | 734% | 743%* | 709%* | 807+ | 1
10. Correlation
Perfi : :
SOTIANEE  Usig. (2-uiled) | 000 | 000 | 001 | 000 | 000 | 000 | 000 | 000 | 000
N 192 | 192 | 192 | 192 | 192 | 192 | 192 | 192 | 192 | 192
*. Correlation is signiﬁcant at the 0.05 level (2-tailed).
B. Correlation is significant at the 0.01 level (2-tailed).

4 ltcan be concluded that organizational justice has the
strongest predictive power of employee engagement;
~§ ~tcan prove 65.5% of the total variances which have
4 Poved to be significant at 1 percent level of
significance. Leadership was the second important
predicator of employee engagement. It can clarify
64.2% of its total variances. Third predicator was
training and development explains with 57.4% of its
total variances. Compensation and benefits appear on
Fourth position with 56.2% whereas policies and

procedure has on Fifth place with 51.1% of its total
variances. Finally appraisal and motivation and career
opportunity seems to have close predictive power of
36.7% and 34.9% of its total variances. In addition,
employee engagement appears better predicator for
satisfaction, where it can express 68.1% of its total
variances whereas performance explains 70.9% of its
total variances. It also indicates that there is strongest
association between satisfaction and performance
which have proved by 80.8% of its total variances.

TABLE No. 4 : Model Summary "

] : Change Statistics i

4 Model R Adjusted | Std. Error of the Durbin-
s B ; R Squar F Sig.

Square | R Square Estimate quare dar1 ldapp | D8 Watson

} Change | Change Change

: L__ 938" |.879 862 2.002 036 6.298 1 12 |.181 2.393

& Safety, Appraisal & Motivation, Career

A Predictors: (Constant): Leadership, Training & Devel Q{rﬁaﬁgﬁ
OPPOrtunity, Compensation & Benefit, Policies & Proce G austice. ™7,

'\l,_'\!,f! N ,-
T —)
ST PR LT YT
@ [ PUPNACS ey 12
b LI A0 2 ines

W L 7% i

b. Dependent: Employee engagement

i
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behaviour and followers’ attitude and behaviour
 related with engagement. It supported the existence of
a positive relationship between effective leadership
vision and employees in performing  their
jobs.Training and development (57.4%) and
compensation and benefits (56.2%) ranked the third
and four predicator of employee engagement.
Followed by on fifth and sixth rank were policies and
procedure and appraisal and motivation with 51.1%
and 36.7% respectively. Career opportunities scored
the least predicative factor influences employee
engagement  (34.9%)In  addition  employee
engagement hasa strong impact on satisfaction
(68.1%) and performance (70.9%). Also it proves that

@ @ satisfied employees are more productive with score
= ).7%.

These results are in mark with some issues of work
policies and procedure and lack of practices and the
working environment in Sugar industry in Kolhapur.
Some of issues are — selection and recruitment of
employees, low level of pay scale, performance

values, proper training and development programs as
well as facilities.

7. CONCLUSION

There is no generally accepted definition for employee
engagement. However, there is growing consent
among the authors that the construct is distinguishable
form related concepts in management — employee
@ comtment, job satisfaction and organizational
%bchavnour. The literatures indicate that employee
engagement is closely related linked with
organizational performance. There is a need for
academia to investigate the new philosophy and come
up with clear concept and dimensions that well be
used for measuring employee engagement justifying
the importance of engagement. Employee engagement
is a positive attitude held by employees towards the
organization and its working environment. Results of
various researches suggest their own strategies in
order to keep employees engaged. In this article some
of strategies were suggested - two way
communication, —appropriate  training  program,
opportunities for development to keep employees,
feedback system, incentive programs and socio-

e

corporate culture. Engaged employees care about {héit. -

organization and work to contribute towar
success. Employee engagement divers’ perfo
by improving retention, loyalty, safety and

g

[

o[ F\

T ————

LS wlas

imice, .

profitability. Therefore, today organizations should
actively look forward to satisfy the expectations of
employees and create an impact on the performance of
employees, which helps to improve the organizational
performance in competitive business environment.
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Through the regression analysis total 86.2
independent variables j.e, Justice, leadership,
appraisal and motivation

———

L Unstandardized Coefficients ] Standarfi fed | |
(il T o | Coefldens |
S TR LB T S | B |
Leadership f 030 103 590 b
Training & Development 323 .163
Appraisal & Motivation 336 190
1 Career Opportunity 270 114
Compensation & Benefits 420 172
Polices & Procedure 992 151
Justice 138

"Dependent Variable: Employee engagement

Leadership hag strong  association
€ngagement which indicates by 59
leadership behaviour that
reflected self-awareness, transparency,  apd
Organization’s Standards of ethjca] behaviour, The
analysis shows that hypothesis-1 stands true. Training
and development associate  with employee
€ngagement by 46.99; ifconsistent with the scope of
job  resources ag Proposed in Job Demands -
Resources. Tt provides employees with tools and
resources, as knowledge, skills and competencies, This
result shows Hypothesis 2 stands true.Appraisal and

with employee
% if effective
Supports  engagement

indicates by 59.6% if it

involves both financial
rewards, and nop-

financial benefits. [t indicates that
§ true.Policies and procedure have

workplace, HR
with other map
employee, [t

Systems need to work hand in hand
agerial practices when dealing with

i
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Volume 6

percent employee ehgagement (outcomes) e
training and development, compe
and career opportunity which shows i Table No.4

TABLE No.5 - Coefficient®

B USRS

":@Xchange theory argues that relationship
< ey

ISsue

bends on g

nsation, policies 4nd proceq

determinations influence other work-related varj
The analysis shows that Hypothesis 7 stands true,

6. RESULT DISCUSSION

gnificance of emp]
chigagement and classifies the key divers that

significant impact on it, It also shows that empl
€ngagement arbitrates the relationship b
independent variables and dependent outcomes
the Sugar industry in Kolhapur district, Theref
associationbetween engagement, satisfaction

performance is reliable with engagement variabl
concern models,

Regression analysis indicates that justice ha
highest predictive power (65.5%) and leade
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FUTURE OF E-COMMERCE IN INDIA

'Dr. Sudhir A. Atwadkar, “Miss Umeshwari P. Patil
'"Principal, 2 Assistant Professor
SNBP College of Arts Commerce Science & Management Studies, Morwadi, Pimpri, Pune.

Abstract:

The E-Commerce market is thriving and poised for robust growth in Asia. There are players
who made a good beginning. Their success depends on their understanding of the market and offering
various types of features. This paper gives an overview of the future of E-Commerce in India and
discusses the future growth segments in India’s E-Commerce. Also find out various factors that wor™
essential for future growth of Indian E-commerce. And represent the various opportunities for retailers,
wholesalers, producers and for people. In this paper we ‘found that the Overall E-Commerce will
increase exponentially in coming years in the emerging market of India.

Key Words: Electronic, Commerce Opportunities, Market.

1) Introduction:

The E-commerce Industry in India has come a long way since its early days. The market has
matured and new players have entered the market space. In the present dynamic scenario, e-commerce
market in the B2C space is growing in demand as well as in the array of services. The transition to
online purchasing from traditional purchasing is taking a long time in the Indian market. E commerce
includes not only buying and selling goods over Internet, but also various business processes within
individual organizations that support the goal. As with e-commerce, e-business (electronic business)
also has a number of different definitions and is used in a number of different contexis.

Concepts & Definitions:

Electronic commerce or e-commerce refers to a wide range of online business activities for
products and services. [t also pertains to “any form of business transaction in which the parties inter._.
electronically rather than by physical exchanges or direct physical contact.”A more complete definition
is: E-commerce is the use of electronic communications and digital information processing technology
in business transactions to create, transform, and redefine relationships for value creation between or
among organizations, and between organizations and individuals.

Different Ways of E Commerce: The major different types of e-commerce are:business-to-business

(B2B); business to- consumer (B2C); business-to-government (B2G); consumer-to-consumer (C20);
and mobile commerce (m-commerce).

2) E-Commerce in India:

For developing countries like India, e-commerce offers considerable opportunity. E-commerce
in India is still in growing stage, but even the most-pessimistic projections indicate a boom. It is
believed that low cost of personal computers, a growing installed base for [nternet use, and an
increasingly competitive Internet Service Provider (ISP) market will help fuel e-commerce aorowth in

Asia’s second most populous nation. The first e: erce site in [ndia was rediff.com. It was one of

¢ past 2 years have

seen a rise in the number of companies fling, grcommicikd) technologies iijlg e internet in India.
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Major Indian portal sites have also shifted towards e-commerce instead of depending on advertising
revenues.

The web communities built around these portal sites with content have been effectively targete
to sell everything from event and mouse tickets the grocery and computers. The major in this services
being Rediff.com and the net and India plaza with started a shopping section after In spite of RB|
regulation low internet usage e-commerce sites have popped up everywhere hawking things like
groceries, bakery items, gifts, books, audio and video cassettes, computer etc. none of the major players’
have been deterred by the low PC penetration and credit card.

E-commerce in India to explode in 2012, Indian e-shoppers will have a good time gettinggreat
deals and services online. A recent pan-India report released by Com Score Inc reveals that online
shopping in India has touched a growth rate of 18 per cent and is only likely to grow further. The repor
found that nearly 60 per cent ‘of citizens in India visited a retail site in November 2011, with the §
number of online shoppers increasing by 18 per cent in the past year. E-commerce can became an
integral part of sales strategy while it is one of the cheapest medium to reach out the new markets, if
implemented successfully, it offer a smart way of expansion & doing e-commerce attribute to the |
successful implementation to carefully understanding the products & services, customers and the:
business process, easy -to-use system to extend the business on the web.A new report by the Boston
Consulting Group says online retail in India could be a $84-billion industry by 2016 — more than 10
times its worth in 2010 — and will account for 4.5 per cent of total retail. The e-commerce platforms

maximize its reach to the potential customers and
provide them with a convenient, satisfying & secure

shopping experience.
: Bl e Segments that recorded growth

—— 16 g8 Online c.hannetls are playing an important

- role of connecting with consumers of unexplored
Australia o - & 35.4 markets. The journey of online spending that started
: ' with an increasing number of buyers of travel ani
1apen B33 7.8 holiday plans in the last decade has now extended-
China 169.4 256.1 to an increase in spends on household appliances

and luxury products. While segments like apparel

and luxury products have registered unprecedented |
growth in 2011, jeweler, electronic appliances and hardware products have shown promising growth

trends as well. “Indian consumers are showing greater appetite to transact online, fuelling the e-
commerce boom,” said Anuj Kumar, CEO, Affle. The report also found that coupon sites are rapidly

‘ning popularity, with 16.5 per cent of the Indian online population visiting the category in
iNovember 2011 — 27.2 million online users in India aged 15 and older accessed the retail category
from a home or work computer, an increase of 18 per cent from the previous year, as consumers

continue to turn to the web to shop for and purchase items and retailers continue to increase their online
visibility through active marketing campaigns.

Source: Forrester

Increase in shoppers of the coupon sites indicate that pricing is playing the role of catalyst in
bringing more and more shoppers onling.

these shoppers have shown affinity towards

subcategories revealed that coupons
rapidly adopt daily deal sites. Consu

;‘ff;l,a‘ est with 7.6 million visttors as consumers
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next with 7.1 million visitors, growing at
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12 per cent OVer the previous year, while 5.8 million online users visited comparison shopping sites, an
increase of 25 per cent from the previous year.

- 3) Future of E-Commerce In India: |

India is developing rapidly and if development is to be measured, how can we ignore the role of
e commerce in'it. The internet user base in India might still be a mere 100 million which is much less
when compared to its penetration in the US or UK but it's surely expanding at an alarming rate. The
number of new entrants in this sphere is escalating daily and with growth rate reaching its zenith 1t can
be presumed that in years to come, customary retailers will feel the need to switch to online business.
Insights into increasing demand for broadband services, rising standards of living, availability of wider
product ranges, reduced prices and busy lifestyles reveal this fact more prominently thereby giving we.
to online dedls on gift vouchers. Going by the statistics, the E comiherce market in India was worth
about $2.5 billion in 2009. It rose to $8.5 billion by 2011 thus depicting a definite surge in the last two
years. According to a statement released by the Internet and Mobile Association of India (IAMAI),
these figures would reach up to $12 billion by 2012! To understand this scenario, we can divide E-
commerce into three broad categories which include physical services, physical goods and virtual
goods. Another category that is gradually making its mark is thelocal commerce (couponing, yellow
pages, classifieds etc.) which offers significant overlaps with E-commerce. The 1st category of physical
services is definitely the major contributor which includes travel ticketing, jobs, matrimonial and event
management websites with travel sites accounting for 75% of all E-commerce industries! It provides
attractive deals too.

The 2nd category of physical goods is the one currently gaining considerable attention, thanks
to the hype created by new startups/stores being launched daily. Leaders in this division are Flipkart,
Infibeam, Homeshopl8, Indiatimes, Naaptol, Letsbuy etc. each of which offers everything from mobile
phones to pet food.

The 3rd and final category of virtual goods and gift vouchers like online music, software's,
movies, games, Taj Hotel gift vouchers, Reebok gift vouchers, Pizza Hut gift vouchers etc. have b
relatively lagging behind in India as compared to Europe and America, primarily due to piracy
~ concerns and the social perspective of Indians. But the scenario s expected to change with the digital

downloads segment expected to grow in the Indian E-commerce market due to the explosion of mobile
devices and the services available over the Internet at special discounts.

Certain unique attributes of the E-commerce industry in India such as cash on delivery mode of
payment and direct imports that lower costs considerably are probably going to bring about a speedy
growth in this industry in years to come.According to the latest research by Forrester, a leading global
research and advisory firm, the e-commerce market in India is set to grow the fastest within the Asia-
Pacific Region at a CAGR of over 57% between 2012-16. The report, titled “Asia Pacific Online Retail
Forecast, 2011 To 2016,” has been issued by Forrester Research Inc. Analyst Zia DaniellWigder,
withSteven Noble, Vikram Sehgal and Lily Varon.

4) India’s Prospects In E-Commerce:
# Opportunities For Retailers: A retailer cangmweshis existence by linking hisbusiness with the on-
line distribution. By doing so, they can o8
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» Opportunities For Wholesalers/Distributer: In the world ofEcommerce the existence of th
wholesalers is at the greatest risk because the producer can easily ignore them and sell their goods
the retailers and the consumers. In such a situation those wholesalers can take advantage of .
Commerce who are capable of establishing ‘contractors with reputed producers and linking thej
business with the on- line.

> Opportunity For Producers: Producers can take advantages of e-commerce bylinking themselye
with on-line, by giving better information about their products to the other links in the business chap
and by a having a brand identity.

» OpportunityFor People: As more people are getting linked with E-commerce,the demand fo

centre providing internet facility or cyber cafe is also increasing. Hence, the people who wish to tailg
advantage of it can establish cyber and have their benefits.

5) Essential factors for growth of E-Commerce in India:

» Customer convenience: By providing Cash on delivery payment option service to customers.

» Replacement guarantee: Should be Offers 30 day replacement guarantee to their customers.

» Reach: Enabling mobile-capable sites and supporting M-Commerce services. P

» Location based services: Since customers these days are always on the move, promoting the right
product at the right time and location becomes an integral aspect

» Multiple payment option: standard credit cards, debit cards and bank payments option should be
there. _

» Right content: Getting the right content and targeting customers with crisp and relevant information §
is of utmost importance to users on the move. .

» Price comparison: Providers offering instant price comparison are highly popular amongst the price §
CONSCIOUS customers.

» Shipment option: Low cost shipment should be there. The convenience of collecting orders post §
work while returning home should be there.

# Logistical challenges: In India, the geographical spread throws logistical challenges. The km(‘
products being offered by providers should determine the logistics planning.

» Legal challenges: There should be legal requirement of generating invoices for online transactions.

7 Quick Service: Timely service provided by the company.

» Terms and condition: T & C should be clear & realistic.

# Quality: The product quality should be same as shown on the portal.

»

Customer care centre: A dedicated 24/7 customer care centre should be there.

Experts View About Future Growth of E-Commerce In India:
Leading e-commerce portals in the country include Flipkart.com, Futurebazaar.com, Ebay.in.
Homeshop18.com, Snapdeal.com, Indiaplaza.com,Starcj.com,  Amazon.com,Fashionandyou.com,
Rediffshopping.com., inkfruit.com, myntra.com. futurebazaar.com, yebhicom, zoomin.com and
hushbabies.com.Internet on mobile phones and ¢ commerce are set to lead the trend in the IT sector, ¥
GoogleIndia MD RajanAnandansaidon June 2012 Speaking at the 13th annual Confluence at the Indian §

[nstitute of Management, Ahmedabad (TTM-A Sere, Anandan identified trends such as mobile internet,

social networking, e-commerce and j en@ifu@wﬁs being the most important trends for any §

80-90 per cent growth in traffic month-on-
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month over the last three quarters. We have been gradually increasing the pace of hiring and over the
next six months, we will add about 500 people,” Snapdeal Chief Executive Director Kunal Behl said.
"With the growing e-commerce industry in the country and major international players entering
the market, the number of job offers would certainly look up," e-commerce firm Homeshopl18.com
CEO and founder Sundeep Malhotra said.The online retail segment is expected to report strong growth
in the coming years owing to growing Internet consumer base thanks to increasing use of smartphones,
laptops/PCs and availability of Internet in the remotest part of the country."e-commerce space s a
booming space as Internet audience are likely to double in the next two-three years and this industry
will require talent from various sectors like technology, product, analytics, sourcing, general
management talent, merchandising and marketing," online retailer Fashionandyou.com co-founder and
CEO Pearl Uppal said. v
" Another e-commerce player HomeShopl8.com has grown by over 70 per cent in headcount
terms in 2011 over the last year and is further poised to grow by a similar percentage this year,
including an augmentation of the technology team.Meanwhile, the e-commerce sector is fast hiring the
best talent available in the country and this placement season saw e-commerce companies recruiting
big numbers at premier institutions like the Indian Institutes of Management (IIMs) and Indian Institute
of Technology (IITs).According to a report by industry body Assocham, online retail segment is likely
to be worth Rs 7,000 crore by 2015 due to rising broadband availability and increasing Internet
penetration, from the Rs 2,000 crore at present. It is growing at an annual rate of 35 per cent.

7y Conclusion:

The future of E-Commerce is difficult to predict. There are various segments that would grow in
the future like: Travel and Tourism, electronic appliances, hardware products and apparel. There are
also some essential factors which will significantly contribute to the boom of the E-Commerce industry
in India i.e. replacement guarantee, M-Commerce services, location based services, multiple payment
option, right content, shipment option, legal requirement of generating invoices for online transactions,
quick Service, T & C should be clear & realistic, the product quality should be same as shown on {
portal, dedicated 24/7 customer care centre should be there. We found various types of opportunities {ot
retailers, wholesalers/distributors, producers and also for people. Retailers meet electronic orders and
should be in touch with the consumers all the time. Wholesalers can take advantage of E-Commerce
who are capable of establishing contractors with reputed producers and linking their business with the
on- line. Producers can also linking themselves with on-line, by giving better information about their
products to the other links in the business chain and by a having a brand identity. As more people are
getting linked with E-commerce, the demand for centre providing internet facility or cyber cafe is also
increasing. Hence, the people who wishto take advantage of it can establish cyber and have their
benefits. People could found various opportunities of employment. On the behalf of above said reports

and experts view showed that the future of e-commerce in India would be bright in the upcoming years
if all essential factors would be implemented.
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Information Technology Led to Global Transformation

'Dr. Sudhir A. Atwadkar, *Miss Umeshwari P. Patil
'Principal, *Assistant Professor
SNBP College of Arts Commerce Science & Management Studies, Morwadi, Pimpri, Pune.

Abstract:

Polity refers to a social formation, of which state is but apart. The nation-state based polity
is undergoing a transformation due to the imposing nature of 1CTs led globalization. The states as «
collective entity have no escape from the pushing impacts of digital technologies that have converted
the world population in (o a single community with opportunities of instant connectivity, and
dissemination of information through bullet-theory of injecting facts and figures into the mind of
every member of global civil society. Several causes of this transformation of polity can be extracted
from the intellectual discourses available in the existing research, predicting the consequences with
tangible and explicit demonstrations of the same in the real world settings. The objective of this
article is to juxtapose the diversity of research-findings into a compact picece of knowledge and
present a theoretical model to comprehend this transformation and emergence of g global polity.
Keywords:  Information and Communication Technologies(ICTs).New Public  Sphere
(NPS),Globalization, Polity.

Introduction:

Polity is defined as a *form of politically organized unit’. The term is used as synonymous
for ‘state’ and ‘government’ in particular contexts. However, Aristotle used the term pollty to refer
to a regime or rule. Regime primarily refers to norms, principles and procedures (Kranser, 1983). mecant
to form a socio-political whole, having various components, the relationship among these components
and the fundamental norms governing these relationships. ‘Power’ remains the major concern in this
relationship. The norms and principlesof a polity guarantee responsible exercise of power {hw\'l
2005). Thus *polity’ does not necessarily mean ‘state”, rather itrefers to a social formation, a larger
whole in which *state’ is but a part, joined by other actors in this power structure. The “stite’
denotes a political socicty/sphere (Gramsci, 1971), separate from market and family- the realm of
private. Between the two lies “civil society” which mediates on behalf of the citizens with “state’
and‘market’. Market, though part of the private sphere has the potential to exploit the public by
aligning with the state (Lipschutz, 2007). “Public sphere” enables civil society for this mediatien by
supplying a powertul medium (Habermas, 1974) and completes the social whole. So the three
overlapping structures of power construct the whole that may be called as nation-state polity. These
three institutions are “state’, “civil society’ and “public sphere’.

Historically, the ‘state’ emerged because it then offered the best remedies for then existing
problems (Beaulac, 2004). Travelling back into the history. the temporal and spatial dynamics for
rise of state becomes clear (Ferguson, 2006; Ebo, 2007). The state restored peace both mternally
externally, facilitated growing market, established a consistent system of law und justice, and provided
an alternative loyalty to the cthnic and religious split in Europe ai that time (Mossberger vt i,
2007).Undoubtedly, the public sphere is an unavoidable component ot 2 sociopoli ULJ] organization.
is the space where people come together as citizens and pronounce their autononi

(8] iathacs
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democracy (O'Brien, 1999). Society emerges as a correlate of the state, meaning that it appears as a
limit to state/government and as something to which the public authorities have to attend {(Foucault.
2007:349). Civil society keeps state attached with its subject by shaping and channeling public debates
over diverse ideas and conflicting interests (Castells, 2008).

The state has remained the most powerful component of polity at both domestic and
international levels for almost two centuries (Waltz, 1979). This typical Western polity model was
superimposed in other civilizations over other kinds of polities, identities, as well as loyalties
(Ferguson, 2006). However, the contemporary wave of ICTs led globalization has profound impact on
the nation- state based polity (Khan et al., 2012).Communication tools have always been significant for
the evolution of civilization and globalization, for these facilitated exchanges across nations (McNeil,
1998; Denemark, 2000; Fernandez-Armesto, 2002). International  exchanges In science,
technology and culture have generally furthered the cause of civilization and globalization for ccrt.;u-.
material and cultural ends. Technologies, aspirations and communications-the stimulants for exchanges
have been the significant determinants of global history in the past and are expected to continue this
role in future as well (Tehranian, 2004).An information-based civilization has emerged from the
traditional industrial societies (Tehranian, 1990). Different labels have been used to identify it like
‘Post-Industrial’, ‘Information’, ‘Knowledge’, ‘Postmodern’ and “Network” society. Modern ICTsofTer
variety of powerful and inexpensive communication tools and services. Over the last decade, social
media have become an inevitable instrument for civil society worldwide (Hovland, 2005). Since
the advent of the Internet in early 1990s, the world's networked population has risen from the
low millions to- the low billions (Crack, 2007). These highspeed communication technologics have
rendered the world virtually borderless (Chanda, 2008: 123). The users of these technologies include:
regular citizens, activists, nongovernmental organizations, tclecommunications firms,so ftware
providers, governments etc  (Shirky, 2011).

Owing to these dynamics, the territory based polity is undergoing transformation. The structures
of power are moving from domestic to transnational levels (Sassen, 1996). Given these revolutionary
transformations, some of the scholars argue that power is slipping away from the state to a variety of
non-state actors (Held et al., 1999).

Nation-state based polity and globalization: P

Without operating as a purely political process, globalization changes the political foundat ions
of the world order (Clark, 1999). Globalization expedites political processes and sensitizes
everybody to their outcomes. Accelerating communication. information flows, and exchange. the
globalization structures a new environment for international to operate (Kapitonenko, 2009).
Globalization professes the existence of a single sociopolitical space on a global scale, which is
attributed to the gradual dissolution of boundaries due to intensified exchange across boundaries
through increased interconnectedness between otherwise territorially bounded and distinct socictics
(Bartelson, 2009:; Acosta and Gonzalez, 2010).

The geography has now become a question of association and connectivity and not the space
(Latour. 1993). Likewise. "globalization’ means more than just internationalization as it refers to a new
quality of social arrangements (Held, 2003). Transnational movements of peopie, goods, information

and capital have generated a qualitative shift from the systems of states 1o i new world that kKnows filiie
about the difference between domestic and international spheres (Luke 1993: Ferguson and Mansbach,
1996. 2004). The hacginess of globalized world itself speeds-up the dissolution of both bounded wnd
;e s D e G e | ke f
Autonomous nation-states, territoria gy =awd their identities (Khan et al, 201D}
v ¢
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Contemporary global polity resembles an intricate texture in which decision making centers arc
dispersed between and concentrated on multiple layers of political order as they are dispersed and
concentrated geographically where some regions play more significant role than others (Katzenstein.
2005). Nation-state capacities for collective decision making as its central function have partly
detached from its institutional structurcs within and between nation-states, and have been relocated to
the transnational level where they have been institutionally transtormed or even restructured in new
institutional designs (Albert, 2007).

Even on national issues, social movements and groups these days strive to go beyond the
hation-state, to connect with likeminded groups (Human Rights Watch or Amnesty International} m

governments but also to foreign governmentsand international institutions (Kaldor, 2007).
Globalization is creating a platform for the transformations in the role of states in world politics.
However, by influencing internal political and social systems, it weakens state’s sovereignty in
international relations (Kapitonenko, 2009). Thus the dominant character of *state” in nation-state based
polity has been challenged, giving way 10 redefinition of power players at all levels.

Dynamics of transformation:

The 2lst century is witnessing globalized human activities ranging from economic
transactions, politics and culture, 10 warfare. These activities flow across the traditional barriers of state
creating a new world entitled by Paul Friedman as a flat world (Friedman, 2005). Globalization is 1ot
superimposed on the society, individuals, networks and civil society; rather, it is created and shaped by e
individuals and groups every day (Drache, 2008). The transformation of polity has been brought about
by a number of factors.
Globalization:

Globalization is a dynamic process which characterizes a transformation in the spatial
organization of social relations and transactions thereby generating trans- continental or interregional
flows and networks of interaction and exercise of power (Held et al., 1999:16). The salient attributes of
globalization are its social basis, economic and political dimensions, and its potential of integrating
range of so far nationally demarcated activities across state boundarics (Beeson, 2003). The transitions
in the mode of production of hunting and gathering societies 10 agrarian, commercial, manufacturing
and information societies are rather well known. Each transition involved substantial transformatiotis it
the political. economic. and social systems (Tehranian, 2004).

Contemporary transformations characterized by globalization do not reter to the end of politics
rather its relocation somewhere clse (Toffler, 1991). The national or international dualism no miere
determines the structure of opportunities for political activities nstead it is now located in the "global’
platform. Global politics have rurned  into global domestic politics.  which deprive national
politics of their boundaries and foundations (Beck, 2006:249). This process shapes a social system with
the functional capacity to work as a unit globally in real or chosen time. Capacity here refers 1o
technological  capacity, institutional  capacity (.. deregulation,  liberalization, privatizationy,
andorganizational capacity (Castells. 2008).

Eroding State Sovereigniy:

Apparently, the decline of state-power has driven the'diffusion of authority  away
national  govermucntsand created the problems of non-anthority and un- covernance {Strunig
1996:14). Lrosion of state sovereignty is prop qal social developments, mushroon

new ideologies and the rise of non-state ack




ﬁ//_, el I
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sovereignty and national security have emerged as serjous problems for the whole world (Ciiandm
2008). Globalization provides a new context for these developments thereby making the state-C entered
foreign policy subservient L0 global trends (Kapitonenko, 2009).

One of the side effects of giobaiization is that those stales that own the most developed
economies and are considered torchbearers of gio‘oaiization are actually fostering a system that can be
detrimental to the sovereignty of the ir own state (Strange. 1996). This is the most colossal change in the
world order setting since the Peace of Westphalia that concluded the war of thirty years.
According to its provisions, govereign states became the core clements of the international system
(Jackson and Owen, 2005). They substituted a variety of international actors like the Pope, the
Emperor, dynasties, and the like. Thus, starting from the mid-17th century, international relations have .
been predominantiy inter-state but this epoch of history seems L0 be over (Khan et al., 2012). &
Information Technologies:

ICT refers o computers, software, networks, satellite links and related systems that enable
users to access, analyze, create, exchange and use data, information, and knowledge in unpreccdcmed
ways. The terms ‘1CT’ and the ‘internet’ though not Synonymous but arc almost interchangeably used
(Beebe, 2004). It is better to comprehend ICT in perspective of creating a new set of relationships and
spaces, an agora rather than as a high- tech tool. 1t i1s one more global ficld for competition OVer the
distribution of resources and information and the most importantly, power (Van Dijk, 2006).

New technologies not only provide information but also tools that have the potential to extend
the role of the citizens in the social and political space- The mushroom growth of online political
groups and activism certainly depict political uses of the internet (Bowen. 1996: Browning, 1996). The
internet and allied technologies by their nature can supplement oppormnitics for self-expression and
foster civic activities (Castells, 2008).

ICTs can easily ~MCree into  each other to rake connectivity and accessibility
(Kleinberg, 2008). ICTs by enabling a horizontal network of global communication provide & variety
of tools for organizing and conducting public debate and have the potential 10 raise collective decision
making (Nawaz, 2012).

1CTs have opencd new avenues for governance {18 e-govcmancc) but on the contrary thel
have strengthened the capacities of civil society by facilitating vibrant and extensive public sphere
(Dahlgren, 2005) and thus are facilitating transformation of polity (Crack, 2008; Castells,2008). 1CTs
enable political actions with utter disregard to territory, and by fostering public spheres and fresh social
movements (Min, 2010).The [nternet has evolved to become a major hub of entertainment, education,
and community (Bartle,

2006:31) and it has a bright future in the field of business, research and politics (Balkin and Noveck,
2006). ICTs can help bridge the trust deficit among the nations by iformation exchange facilitics
and  thus have the potcntiai to ameliorate misperccption and, wltimately bring more seCurity,
harmony and less violence (Kapitonenko. 5009). These  features v ¢ 1CTs show the social. political
apd economic ramifications of 1CTs.
Fmergence of T ransnational B USinesses:

The developments in information rechnology along with the  policies of dere

gulation and

C

market liberalization across the glabe Iy anse cConomic iterdependence (Stopford. 1998),
and the consequent externalitics resug Nag of non-staie qctors of global character like
) A g s L 4
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These cnrporuli{m's- work across state borders to pursue their own interests’ and noft of the state they
officially belong to (Kapitonenko. 2009), Some sce them as hardnosed exploiters. but others view them
1s torchbearers of prosperity (Mazlish, 2012).TNCs have developed global networks of productionand
marketing that have transformed economicgeography (Dicken, 2003). Traders, along with preachers,
adventurers. and warriors have always connected dispersed human communities and civilizations, and
paved the way for the emergence of the interconnected society we NOw label globalized (Chanda,
2008).The emergence of TNCs poses 4 challenge to theconventional understanding that
international politics is determined by states in the formal Westphalian state system (Deibert, 1997).
Moreover they further blur the distinction between the domestic and the international, challenge the
netion of “state’ as the ultimate authority at home, and reduce the significance of access to territory
(_Jbrin, 2001). TNCs are prime cause and result of globalization (Mazlish, 2012) and as a result
majorstimulant for transformation of polity.

Rise of Mundane Issues:

The intensified connectivity, interdependence and historically matchless production of
commodities have resulted in variety of mundane issues, i.e. political, economic, social, biological
and environmental (Crack,2007). State seems incapable for dealing with such modern issues like
climate change, global terrorism ete. The rising incapacities of state pave the way for the involvement
of other actors for resolving these issues. Moreover this also reflects a gulf between the spaces where
(hese mundane issues emerge (global) and the spheres of power where these issues are dealt with
(nation-state). This also provides the rationalefor the transformation of polity from nation-state (locab)
to global realm (Castells, 2008).

Emerging global polity:

[CTs led globalization has profound mmpact on the nation- state based polity amounting to
tansformation. This cansformation has shifted the centers of power from local 1o global level, and has
been compelling to redetine the conditions of interplay among the constituent components of the new
polity.  The argument in the above section refers to the fact that “state’ capacity to deal with the

sntemporary issues has decreased and that the new actors have come forth to fill the gap (Kobrin.
<901). Civil society and public  sphere, comparatively —weaker elements of nation-state based
polity, have now become powerful and have extended beyond the nation-state boundaries
(Kapitonenko. 2009: Khan et al., 201 1b).
So the emergent political structure at global level reflects three major components. A new public sphere
(NPS) which is transnational in nature and is anchored around global communication networks.  The
second component of this political structure is *global’ civil society which is an organized expression of
the norms, values and interests of global society (Keane, 2003). A network state is the third component
of the global polity which is reflected in the emerging global governance structures (Castells, 2008}
Figure 1 illustrates the theoretical model of the transformation of polity.
Global civil society:
Civil socicty s generally referred to as a domain of social belict and action separatc from
politics and economics that is composed of individuals
families, groups, movements and organizations beyond the

b . arasp of the statc-authority and selfishness of the marke
- Ll ipschutz., 007y, Voluntary realm and  the  publi
iy o
' i g5

scourse are shifting from the mass-mecia
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the global setting, networks can shape social associations without the constraints of space or cO-
presence (Khan et al..2011a).

Civil societies have generally been defined at the level of nation-state where group identity
derives from citizenship in 2 territorial state (Schwartz, 2003). However, today, transnational
networks are facilitating civic engagements across the borders of territorial state. This shows that
shared interests can also play the role of binding agent like shared geography or identity (Khan et al,
2012).

The contemporary civil society 1s the arena where individual negotiates a social contract not
only with the state but also with layers of institutions at the local, national, regional and clobal levels.
Moreover, it is not just an areha made of progressive cosmopolitan ideas; it also includes national anc
religious militants, corporate lobby groups and a multiplicity of opinions (Keane. 2003). Many termw
this transnational version of civil society as global civil society which mediates with state, = oba
governance structures and corporations for progressive ends (Kaldor, 2007). A
Global Public Sphere:

Prima facie, there seems 2 shift from a public sphere constituted around the pational institution
of territory- based societies to a public sphere anchored around the transnational media system (El
Nawawy and Iskander,2002; Paterson and Sreberny, 2004). The contemporary media comprises 0
traditional media like TV, radio, and the print media, as well as a diversity of modern multimedia an
communication systems like the Internet and horizontal networks (Dahlgren, 2005; Tremayne, 200
Bennett, 2008). The new public sphere is a multi- discursive political space, a global sphere «
mediation, with no center Of periphery. The agenda setting andcontexts are shaped and mediated t
autonomously operating media systems (Castells, 2008) and the citizens themselves (Khan et
2012).

The international citizens due to their transnational activism facilitated by ICTs are shapi
‘digital publics’. ICTs convert an ordinary citizen into international citizen by providing him'her ¢
unlimited social possibility to innovate and form discursive communities of choice. Gilobal activism
reflected in signing petitions, starting boycotts, creating art, breaking copyright laws, file- sharir
blogging, and engaging in elite challenging activities (Drache. 2008:63). These ‘digital publics™ are
longer confined to their self-constructed silos. Instead they are talking to one another, andu;: fire
to voice their opinions (KKhan. ¢t al., 2011a).

It is well recognized that everything affects everything c¢ise and different campaigns do
compete rather they reintorce cach other (Neale, 1002:1035). 1t is evident that informatic civilizatior
generating a new global consciousness, which is based on an ncreasing awarencss o { the glo
ecological and economic interdependence, clashes of culture and the need for dialogue for democr:
(Tehranian, 2004). In this age 0 f communications ordinary citizens ar¢ more informed than they usec
be and are demanding more of the state, at a time when most states and their leaders a\rc.secmin
unable to provide (Ferguson. 2006). Thus, the NPS with its revitalized “publicans’ is facilitating glc
civil society with the required medium 1o mediate with the layers of political authorities (Cast
2008).

Rise of Giobal Governance:

A single global political authority is not visible al the global arcna however there
millions of control mechanisms  for  the management  of wransnational policies  (Rose
1995:9).  These mechanisms rang —rom-the primary o the embedded, from informal mode

consultation 1o {formal decision
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regimes, and norms that enjoy widespread legitimacy (Crack, 2007). They cover a range of current
issues, for example,climate change; fighting terrorism and managing global economy. This rising
institutionalism denotes a transformation from national government to global governance (Khan et al.,
2012).

The emergence of global governance matches the organizational shift from the mass society to a
network society (Castells, 1996). State governments use the typical structural characteristics of a mass
society where authority is centralized in a hierarchical and vertically integrated bureaucracy. On the
contrary. global governance networks are hierarchical and horizontally integrated. Some centers in the
network are more influential than others because of their international legal status, legitimacy and
resources (Crack, 2007). Globalization has been with us for centuries however, efforts to govern the
interconnections produced by it are not very old (Chanda, 2008; Sloterdijk, 2009:33) and this is the
reason for theimmaturity of global governance institutions. Nevertheless, relocation of state authorities
in the global institutions is reflected in the increasingly emerging economic, political, sccurity, and
ecological institutions (Mazlish, 2012).Many scholars have pointed to the fact that this transformation
is initiated by economic forces that are seeking higher profits in the global space, and is facilitated by
the rapid development of technologies in the field of communication, transportation, media and
production (Wriston 1992). The primary characteristic of globalization is that geographical distance
becomes irrelevant and that territorial boundaries become less significant (Scholte, 2000). It s
contentious that whether the establishment of global governance institutions is also accompanied by
trends of formation of polity ona global level (Zubair et al,, 201 1b).

Viost theories of international relations still assume a nation-state context in which territorially
bounded political societies interact in the absence of centralized authority (Bartelson, 2009). In order to
make sense of contemporary global deveclopments, state-centric theories of international relations needs
(o be abandoned in favor of'a planetary or global vantage point (Bartelson, 2010).1t can be argued that
‘globality” is being constituted by arising common consciousness of human society on a planetary scale
through an increasing awarcness of the human and social relations as the largest constitutive framework
of all relations (Shaw, 2000). Furthermore, there is growing awareness and consideration ot the
argument that globalization 15 not simply a bottom-up process leading to the emergence ot global
networks and structures that link preexistent institutions on sub-globallevels: the concept of
society on a global  scale customarily  implies  that there is something like 4 planetary
social whole in a meaningful analytical sense as well (Albert, 2007).

The state is increasingly enfeebled today (Ferguson,2006). It finds itself bounded by
competitors offering alternative rules and norms for global politics. The monopoly of sute n
international  politics is  over interstate relations are turning into transnational reaini These
cransformations are marked by the notion of a increasing interdependence of the various international
actors, and globalization reinforces this interdependence {Kapitonenko, 2009).Global economic and
cuitural forces are increasingly becoming successful. Furthermore, the communication rechnologies

cuch as the World Wide Web have contracted the world so closely that more than half of the top

hundred economie entities have become more homogenous and mere connected to than over before
(Camilleri and Falk, 1992). Thus, the rise of transpational actors and a global civil seuicty bave
transformed the inter-state system and directly affected the construct of sovereignty (D! 1997
ey have further distorted the line between the domestic and the international, compromsi ed the idea
of states as the ultimate authority, limitg S :

ificance of access to territory, and raised guestions
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Thus, the rise of new global sociopolitical realm, different from the Westphalian state system
can be envisioned. It exists in transnational spatial formations, a new social whole fastened m norms
and aspiration as well as institutional networks beyond the states (Ruggie,2004:519). However,
globalization has not led to the elimination of states rather states arc a product of globalization and of
actions of individuals and groups (Bayart, 2008). Globalization is expected to create a situation where
states will continue to coexist but with global forms of authority.
Conclusions:

The nation-state polity is being transformed into a planetary polity. The transformed polity is
reflecting itself in global civil society, global public sphere and institutions of global governance. This
does not necessarily suggest an extension of nation-state based institutions and concepts into ther
global equivalents rather the ‘globality” itself is a new social whole on planetary scale. ICTs led
globalizationis creating an environment in which sovereignty of the state is eroding and gettiv
relocated in transnational realm. The state is increasingly getting enfeebled and giving way %
transnational actors for its incapacities to resolve the mundane issues of twenty first century. Civil
society is rapidly getting strengthened and expanded beyond state territories.[CTs enabled NPS is
boosting the powers of global civil society actors striving to establish networks of civic socicties
globally.Obviously, a global community requires a uniform set of ethos as the base on which it agrees
therefore as the world gets globalized, there is increasing demand to widen the scope of a common
cthical code. However, the contemporary platforms and processes 1o deliberate on these issues are not
quite inclusive and democratic. With regard to issues on human rights, democratic freedoms,
environmental challenges, business ethics and warfare, there is a need to consider the shared global
values and their transformation into rules about enforcement and inspection.  Philosophers, scholars
and policy-makers need to ponder upon and research those issues.

However. in the global polity, political authorities at global level are far from clear.. The need
for effectiveglobal governance has emerged from the mundane issues like global environmental,
financial and sccurity crises. The globalized world is in need of sophisticated and inclusive mechanism
of global governance than what it has at the moment. Furthermore, effective economic and political
governance at global level requires the involvement of governments, private scctor, a broad range
of civil society groups and international organizations like global NGOs. The technological
cultural exchanges have always enhanced human civilization and ways of governance, and it
expected that ICTs enabled civilization would also toster effective governance structures at olobal
level.
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comraunication networks. The second component of this political
anized expression
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fuhisli 2003
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1, transportation. media
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_ The primary characteristic of
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ntext m which Lerritorially bounded political societies interact
lized authority (Bartelson, 2009). In
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wutive framework
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{ the argument that elob
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on a global scale
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analytical sense as well
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Albert, 2007).
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ompetitors o frering altern
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the communication technologics suchas

ueeessiul. PFurthermore,
¢ world so closely that
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top hundred ceonomic ¢
o than ever hefore
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1992). Thus, the rise of transnationa
ind a ulobal civil society have transformed the inter-state system
construct ol sovereignty (Deibert, 1997).
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o

i

s
T

ISEN, ¥ Tasamae st

compromised the idea ol stales das the uitnmats
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as institutional networks beyond the

salization has oo jed to

aspiration as well
2004:519). However, glol

norms and
states (Ruggre.
the climination

and of actions of indiv
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blish networks olbeivie sucieties

el

territorics.
civil society actors striving to esti

globally.
.L'll‘l]] S0t e cthus i
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adijan E-commeree: It is
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ould cssential for future growth of 1
cers and for

study various factors that w
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SPECIAL REFERENCE TO MAKE IN INDIA]

[E—COMMERCE:ISSUES,TRENDS & OPPORTUNITIES WITH

11)-‘5;iu;|1 contact.” A

parties interact clectronically rather than by physical exchanges or direct p

nis: B-commerce is the use of | digital

electronic communications anc

more complete definitio
information processing technology in business fransactions (o create. transform. and redetine

alue creation between or among or

ganizations. and hetween organizations

relationships for v

!
and individuals.

The major different types of e-commerce are:business-to-business (B2B): business 10-

overnment (B2G): consumer-lo-consumer (C20): and mobile

consumer (B2C); business-10-8

commerce (m-commerce).

[-Commerce In India:
For developing countrics like India, e-commerce olfers considerable opportunity. -

ing stage, but cven the most-pessimistic projections

commerce in India is still in grow

d that low cost of personal compulers. d growing installed hase

indicate a boom. It is believe
1aly competitive Internel Service Provider (1SP) market will

for Internet use. and an increasii
ion. The first c-commeree

h in Asia’s second most populous nal

help fuel e-commerce growt
fficked portals for both Indian and non-

site in India was rediff.com. It was one of the most tra
residents Indians. It provided a wealth of Indian-related business news a reach engine. e-
commerce and web solution services. The past 2 years have seen @ rise in the number ol
companies enabling e-commerce technologies and the internel in India. Major Indian portal
sites have also shifted towards e-commerce instead of depending on advertsing revenues.

The web communities built around these portal sites with content have heen
clfectively targeted to sell everything from event and mouse lickets the groeery and
The major in this services being Rediff.com and the net and India plaza with

computers.
of RBI regulation low internet usage g-commerce

started a shopping section alter In spite

sites have popped up everywhere hawking things like groceries. bakery ilems. gilts, books.
qudio and video cassettes, compuler clc. none of the major players have been deterred by the

low PC penetration and credit card.

future of E-Commerce In India:

[ndia is developing rapidly and if development is to be measured. how cap eI
- 5 P “Sci_ & ;"\'\

{ The internet user base in India might still be an ‘c..‘ﬁ%f‘rmﬁ{-{dn
[ \ Z’c

the role of e commerce in i
. . ; . ) ¥ . et NS

which is much less when compared (o 1ts penetration 1 the UIS or Ul %5’11 it's nu;'w[\)?,
\ w32
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expandimg at an alarming ratc. The number of new entrants in this sphere 18 escalating daily
and with growth rate reaching its zenith (| can be presumed that in years (o come. customary
retailers will feel the need o switch to online business. Insights o increasing demand for

hrogdband services. rising standards ol living, availability ol wider product ranges. reduced
prices and busy lifestyles reveal this fact more prominently thereby giving way 10 online
deals on wilt vouchers. Going by the statistics, the E commeree market in India was worth

ahout $2.5 bitlion 7009, It rose 1o $8.5 billion by 2011 thus depicting a definite surge in the

last Lwo years. According Lo a statement released by the Int
lndia (IAMAD. these figures would reach up to $12 billion by 2012t To understand this
= enario. W cin divide li-commerce into three broad calegories which include physical

<

worices. physical goods and virtual goods. (hat is gradually making its

Another category

murk i the local commerce (couponing. yellow pages. classifieds ete.) which offers

sipnificant overlaps with E-conimerce.

[he 1st category of physical services 18 definitely the major contributor which
includes travel ticketing, jobs. matrimonial and event management websites with travel sites

qecounting for 75% of all E-commerce industries! It provides attractive deals too.

The 2nd category of physical goods 18 the one currently saining considerable
tiention. thanks to the hype ereated by new slartups/stores being Taunched daity. Leaders in
i division are Flip kart. Infibeam. Homeshop 18, India (imes. Naaptol, Lets buy cte. cach ol

= hich ofTers everything (rom mobile phones to pet [ood.

Nt

Mhe 3rd and lnal category of virtual goods and gift vouchers like online music.

co[TWAe'S, MOVies. games. Taj Hotel gift vouchers. Recbok wift vouehers, Pizza Hut gilt
couchers ete. have been relatively lagging behind in India us compared to Europe and
America. primarily due 1o piracy concerns and the social perspective of Indians. But the
seenario is expected 1o change with the digital downloads segment expected. to grow in the
ndian l-commeree market due to the explosion of mobile devices and the services available

over the Internet at gpecial discounts.

Cerlain unique attributes of the E-commerce industry in India such as cash on
délivery mode of payment and direct imports that Jower Costs considerably
Fclistry: Tn Vs teome.

gning Lo bring about a speedy growth in this
b s o " ] R
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latest research by Forrester. a leading global research and advisory

According to the
stest within the Asia-Pacific Region

erce market in India is set (0 grow the |

12-16. The report,

firm. the e-comm
4t a CAGR of over 57% between 20 dtled “Asia Pacific Online Retail
Forecast. 2011 To 2016, has been issued by Forrester Research Ine. Analyst Zin Danicll
Wieder. with Steven Noble. Vikram Sehgal and Lily Varon.

tndia 1.6
Australia 23.2 - 35.-% =
_Japan 653.9 7.6 ]
] Chimna '169.4_rk N 35&.3 ﬁw—_:J
Li-commerce in India to explode

Sorces Forresoern
i 2012, Indian e-shoppers will have a good time gettinggreat deals and services online. A
recent pan-lndia report released by Com Score Inc reveals that online shopping i [ndia has

is only likely to grow further. The report found that

touched a growth rate of 18 per cent and
nearly 60 per cent of.citizens in India visited a retail site n November 201 1. with the numbet

|8 per cent in the past year. L-commerce can became an

of online shoppers increasing by

integral part of sales strategy while it is one of the cheapest medium to reach out the new
ay ol expansion & Jdoing c-commercey

markets. if implemented su
attribute to the successiul implementation to carclully understanding the produets & services,
customers and the business process. easy -l0-Usc system to extend the business on the web. A
new report by the Boston Consulting Group says online retail in India could be a $8<-billion
industry by 2016 — more than 10 times its worth in 2010 — and will account [or 4.5 percenl
of total retail. The e-commerce platlorms maximize its reach to the potential customers and

provide them with a convenient, satisfying & securc shopping experience.

Segments that Recorded Growth:

Online channels are playing an important role of connecting with consumers ol
unexplored markets. The journey of online spending that started with an increasing number
of buyers of travel and holiday plans in the last decade has now extended to-an Crease
spends on houschold appliances and Tuxury products. While scgments like apparel and fusur
products have registered unprecedented growth in 2011 jewelry. clectronic appliances and
“Indinn CoNnSUibadse 1

hardware products have shown promising growth trends as well,

AR B bon
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howing oreater appetite o transact on
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rapidly gaining popularity. with 16.5 per

] e report also found that coupon sites are
" eent of the Indian online population visiting the category in November 2011 = 27.2 million
online users i India aged 15 and older accessed the retail category [rom a home or work
compuler, an increase of 18 per cent from the previous year. as consumers continue to turn Lo
the web 1o shop for and purchase items and retailers continue o inerease their online

visibility through active marketing campaigns.

herease in shoppers of the coupon siles indicate that pricing is playing the role of

S
catalvst in bringing more and more shoppers online. M
s priced lesser than the market price.

any ol these shoppers have shown

allinity towards affordable online soods. which wa
Some ol the largest retail subcategories revealed that coupons category was the largest with
7 6 million visitors as consumers rapidly adopt daily deal sites. Consumer clectronies ranked
hext with 7.1 million visitors, growing at [2 per cent over the previous year, while 5.8
million online users visited comparison shopping sites. an increase of 25 per cent from the

Previous yedr.

Prospects of E-Commerce In India:
For Retailers: A retailer can save his existence by linking hisbusiness

i) Opportunity
can make available much additional

& ihe onshine distribution. By doing so. they
ernation about various things o the consumers. meet clectronic orders and be in touch
with the consumers all the time. Therelore, E-Commercee is & good opportunity.
bh) Opportunity For Whole Sellers & Distributer: In the world offcommerce the
ovisience of the wholesalers is at the greatest risk because the producer can easily ignore
them and sell their goods 1o the retailers and the consumers. In such a situation those
wholesilers can take advantage ol E-Commerce who are capable of establishing contractors

with reputed producers and linking their business with the on- lince.
¢) Opportunity For Producers: Producers can take advantages ol e-commerce bylinking

- links

(hemselves with on-line. by giving better information about their products to the othg

i the business chainand by a having a hrand identity.
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Eaperts View About Future Growth of E-Commerce

f-bay .
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tcommerce.the

Opportunity For People: As more people are getting linked with |

acility or cyber cafe is also increasing. Hence. the

ablish cyber and have their benefits.,

al factors for growth of E-Commerce in India:

Customer convenience: By providing Cash on delivery payment option service o

customers.
Replacement guarantce: Should be Offers 30 day replacement guarantee 0 their

customers.
Reach: Enabling mobile-capable sites and supporting M-Commerce SErvices.
Since customers these days are always on the move.

Location based services:
becomes an integral aspect

at the right time and location

promoting the right product
andard credit cards, debit cards and bank payments oplion

Multiple payment option: st

should be there.
Right content: Getting the right content and targeting customers with crisp and
relevant information is of utmost importance to users on the move.

offering instant price comparison are highly popular

Price comparison: Providers

amongst the price conscious customers.
Shipment option: Low cosl shipment should be there. The convenience ol collecting
orders post work while returning home should be there.
Logistical challenges: In [ndia. the geographical spread throws logistical challenges.
'he kind of products being oflered by providers should determine the logisties

planning.
Legal challenges: There should be legal requirement o [ generating invoices (or online

transactions.
Quick Service: Timely service provided by the company.
Terms and condition: T & C should be clear & realistic.

Quality: The product quality should be same as shown on the portal.
Customer care center: A dedicated 24/7 customer care center should be there.

In India:

lLeading e-commerce portals in the country include Flipkart.com. Futurehag
Homeshopl8.com.  Snapdeal.com. [ndiaplaza.com. SErey.coni.
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According to a report by industry body Assocham, online retail segment Is likely to
he worth Rs7.000 crore by 2015 due Lo rising broadband availability and increasing Internet
ation. from the Rs 2.000 crore al present. Itis growing atdn annual rate of 33 per cent.

penetr

amelusion:

The future of E-Commerce s difficult to predict. There are various segments that
would grow in the future like: Travel and Tourism, electronic appliances. hardware products
and apparel. There arc also some essential factors which will significantly contribute to the
woom of the E-Commerce industry in India 1. replacement guarantee. M-Commeree
services. location based services. multiple payment option, right content. shipment aplion.
fecal requirement of generating invoices for online transactions, quick Service. T & C should
be clear & realistic, the product quality should be same as shown on the portal. dedicated
74/7 customer care center should be there. We found various types of opportunities for
Retailers mect electronic

retailers. wholesalers/distributors, producers and also tor people.
orders and should be in touch with the consumers all the time, Wholesalers can take
f establishing contractors with reputed

advantage of E-Commerce who arc capable ©0
producers and linking their business with the on- Jine. Producers can also linking themselves
with on-line. by giving better information about their products 1o the other links in the
usiness chain and by a having a brand identity. As morc people are petting linked with -
commerce, the demand for center providing internet facility or cvher cale 18 dlso increasing.
Henee. the people who wish to take advantage of it can establish cyber and have thelr
benefits. People could found various apportunitics of employment. On the hehall” ol above

aid reports and experts view showed that the future 0

{ e-commerce in India would be bright

m the upcoming years if all essential factors would be implemented.

Keferences:
1y Bansal, Rashmi, “Growth of the Electronic  Commerce in China and  India: A

(Comparative Study.”
7) Dubey Rahul, “E-Commerce poised fora leap in 20127

Quimbo, Zorayda Ruth Andam, “ePrimer: An Introduction to

3y Emmanuel Lallana, Rudy

cCommerce”™, 2000, 2.
41 Ernest A. Capozzoli, Thomas K. Pritchett. “p Commerce: A Concep,

Tournal of Asia-Pacific Business.
16 “ORATIBIA INSTITUTEOF BUSINESS MANAGEMENT. Chinehi



[E-COMMERCE:ISSUES,TRENDS & OPPORTUNITIES WITH

SPECIAL REFERENCE TO MAKE IN INDIA]
_ﬂ_d______*__-—f—n—___f_____#___-»_._#___#-ﬂ____,_,__

Rediflshopping.com, inkfruit.com, myntra.com, futurebazaar.comn,

I'ashionandyou.com.

vebhi.com. soomin.com and hushbabies.com.

Internet on mobile phones and e-commerce are set o lead the trend in the [T sector.

Googlelndia MD Rajan Anandan gaid on June 2012.

s ; Al . : . .

Speaking at the 13" annual Confluence at the Indian Institute ol Management.
Ahmedabad  (11IM-A) here. Anandan identified trends such as mobile internet. social
networking, c-commerce and internet video s heing the most important trends for any

rechnology company 1o (ake advantage ol

nWe have seen 80-90 per cent growth In waflic month-on-month over the last three
quarters. We have been gradually increasing the pace of hiring and over the next six months.

" §napdeal Chiel Executive Director ICunal Behl i.

we will add about 500 people.

"With the growing e-commerce industry i the country and major international

the market, the number of

Sundeep Malhotra.

"job offers would certainly look up.” e-comimerce

players entering

{irm Homeshopl18.com CEO and founder

The online retail segment is expected to report strong growth m the coming years
owing Lo growing Internet consumer base thanks 10 increusing use ol smartphones.
laptops/PCs and availability of Internet in the remotest partol the country,
N eLCOIMMCTEE Space 18 8 hooming space as Internet qudience are likely 1o doubie in the
next hwo-three  years and this industry will require  talent Ceol various secions
technology. product. analvtics. sourcing, general management alent. merchandising e
marketing." online retailer Fashionandyou.com co-founder and CEO pearl Uppal.
Another g-commerce player HomeShopl18.com has grown by over 70 per cen. 0
headcount terms in 2011 over the last year and is further poised 1o grow by a simily

pereentage this year, including an augmentation of the technology team.

Meanwhile. the c-tommerce sector is fast hiring the best talent available in the
ceason saw e-commerce comparics recruiling big numbers it

country and this placement
ement (1IMs) and Indian Insttute «

premier stitutions like the Indian Institutes of Man:

Technology (HTs).
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ABSTRACT
o ecosystem has driven more change and

| decades, the glt_)hulization of the manufacturing
1 of the Industrial

{ more companies, pations and people than at any lime since the daw
part in and benefited from the rapid globalization of industry and

a key driver of higher-value job creation and
1 economies. The Government of India has
India’ mission is one
facturing hub. An

Over Lhe past severa

impacted the prosperity 0
Revolution. Nations around the world have taken
ing. Globalization of manufacturing has been
dle class in emerging natio
and improve business climate. ‘Make in
transforming India into a manu
ly change the image of the country as a hub

dentify the opportunities and the

expansion of manufactur
rising standard of living for the growing mid
(aken a number of steps to further encourage investment
such long term initiative which will help to realize the dream of

\itious Make in India campaign by the government of India can not on

amf
destination to do business. This paper attempts to i

for manufacturing but also as &
he Make in India campaign.

challenges waiting fort
Opportunities.

Keywords: Make in India, Manufacturing. Skill,

[NTRODUCTION:

The ‘Make In [ndia’ initiative was 1
o the Indian economy. The program includes major
innovation, protect intellectual property. and build best-in class manuf
ajor initiatives have been taken in 2014 for improving the ‘Ease of Doing Business™ in India
1gh simplification and rationalization of existing rules and the introduction of ‘nformation technology t© make
d effective. ‘Skill India’ —a multi-skill development programme has been initiated with a
ship for all socio-economic classes. ‘Digital India’ is another initiative of
he people of India and to ensure effective
able to citizens electronically by reducing
including

25,2014 with an aim of providing global recognition

aunched on September
o facilitate investment, foster

new initiatives designed t
acturing infrastructure. Besides focus on

cnubling manufacture, m

throv
governance more efficient an
mission for job creation and entreprencur
ate the govemmem’s departments and t
avail
¢ investments across various sectors,

Government of [ndia to integr
at ensuring government services made
rtunities fo

governance. It also aims
ion includes various opportunities in roads and

| these initiatives open up pumerous oppo
The “Investment Opportunities In India”

ipping. civil aviation, power and other major infrastructure development projects-
down in delays in manufacturing projects clearance, develop
The 25 key sectors identified under
s, defence manufacturing, electronic

paperwork. Al
infrastructurc. publicat
highways, ports and sh

Key thrust of the programine would be on cutting

frastructure and make it easier for companies
auto components, bio-technology. chemical
ts, railways, ports and textile.

adequate 1n to do business 10 India.
the programme include automobiles,
leather, mining, oil and gas, por
at time-bound project clearances (hrough a single online portal which will be
estor queries within 48 hours and addressing

¢kill development and infrastructurc. The objective of the mega programine is to
hich contributes around 15% of the country’s Gross Domestic Products is increased

to0 25% in next few years. Speaking to more than 500 top global CEOs along with captains of Indian industry at the
event in Vigyan Bhawan, New Delhi on September 75" prime Minister termed Make in India' initiative a lion step to
usher in increased manufacturing in the country, which will ultimately generate more employment opportunities for
the poor and give greater purchasing power in their hands. The mega even was watched live in several cities in India
and abroad through video conferencing, He urged the domestic as well as global investors not to look at India merely

- Make in India, we are not just offering a

but instead see it as an opportunity. “When wg
an opportunity to cHls et for your product. After all, handsome

systems, food process'mg,

The national progamme aims
(urther supported by the eight-member team dedicated to answering inv
key issues including labor laws,
cnsure that manufacturing sector W

as a markel,
competitive situation and we give you

e
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World Economic Turmoil: Challenges and Opportunities for India

t as cost effective manufacturing,” Modi told a packed audience. With the launch of “Make
rmance of this sector is slowly emerging. The campaign has
but there are

buyer is equally importan
in India”, a ray of hope for the upliftment of the perfo
started showing its positive colours with various steps t
various challenges that hinder the growth of this sector.

The present paper investigates the challenges pose
i India. Secondary data from different sources like journals, books, magazines, Census
surveys and websites have been taken to support the points. The objective is to present the present scen
manufacturing sector of India, various challenges faced by it and the emerging trends after the launch of the ‘Make 1n

aken to encourage the investment in this sector

d to the ‘Make in India’ campaign by the manufacturing sector
India, Government reports,
ario of the

jndia” campaign.
REVIEW OF LITERATURE:
Since the year 2009, manuf’
2.2 to 2.0 (Bhattacharya, Bruce,
nation by 2030, it needs a strong sustainable growth w
manufacturing base (Shah, 2013).The existing Jlabour laws are less emp
organized labour force; they protect employment and do not encourage employment or employability;
for illegitimate demands of the Trade Unions and are a major cause for greater acceptance of capital-intensive
methods in the organized sector (Datta and Milly, 2007). Employers complain of major skills gaps, and fewer than
259 of graduates arc estimated to be employable in manufacturing  (“The Manufacturing Plan,”).India’s
re is the top most issue faced by Japanese manufacturers (“Make In India: Opportunities
and Challenges,” 2015).Senior managers of manufacturing companies consistently rank difficultics in acquiring land
as one of the top priority areas to be tackled by the government (Bhattacharya, Bruce, and Mukherjee, 2014). The
share of manufactured goods in total merchandise exports fell from 77% in 2003 to 65% in 2013 (Joumard, Sila, and
Morgavi, 2015). "What counts is not necessarily the size of the dog in the fight — it’s the size of the fight in the dog" -
General Dwight D. Eisenhower this former President of USA and also a five-star general of US army during World
War T said, the might of the army is in the size of the fight it gives and there might be many factors influencing the
might of the army. ‘Make in India’ is a dream campaign Jaunched by the Prime Minister of India to boost this sector
<o that India can present its candidature for becoming the Global Leader (Chattopadhyay, 20135).

MAKE IN INDIA CAMPAIGN - NEW PROCESSES:
y dia just got easier — new de-licen

nd with its share of GDP falling from

acturing sector of [ndia is showing reverse tre
spires to be a powerlul

and Mukherjee, 2014). It is undoubtedly true that, if India a
hich can only be achieved if India creates a strong
loyment friendly and biased towards the
they give scope

underdeveloped infrastructu

»  Doing business in In sing and deregulation measures are reducing complexity.
and significantly increasing speed and transparency.

ind Industrial Entreprencur Memorandum made online on 24x7 basis

»  Process of applying for Industrial License ¢
through e-Biz portal.

% Validity of Industrial license extended to three years.

% States asked to introduce self-certification and third party certification under Boilers Act.

% Major components of Defence products’ list excluded from industrial licensing.

% Dual use items having military as well as civilian applications deregulated.

% Services of all Central Govt. Departments and Ministries will be integrated with the e-Biz a single window IT

platform for services by 31 Dec. 2014.
»  Process of obtaining environmental clearances made online.
CHALLENGES FOR MANUFACTURING SECTOR:

There are many hurdles that delay the smooth progress of the manufacturit

the ‘Make in India’ campaign. Some of them have been listed below:
5 Skill: Education and skill are the key forces for the growth and development of a country. The countries with

high skilled labour can do much better than others. But the situation in India is very gloomy with huge skill gaps.
Although India has imp s are much ahead in this area. As per the report

roved a lot in cducation but its competitor
qamed “Higher Education in India: Vision 2030" by FICCI, 75% of IT graduates are deemed ‘unemployable’.
55% 1n manufacturing, 559 in healthcare and 50% in banking and

insurance graduates arc deemed
unemployable. Further in India only 1.5 million workers ar¢ undergoing skills courses
higher education is also low. As per NAAC report “the quality of education in 90% of ¢

of the colleges is below par”.

1g sector which in turn adversely affect
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Ease of Doing Business: Ease of doing business i the major obstacle to the growth of the manufacturing sector.
9 countries for its

The World Bank’s “Ease of doing Business 2015” report has ranked India at 142" out of 18
ease ol doing business. The “case of doing business” covers ease in starting a business, enforcing contracts,
registering property, gaining access 10 electricity, paying taxes, cic. The easier and simple process gives a
country a good rank. The more the complex and time consuming process the poorer is the rank given. It is a
matter of great concern that more than two decades have passed since the commencement of economic reforms
and still India lags behind in providing business encouraging environment and the other facilities as are provided
by other countries of the world. In the exports section also, getting approvals require long time and huge cost. All
these obstacles discourage the growth of manufacturing sector.

Environment Clearance: Slogan of “Go Green” in the present day requires the businesses to be
should be the main focus of the businesses and should be taken as a

nvironment. But the situation is challenging for MSMEs who
use obsolete and inefficient technolog i to develop new techniques that help in
protecting the environment. As many as 17 highly polluting industries have been identified by the Central
Pollution Control Board, the majority of which are manufacturing industries. MSMEs, in particular, can
significantly affect the environment as the technology used by them is generally obsolete and inefficient. About
70% of the total industrial pollution load of India is attributed to MSMEs.
Infrastructure: The growth of manufacturing sector is highly dependent on its quality of infrastructure. The
World Economic Forum’s Global Competitiveness Report has given 81strank to India out of 140 countries for its
deficiency in infrastructure. Quality infrastructure is one of the top requirements for the success of “Make in
India”. India’s underdeveloped infrastructure is the top most issue faced by Japanese manufacturers. Roadways
ose a big challenge for the growth of the country and successive governments are continuously failing
to implement their clectoral promises. The projects of railways department suffer from even longer delays as
compared to road sector. Also, rail transport is 70% more expensive in India as compared to the United States
which makes it inefficient. There is a nationwide scarcity in terms of power generation. About 48% of firms
suffer from power cuts for more than 5 hours in a week and around 60% of firms are ready to pay more for
continuous and reliable supply. In order to promote the foreign trade, ports play a very important role. There is a
scarcity of modernized ports and those that exist, are using 90% of their capacity as against an average of 70%

environmentally sustainable. ‘Being green’

duty by the manufacturing sector to preserve the ¢
oies. There is an urgent neec

in India p

international usage.
Labour Laws: India’s labour regulations are among the world’s most stringent and complex, and over time have

limited the growth of the formal manufacturing sector. The present labour laws favour the employees and protect
employment and also a big tool in the hands of trade unions o raise their bargaining power giving a way 10 g0
for capital intensive methods in the organized sector. This adversely affects the expansion of employment and
generating jobs. There are more than 200 laws regarding conditions of employment, social security, health,
and labour disputes, etc. Another problem is lost relevance of most of the

safety, welfare, trade unions, industrial
labour regulations in the present day. As per the survey of CL-KPMG 2014 in India, about 47% of the

respondents stated moderate to major difficulty in complying with labour laws.

Research and Development: The expenditure on Research and Development in India is just 0.9 of GDP.
Moreover around 75% the share comes from public sector and just 25% is invested by private sector showing
followed in US and China. The credit of the faded growth of manufacturing goes 1o
tor. Indian RandD sector is still under explored as India lags behind her

ological development. Therefore it poses a big challenge to the investors

severe contrast to the trends
the low technological depth of the sec
competitors in infrastructural and techn
to improve further in <kill and standardization of the issues.
Land Acquisition: Land acquisition is another major issue involving lengthy and cumbersome process.
y of the projects. About 70% of the infrastructure projects got delayed due to it. It
acquire land. Another difficulty is to establish the land title due to incomplete
he owners of the land are often inadequately
ducted by CII-KPMG among the
‘e are some

It 18 one

of the main reasons for dela
(akes 14 months on an average to
land records which becomes a cause of litigation later. Also
compensated which again leads to disputes and delays. As per the survey con
various causes of difficulty in acquiring lands, the unsecured land title is the major problem. Th
critical issues that pose challenges to obtaining land for industrial development. These i

holdings, inaccurale, outdated land records and restrictions on usage of land, etc.
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»  Miero Small and Medium Enterprises: The Micro, Small and Medium Enterprises (MSME) of India play an

jmportant role in providing huge employment and contributing considerably in manufacturing output. Their
| areas checks the migration of workforce to urban areas. They are the ancillary units o the
large industries providing them various consumables and other services. This sector contributes nearly 45% of
manufacturing output and 40% of total exports of the country and employs around 69 million persons in over 29
million units throughout the country. Despite such a big contribution from MSMEs there arc various challenges
«till suffered by them in the areas of skill, credit, infrastructure, technology, €c. MSMEs are the highest credit
defaulters which accounts for 3% of advances for the last three years. Even the process of providing loans o
(hese enterprises 15 costly as there is a need of intensive field work and high jevels of scrutiny for the processing

presence in the rura

of cach application.

+  Exports: Exports play a major role in the growth of the manuf
merchandise exports has been very low as compared to other countries. Whereas the developh
in global merchandise exports ros¢ from 24% in 1990 to 38% in 2006 and 45% in 2013. Of India’s export baskel.
62% comprise of manufacturing exports (as of 2013) which is the lowest among most Asian cconomies With
China having 94%, Japan 88%, Philippines 77%, Singapore 70% and Thailand having 74%. The Major reasons
behind the declining manufacturing exports are the slow rate of growth of the sector, the <mall share of hi gh tech
exports, inadequate infrastructure, €tc.

CONCLUSION:

In conclusion, We have to
(ransform itself into & high-income economy. We cani
time, we will also have to focus on skilling our youth popu
policies 10 transform India’s manufacturing but few things have changed on the ground. The ‘M
programme may have the potential to transform India into a manufacturing hub but if we are 1O achieve that potential.
the government would have (o move beyond rhetoric to actual imp]ementation of the announced policies. A good start

has been taken by the present Government and yet has to need few important changes to Improve manufacturing
year is crucial 1o implementing the announcement well and seizing the oplml'lunit_\_f o

acturing sector. But the share of India in global
g countries’ shar¢

accept the fact that advancing manufacturing growth will be essential if India wants 10
ot rely on cervices alone to fulfill this ambition. At the same
Jation. Many governments in the past have announced 10fty
ake in India’

sector. In my point of view this
make the right investments at & company level.
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ABSTRACT

is a mix of cash and cashless transactions happening across the country, while many enablers are
lity. We have taken big strides towards becoming

ng the cashless economy dream into & rea

an a generation t0 change the habit from cash to no cash transaction.
Rushing the economy into a cashless state without proper planning and infrastructure will be disastrous -and its
consequences will be everlasting. A gradual move towards less-cash sociely as said by the Prime Minister is the right
way forward. The low literacy rates in rural India, along with the lack of infrastructure like internet access and power
muke things extremely difficult for people Lo adopt e-transaction route. Also, important to note that if people start
flocking to alternate currencies, gover Josing much of their power 10 influence economic issucs

nments could wind up
such as inflation and unemployment. The government can't set an interest rate for institutions lending in a currency it
doesn't control,

Keywords: Cash, Cashless, Economy,

1S CASH REQUIRED?
Cash is like water a basic necessity without which survival is a challenge. Nevertheless, cash use doesn't seem Lo

he waning all that much, with around 85% of global payments still made using cash. One of the main reasons is that
there is nothing to truly compete with the flexibility of notes and coins. The magnificence of cash is that - it just
works; even in the isolated whereabouts of India, where the government might not be present physically with its
paraphernalia, its injunction runs in the form of legal tender that public uses for business on an everyday basis. A large

‘nformal economy that supports & major part of Indian population and their livelihoods also runs in cash. This is why
Cash is yet King.

The ground re

Currently, there
working towards turni
cashless economy: however it will take more th

Security, Transactions.

ana stores, the go-to shop for daily purchases in India
ansactions. The customers, as well as Kirana
¢ in dealing with cash for small transactions, while these merchants also provide
< drive to incentivize consumers and merchants alike to move 4]
) driven economy is fuelled through rampant

ality reveals, a majority of (ransactions in Kir
are cash based ransactions, because these are generally small ticket tr
ctore owners feel more comfortabl
credit facility to customers. However, the government
clectronic modes of payments has not found many takers because our casl

corruplion in society and black money. The modus operations for corruption are cash so unless we rid our society of
corruption at all levels this will be a huge task. Imagine paying a corrupt official through your e-wallet it will never

ponder on is why India has such less tax payers in a population of over 1.2 billion people.
hs a year. This is onc of the issues that needs to be addressed and
hopefully with many more (ransaction moving clectronic and records of the same being made available many more
people chould fall under the tax et be it small merchants, pml"cssiunuls ete. Will this segment of society adapt to
clectronic modes of payment 80 (hat the nation can benefit from a higher tax collection leading to better benefits to
society at large? However, the whole isometrics of moving from cash-driven economy to cashless economy has
ted with demonetisation that was aimed to extract liquidity from the system 10 unearth black

arendra Modi acknowledged the fact in his monthly radio programme, ‘Mann Ki Baat’ on
is challenging, and hence has urged the public to move (o less-

happen.
Also another point e
I¢ 98G of our population carning below 2.5 lak

somehow been assor
moirey. Prime Minister N
Sunday that making the transition 10 cashless economy
cash' society.
In a courageous move o combat black money
currency notes of INR 500 and INR 1000 denominati
leap towards curbing corruption and forged currency.
high-value notes form around 86% of total legal tender. Of course, the
methods of payments will continue to be introduced. But Indians need to recognize the 1
payment instruments, the risks associated with electronic payment instruments are far more

GLANCE ON VARIOUS EXPERT OPINIONS:
4 revealed that last year around 75% of

A report by Boston Consulting Group (BCG) and Google Indi
(ransactions in India were cash-based, while in develop i uch as the US, Japan, France, Germany etc. it was

around 20-25%. The depletion in cash due to demo the forefront;
1d other transaction apps bec

ra Modi's government scrapped

and counterfeit currency, Narend
dented measure, though a giant

ons, which is seen as an unprece
The declaration created confusion across the spectrum, as these
digital era is something to embrace, and new
isks and benefits of different

diverse and severe.

Qed digital and e-transactions €

e-bunking, e-wallets, ai
N
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ly named “Disruptive Power of Technology 1
ay Shekhar Sharma, Eko Founder and CEO

hless cconomy. That was January 16th. 2010.
with the

At the end of a panel at “Sartup India Standup India”, adequate
Financial Inclusion” the panelists, which included Paytm CEO Vij
Abhishek Sinha, and [spirt’s Sharad Sharma, pledged 0 make India a cas
and nearly 10 months later, Prime Minister Narendra Modi, put disruption into the financial payments space.
move to remove (and gradually recycle) 86% of the cash in the [ndian economy. The government's narrative
surrounding demonetization has changed frequently since then: first it was an attack on black money. then about
addressing funding of terrorism, but the latest pitch, for a move that reportedly has scen people dic. is that it moves
people towards a cashless economy. what Venkaiah Naidu, the Union Minister for Urban Development and
Information and Broadcasting. also referred to today as 4 «Cultural Revolution™. cntailing, (o guole him. @
“pehavioural modification”.

Reserve Bank of India Deputy Governor H R Khan, speaking
Jarge amount of cash in the economy leads to many problems, including corruption.
move to a system where payments werc less in cash. In addition to reducing corruption,
colve transmission issues of monetary policy as well as cash management issues in the banking systenl.
concluded study carried out by the India Development Foundation (IDF), it was argued that, in addition to these, the
move towards a less cash-using economy will lead to an improvement in financial inclusion, more digital record-
keeping of transactions, and a reduction in the costs of transactions and encourage greater growth.
According to the Reserve Bank of India (RBI), the provisional estimate of the amount of currency in circulation
(as of June 2010) stands at ¥ 8,64,333 crore, out of which only five per cent of the currency is with the bank —
implying that almost the entire volume ol currency is transacted every day. Over the period April 2006 - June 2010.
currency has shown a yearly growth rate of 17 per cent. It is estimated that for 2009-10, the RBI incurred an annual
cost of T 2,800 crore to just print the currency notes. This is 0.4 per cent of the total currency in circulation. The need
to move towards 2 cashless payment economy is perhaps more in India because of the cost ol printing, distributing and
ssing cash. This cost does not include the cost of storage, transportation, security. detection of counterfeits, ele .
' to add the cost of storage and maintaining these currencies through ATMs alone, the
cost of printing and disbursing currency comes (© approximately Rs.70 per person per ycir. However, the interchange
costs are much lower than Rs.70 per person. As of January 2010 estimates, there are around 60,000 ATMs in India.
costs around 7 7 lakh to install an ATM machine and an equivalent amount 1o maintain it for a year. Given that we
plan to add 10,000 ATMs per year, the total cost of printing and distributing currency (through ATMs alone) amounts
o T 8,400 crore. In other words, the cost of printing and distributing cash constitutes about 0.2 per cent of India’s
GDP. Alternately put, a moderate growth of cashless transactions by five per cent a year will save more than Rs.500
crore annually. Therefore, therc is & direct benefit (in terms of cost savings) of moving towards Cashless transuclions
in India. However, it is the indircct benefits that are perhaps much more important for India, cgpecially given the
country’s objective of inclusive growth. ‘
A 2010 study by Moody’s showed th
rate because of electronic payment instruments. For 51 countries in
cent of the world’s gross domestic product, electronic card usage added
consumption and GDP from 2003 to 2008. With a very low cashless base, clearly, therce @
But how ready up are we 10 g0 cashless? How affordable is it for people to go cashless?
Our contention here is that there is no parity between Cash and Digital Money: & 1! pee paid 1
convenient for a user, and affords less costs, as compared to a cashless systen
INFRASTRUCTURE ISSUES: _
%  Number of citizens on mobile: Not all Indians are mobile, leave alone connected. The latest figures from the
[ndian telecom regulator TRAI show that, as of 3]st July 2016 - India had o teledensity of 83%. with Bihar,

Assam, Madhya Pradesh and Uttar Pradesh with teledensity of less than 70%. While state-wist data for wireless
teledensity is not available, it won’t be very differe less. Note that

nt, since mMost connections in India are wire
these are number of connections, NOL USCTS, SO you will have to discount th

is significantly. beciuse PNy Users
have multiple SIM cards.
Number of mobile users who are connected to the Inter
by the end of March 2016, of which 20.44 million were wired connections. In (otal,
broadband (3G + 4G + wireline broadband) and 192.9 million on “Narrowband™. Narrowb
base was 192,90 million (2G and wireline broadband). For the top four telecom operators, the qumber of mobile
connections that are data enabled in a manner that is more than Imb or more than 10 mb per month is wround
30%. So do we have enough people with mobile connections in India who have an Internet connection” Not
close to a billion, How many people are online daily or monthly? According to Facebook lndia MD Umang Bedi
165 million log on to Facebook on a monthly basis. How many go online daily? Only the telecom operilon

know.

5 Availability of reliable conn
event WiFi in India, “and we said it will be
online identity in a situation where connectivity

al an event, mentioned that the circulation oba
His suggested remedy was {0
such a move, he felt, will
In o recently

proce
To the printing cost, if we were

reentage points in the arowth

at global GDP registered an additional 0.2 pe
el

their sample that, together, accounted for 95
$1.1 trillion in real dollars 1o private
we opportunities for India.

sy cash is far more

net: There were 342.65 million Internct connechions
149,75 million were On
and Internel subscriber

ectivity: “When we were doing Aadhaar,” TRAI Chairn
an online infrastructure and identity. Pe
doesn’t exist. So there was & hug

(66)



World Eeonomie Turmoil: Chal

ISBN: 978-81:922746-6-9
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(hat we are creating a future-proof identity infrastructure. We don’t
line. The future is a connected world.”
Aadhaar,” he added, “] keep getting
't able to authenticate. Therefore,

make it work offline as well. Our view was
want an infrastructure which becomes useless tomorrow. The future is on
Bul the future isn’t now, and RS Sharma knows that: “Today with

complaints that there isn’t a tower in place and therefore we weren
connectivity is a very serious problem.”
Availability of user devices: According 10 [dea Cellular CEO Himanshu Kapania, there are currently over a
§50 million feature/smartphoncs, and 150 million LTE enabled phones.
“What we have found is that people with smart phones.
around 60% to 70%.
7), and while we will

billion mobile phones in India: around
Airtel India MD and CEO Gopal Vittal recently said that:
qot all of them use data. That number of people with a smart phon¢ using data is probably
Phis is important beciuse the most payments business don’t support feature phones (do any
. and we need feature phone support for now.
ards, and 130.53 million transactions, as of August 2016.
That's around 18 transactions for every 100 cards. Credit Cards- Only 26.38 million in India as of August 2010,
aceounting for 83.95 million transactions. Demonetization might lend itself to greater utilization of cards, but
o were only 1,461,672 point of sales machines in India, as of August 2016, according to the RBLin the entire
In all likelihood, concentrated 1n mijor cities, with some merchants with have more than one machine,

qee smartphone pcncu'ul'u)n LIOw,
Merchant acceptance: India had 712.5 million debit ¢

thet
country.
as backup.

Payment and mobile network capacity: Wha
and online payments is that somewhere in
handle the load. Transactions failed. What we were

t we've seen with Demonetization and the increase in usage of

the value chain, banks and/or payment gateways were not in a
told was that Visa wasn't able to handle the load. At

age if everyone starts transacting digitally. More

cards

pwsiliun

present, there “on’t sufficient capacity for the escalation in us
importantly, do we have the network capacity to deal with this? What happens in an emergency situation, when
| everyone, as we've seen previously in India? If you don’t

networks are down because everyone is trying to cal

is insufficient connectivity, how will you be able to buy anything, use public transportation

have cash, and there
etc?

Time taken for a transaction:
operators keep exact change because they expect notes
i’ usually to tender change for notes, but for printing

purchases lke mobile recharge cards, candies or cigaretles, and you'll see that the pace at which they close &
yansaction with a customer is critical for them: they don’t typically give & bill for each (ransaction, and that's a
srohlem when it comes 10 {axation. But from a user’s perspective, think of the additional time it takes:

«  For a card. you need 1 place 1 n a PoS machineg, get a user o input a PIN, and if there is connectivity,
ogeta confirmation before you can leave.
gel a user to scan d merchant QR code, authenticate with a PIN
4 customer, for the customer to receive I,
( for the merchant to receive a confirmation

1If you've driven through a toll booth, or paid for parking, you know that
to come in with a specific denomination. The time taken
a receipt. Watch a small shop selling high frequency

wait for the merchant t
«  For digital transactions, you need Lo

(ideally). Or, you need the merchant to send a payment link to

open a page. type in details and complete a transaction. Then wai

of the transaction before you can leave.
Security issues: The weakest security link in
fack of understanding of sceurity issues. To get @ sense of thi
were giving others their card and PIN nu mbers.
No privacy with cashless: a switch 1o cashless

ce. with taxation, but ther
and how it will be atilized. India doesn’t have a privacy and data

documented. This is greal for governan
that data, whom they can chare it with,

protection law. and shamefully enough, the Indian government has gone to court arguing that there isn’t

fundamental right to privacy in the country. To quote the Attorney General of India, representing the Union of

“yjolation of privacy doesn’t mean anything because privacy is not a guaranteed

which the Government of India is trying to deny its

any transaction is not the technology system, but the user, and their
¢, to withdraw moncy from ATM’s, some people

and every transaction is tracked and

means that cach
to who owns

 is no protection for citizens, as

India, in August last year:
_Cash offers that relative privacy and anonymity,
affords anonymity is bitcoin.
ated their application with some features enabled in Indian

Indian language interface, as don’t most applications
services. Apart from, no E-commerce company tried going the Indian language way. There's a part of the
able to read and write, leave alone being able 10 read and write English, while
aren’t in Indian languages. The sh Tel

right”
citizens. The only cashless currency that
Language compatibility: Paytm has recently upd
languages. However, most mobile handsets don’t have an

and
population in India which still isn’t
we don’t have phones that are in Indian languages and apps that
| noles are a visual medium of exchange.

(hetween payment systems): cash 18 interchangeable: you don’t neegAd
cchange cash. Here, you have a situation where State Bank of
wallet to wallet transfer isn’t allowed. T

hefe 18 massive. Physica
Interoperability issues
application or an account to ¢
aytm wallet via netbanking, or

(oesn’'t alloy

payment into a P
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Payments Interface, set up by the bank owned group NPCI, where the Reserve Bank of India has not allowed
wallet to wallet transfers. Customers are locked-in whether it is to their bank account (because you need banking
systems functional to transfer money) or to their wallets.

»  Cost of transaction:

Merchant costs: Merchants need a working Internet connection to accept digital payments. They need o pay a
payments. On Credit cards.

@
monthly rental for a machine, or a smartphone with an application to accept
merchants are charged a merchant discount rate (MDR), an inter-bank exchange fee, of 2.5-1.7% per transaction.
On debit cards, they need to pay 0.75% per transaction below Rs 2000 and 1%for transactions above T 2,000, For
UPIL merchants are charged 0.75% per transaction plus other costs (on par as debit cards.)

e  Customer costs: You need a smartphone, an Internet connection and/or have to pay USSD charges (3 0.5 per
session) and data charges when applicable.

e Cost are applicable when cashless is converted into cash: From an RBI paper on processing costs on cheques

and ATMs: “The feedback received from different banks revealed the following — a total cost of Rs.1.95 pei
7 1000/- which excluded the cost of insurance and dispensing cash at ATMs; the cost of dispensing cash through
ATMs alone is approximately Rs.17 per transaction: the opportunity loss for holding idle cash would be
approximately 9%; the cost per transaction at ATMs ranges from Rs.6.60 to Rs.15.88 in case of fully outsourced
operations depending upon the service provider and area of operation.”

Cash isn’t the same as cashless (digital payments) because - Not enough people have mobile connections, an
Internet connection (which can survive massive usage in times of emergency), or use it regularly. on a smartphone,
which supports all Indian languages, with an application that supports all Indian languages. Internet connectivity 1sn’t
reliable or available or as cheap for users as cash. The process of making digital payments in India is not casy, and is
time consuming. Making digital payments is costlier either for the merchant or the customer, or both. Digital
payments can lead to major security risks, with adequate processes not in place for easy redressal, for either merchant
or customer.

Above all, not enough is being done to educate the consumer, the weakes chain in the link. Digital payments
aren’t a single standard like cash: money in one type of account is not the same as in another type of account, and it 15
not interoperable, unlike cash.

Here's the thing: Cash might be more expensive for the government, because ol tax evasion, corruption and the
need to keep recirculating old, spoilt, currency, and enabling transfers, but digital 1s very expensive for citizens. Whal
is happening here are a transfer of cost of money from government Lo citizens, and u massive collection of data?

But does that mean that there shouldn’t be any cashless transactions? - Certainly not. The pointis that we're not
ready yet. Many of these issues mentioned above will be addressed one by one: connectivity will (hopefully) improve:
indict languages interfaces and operating systems developed, security improved, customer care improved, smartphone
prices will come down, but the idea to force people into adopting cashless payments is foolish and unnecessary. when
you don’t have the wherewithal to meet the demand at that scale, this quickly. People are hurting. and there are no
means of meeting that demand in the near term. The important thing is to give people choice, and switch people
cashless gradually. By creating an incentive structure for that switch, and that involves making cash more expensive
than cashless and better enforcement.

CONCLUSION:
A major obstacle for the quick adoption of alternate mode of payments is mobile nternet penetration, which iy

crucial because point-of-sale terminal works over mobile internet connections, while banks have been charging money

on card-based transactions, which is seen as a hurdle. The low literacy rates in rural India, along with the lack ol

infrastructure like internet access and Power make things extremely difficult for people to adopt e-transaction route.
Here are ways in which cashless can be fortified by giving an indirect tax rebate for using cashless methods ol

payment, which brings parity between cash and cashless. Even online, merchants can be incentivized (o charge less fon

digital payments, and more for cash on delivery. Digital Payments businesses have tried their hand with cash backs.

and lower rates for digital purchases have already encouraged digital payments. Incentives could be given to

businesses, which they can transfer to customers.
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Figure 1. Theoretical model for transformation of polity
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Abstract

Globalization creates huge opportunities and brings the various ways to do business.
Technology has brought a complete paradigm shift in the functioning of banks and delivery
of banking services. Today, most of the transactions can be done from the home and no need
to visit branch for anything. The growth of the internet and communication technology has
added a different dimension to banking. The information technology (IT) available today is
being leveraged in customer acquisitions, driving automation and process efficiency,
delivering ease and efficiency to customers. Customer satisfaction (CS) with internet banking
services has not received much attention in the literature. In recent days many of studies have
looked at CS in many different industry contexts in different countries. With the exception of
few studies conducted in e-banking context in India and Maharashtra. The main purpose of
this study — how the customer aware with the internet banking? Which determinant affected
to customer decisions? How satisfied are customer with existing internet banking? This paper
empirically examines CS with internet banking in context to 7Ps. The objectives of this study
are - to examine the factors affecting to customer satisfaction in context mix, to evaluate the
customer satisfaction towards internet banking. With focusing the objectives, the
methodology is adopted- the primary sources were in-depth Interviews and Questionnaire

and secondary data. Considering time and budget constraints the data was collected from the
Satara.
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1. Introduction

Day by day the banking environment has become more & more competitive. To
survive, sustain and grow in ever changing market, banks are developing the various advance
strategies. Banking organizations are going for the latest technologies and updates which are
considered as resources that can help more bendable structure and respond quickly to the fast
changing market circumstances.The globalizations change the face of business by adding
technology. The growth of technology such as computerization, mobile, internet, etc. has
added a different dimension in business and banking industry is not exempted. It is also
considered as tool to reduce the time, supervision and ultimate cost. It develops the effective
communication and relation with the customers and associate of the banking business.

Today an information technology presents massive opportunities and openings to
improve the effectiveness and performance in the functioning of banks. IT helps to banks
introduce the various products like ATM, Debit/Credit Cards, mobile & internet banking etc.
The introduction of various technological products has added a beneficial impact on both
banks and customers. Choosing the right path of technology adoption will be an instrument
not only to improve the operational efficiency of banks but also to serve customer better
which is the ultimate aim of any organization.As consideration of tech.nology.revolution in
banking sector India is somewhat slow. In the mid of 1980’s the process of computerization
started in India. The person of banking industry has opposed to accept the technology in the
initial stage of technology revolution in banking. But there has been a considerable change in
the behavior of banking associate and the banking industry come on track to access the full
potential of advance communication and information technology. IT facilitates the
sophisticated product development, better market infrastructure, implementation of reliable
techniques for control and minimizes risk. It helps the financial intermediaries to reach
geographical distant and diversified market. The IT available today is being leveraged in
customer acquisitions driving automation and process efficiency delivering ease and
efficiency to customer and ultimate satisfaction and retains them.

Customer Satisfaction (CS) is a person’s feelings of pleasure or disappointment
resulting from comparing marketing mix’s performance in relation to his/her expectations. It
is well scripted that the measurement of CS regarding the quality of services provided by the
organisations is a necessary means by which organisation deliver into the minds of its

customers for useful opinion that could ¢ basis for successful policy.Since the bank

PART — | /\c,m‘:.-—-....‘-t D 121
W i '
5 &

'®)

IMBTRSTIRA T - SRTPI SAMINR S L 1




he fast
adding
tc. has
is also

fective

@ °
bani¥
ng etc.
n both
ument
better
tion in
ization
“in the
inge in

he full

eliable

» reach
1ged in

;e and

ntment
ions. It
by the
of its
e bank

121

.
o e

SENIUS - VOLUME - VI ISSUE ~ [I-ISSN 2279-0489 (LF.- 4.954) ) FEBRUARY-JULY - 2018

exist to satisfy customers by meeting their requirements, it is crucial for banks that offer

internet banking services to periodically and consistently measure the satisfaction of their
customers. As the customer use the internet banking, it might be that they are not satisfied or
some extend with certain dimensions of quality of services.

Customer satisfaction (CS) is the major area of any business. CS has been recognized
as an important element that drives customer pre & post purchase behavior. CS is reflects
from customer loyalty and retention.CS with internet banking services has not received much
attention in the literature. In recent days many of studies have looked at CS in many different
industry contexts in different countries. With the exception of few studies conducted in e-
banking context in India. There is very limited empirical work in the area of customer
satisfaction in the internet banking in India. This could force more research work. Therefore
the main questions of this study — how the customer aware with the internet banking? Which
variables affected to customer decisions? How customers delight with existing internet
banking? Current marketing mix strategies are fulfilling the need of customer. With
consideration of these reasons, this study examines CS with internet banking in context to

marketing mix. The present study carried out with the following objectives:

- To study the awareness towards online banking.

- To examine the factors affecting to customer satisfaction in context to marketing mix.

- To evaluate the customer satisfaction towards online banking in context to marketing mix.
2. Literature Review Conceptual Framework:

Review of literature: 75% market holds by Indian public sector banks and they are
moving towards the centralized database and decentralize decisions making process. As far
as banking industry in India is concerned it can be said that although the Indian banks may
not be as technologically advanced as their counterparts in the developed world, they are
following the majority of international trends on the IT front (Mittal & Gupta 2013). The IT
changes the pace of banking. Mobile bank and internet banking are going to make indoor in
the banking sector in the near future. IT systems are complex and sophisticated but they are
“energy guzzlers” (Sreelatha & Sekhar 2012).According to the Nimako, Gyamfi, Wandaogou
(2013) emerged dimensions for the internet banking service quality contexts are: web design,
customer service, assurance, preferential treatment and information provision. Li and Suomi
(2009) studied internet banking seivice quality is, thus, conceptualized as a construct with
five dimensions that were identified in W work of The satisfaction istypically
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measured as an overall feeling or as satisfaction with elements of thetransaction in terms of
its ability to meet customers’ needs and expectations (Fornell and Bitner, 1992).The
perceptions are the distinct view towards the government and the public services which may
seem blurred in the eyes of many, and therefore, the satisfaction is the honesty and integrity
in their assessment of the services that they receive from these institutions (Dinsdale and
Marsden, 1999).Customer delight is profoundly positive emotional state generally resulting
from having one’s expectations exceeded to a surprising degree (Rust and Oliver 2000). CS
is conceptualized as an overall cﬁstomer evaluation of a marketing mix based on buying and
consuming experiences over a time period (Anderson, Fornell& Lehmann 1994). As Danaher
and Haddrell concluded that the disconfirmation scale is a preferred method in measuring
CS. The five-point disconfirmation scale would be an improvement over the three-point scale
if high predictive validity is essential. There is dispute that since cumulative satisfaction is
based on a series of purchase and consumption experiences, it is more helpful and reliable as
a problem-solving and forecasting tool than the transaction perspective that is based on a
one-time purchase and consumption experience. Therefore, the study conceptualizes CS as
cumulative measured from the last one year of being an internet banking customer.In this
study, a five-point disconfirmation scale was adopted from strongly agree to strongly
disagree. Therefore, overall CS and various dimensions of internet banking would be

measured using five-point disconfirmation scales.

Conceptual Framework: Consumer behavior is the study to processes involved when an

T —————————7 individual select, buy, dispose of product,
Service (Product) ]

i

service, idea or experience (marketing mix)
Charges (Price ]

e — | to satisfy or fulfill needs and desire. CS is
e (Pmmm;ij the post purchase behavior of the consumer.
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satisfaction. Hence the forming marketing

Fig. 1: Conceptual NMode! For I-Banking & CS

strategy, firms should consider the consumer

and their needs and expectations which lead to the satisfaction(Dick and Basu, 1994). As internet

become new channel of delivery and expands, it is important to know the customers attitude, intent

and post behavior in the light of internet banking. Means why they like or dislike using it? Consumers

feelings seems have a majorpressure OW individual feelings do not, by themselves
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influences one’s intention or behavior. Instead that intention or behavior is a result of a variety of
issues relevant to the situation at hand, in study internet banking. The emerged issues for the internet
banking service quality context are: web design, customer service, assurance, preferential treatment
and information provision. Web design covers the design of the web site and includes items like web
content layout, content updating, navigability, and user-friendliness. Customer service has been
recognized as an important element for enhancing service quality in online banking. This dimension
has to do with service reliability, customer sensitivity, personalized service, and fast response to
complain£s that have been described as responsiveness to customer needs and complaints. Assurance
is one of the critical elements of online banking service quality. The assurance dimension describes
impressions by the service providers that convey a sense of security and credibility. Security and
privacy are related items that affect the confidence to adopt online banking services. Preferential
treatment is related to the added value of using internet banking services. Where customers perceive
that the incentive of online banking is attractive then they would be more willing to use internet
banking. Information provision has become one of the key elements of online service quality as
customer would need the right information that enables them complete online banking transactions
successfully. Identification of 7Ps and satisfaction affected on internet banking behavior of customer
has been a thrust area of past researches. There is a conspicuous dearth of empirical studies
examining internet banking in India.A systematic presentation of 7Ps under investigation in present
study is provided in Figure 1. In this study, based on a thorough review of literature the conceptual
model presented in Figure 1. It depicts the elements of internet banking for which customer
satisfaction was measured. This model was adopted for two reasons — first, the model was based on
extensive literature review. Secondly, the elements in this model are validated and applicable to
internet banking context. The hypotheses for the present study are -
H1: Services have significant impact on CS of internet banking.
H2: Costshave significant impact on CS of internet banking.
H3: Information has significant impact on CS of internet banking.
H4: Accuracy & Delivery have significant impact on CS of internet banking
HS: Security & Assurance have significant impact on CS of internet banking.
H6: Treatment & Transactions have significant impact on CS of internet banking.

H7: Web Contentshave significant impact on CS of internet banking.
3. Methodology

Focusing the objectives of the present study, the study applied both qualitative and
quantitative researches. Through the review of literature the exploratory study was done

which facilitated in rationale and extramm‘tant variables and factors. A survey
EART =t SO\ s
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was conducted with the help of structured questionnaire. Data was collected from primary
well as secondary sources. The primary sources were in-depth Interviews and Questionnaire
whereas secondary sources were newspapers  various publications, books and
internet.Considering time and budget constraints the data was collected from the Satara area
of Maharashtra, India. Questionnaire was pilot tested on a sample of 20 to ensure the validity
of the survey instrument. The sample size for questionnaire was 200. However, incomplete
responses, not answered questions, invalid answers, etc, was eliminated and the final sample
size is us.ed for analysis was 192. Responses to each question ranges from 1 to 5 ie. 1=
strongly disagree, 2= Disagree, 3 = neutral, 4 = Agree and 5 = strongly agree indicating
customer satisfaction towards internet banking. The sample was mainly collected from main
area of Satara City.

3.1 Sampling Technique: Judgmental and snowball sampling were used. Thfough the
judgmental sampling the initial set of respondents was selected.On the basis of information
given by initial sample units subsequently additional units were obtained andthen additional
referrals were taken from those selected in the sample. In this way sample was grown by

adding more and more reference based respondents. The following consideration was
-adopted for Judgmental sampling:

The sample comprised of people who have done Internet Banking.
Only those people were part of sample who done the I-banking one year or more
than.

The sample was selected from different part of Sataraarea assuming high internet
banking diffusion rate.
3.2 Statistical Tool: The collected data was analyses through the statistical tools-
Weightage Method, Correlation and Regression to meet the research objectives and to test

proposed hypotheses.

4. Analysis and Result Discussion

Customer satisfaction was measured as responses of consumers towards utilization of
the different internet banking services.Out of 192 individuals, all respondents actually filled
in and returned the questionnaire to researcher for evaluation. The collected primary data has

been analysis in the form of tabulation, analysis of descriptive statistics and correlation
analysis and testing of hypothesis.
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“Table No. 1: Factors Influences while using _I_nterﬁgtﬁﬁ“é;liing_._i The  study
No. ] Factor SAT A | N | DA | SDA [ Average | Rank | shows that the most
1 Services 50 | 69 | 46 | 24 3 143.0 I important factor
area 2 Cost 39 | 60 | 51| 27 15 1314 . Vil which influences the
A 3 Information 49 | 69 | 38 | 22 14 138.6 111 .
/’alldlty customer while
] 4 | Assurance 44 | 54 | 68 | 19 7 137.0 v
| . .
| mplete 5| Security 7172 (33 20 | 10 | 1444 | 1 | 08 et
sample 6 | Treatment 5 Ta0 s (a4 | 18 | 1200 | 1X | banking is Security.
Le. 1= 7 | Accuracy 43 | 62 (31| 37| 19 12908 | VIl | Secondly, most of
icating 8 | Transaction Speed 40 | 49 | 82 | 17 4 136.0 VI the respondents are
& ki 9 | Web Contents 36 | 57|82 13 4 136.8 v T n— by
10 | Ability to Use Internet | 21 | 44 [ 73] 38 | 16 | 1184 X _ )
9 , Service getting by
igh e banks.Followed by Information is the thirdand Assurance the forth influencer. At the same
mation time Web Contents and Transaction Speed is on fifth and sixth rank.Cost and Accuracy is on
litional seventh and eighth rankwhereas with low score, Treatment and Ability to Use Internet are on
»wn by ninth and tenth influencer to the use of internet baking.
n was Correlation & Regression Analysis:
Table No.2: Reliability Statistics Correlation and Regression analysis is carried
Cronbach's Alpha N of Ttens out by the use of Microsoft Excel and SPSS (17.0).
£ B 621 24 Through this analysis, Reliability of the data,
development of relationship between independent and dependent variables (correlations), and
nternet validity of the model and testing of Hypothesis has been found out. Reliability of data was
| @w found by 62.1 percent which was collected through independent and dependent
. toois- variables.Correlation analysis dictates following:
D st Table No.3: Correlations
‘ Service Cost Information Ac;:;ra Security Tra:;actl Web  Satisfaction
Pearson
. Correlation !
ition of Service .
Sig. (2-tailed)
y filled N 192
it T Pearson- 489" |
- Cost Correlation
‘elation Sig. (2-tailed) | .000
N 192 192 ]
M Pearson _ 53" 570" 1
Correlation S
N o™ adl. &4!’,
161 PART -1 oot %, 171
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| sig (2-tailed) | 000 .000
N 192 192 192
Pearson * . .
3 3 54 i
Accuracy & | Correlation =0 22 ’
Delivery | Sig. (2-tailed) | .000  .005 000
N 192 192 192 192
Pearson v M
. . 232 2
Security & | Correlation L8 i 23, i :
Assurance | Sig. (2-tailed) | 630 051 .069 .000 —
N 192 192 192 192 192 _ i
Pearson % ) % % % x% a.
. . . 4 321 |
Treatment & | Correlation 32 A 4 4 -
Transaction Sig. (2-tailed) .001 .000 .000 .000 .001 b
N 192 192 192 192 192 192 gl
e 114 2177 232 261 296" 248 ]
Web Correlation u
Contents | Sig. (2-tailed) | 687  .002 A5 071 .000 558 £y
N 192 192 192 192 192 192 192 SR
e 791 237 647 5027 696" 409 573" 1 g
Satisfaction eotehaion
Sig. (2-tailed) | .005 .106 062 .000  .000 012 .000
N 192 192 192 192 192 192 192 192
**. Correlation is significant at the 0.01 level (2-tailed).

¢  Satisfaction and service (product)has strong relationship as indicated by 79.1%
which have proved to be significant at 1 percent level of significance based on 2
tailed tests.

e  There is strong association of satisfaction and security & assurance
(people)by69.6% which have proved to be significant at 1 percent level of
significance based on 2 tailed tests.

L Strong association has been found between satisfaction and information -+ \*

B
v - £ a Y
(promotion) by 64.7% which have confirmed to be significant at 1 percent level of
significance based on 2 tailed tests.

®  Satisfaction and Web Contents (physical evidence) have relationship by 57.3%
which have proved to be significant at 1 percent level of significance based on 2
tailed tests.

@

Satisfaction and accuracy & delivery (place) have relationship by 50.2%which have
confirmed to be significant at 1 percent level of significance based on 2 tailed tests.
There is relationship between satisfaction and treatment & transaction (process)

indicated by 40.9% which have ¢ to be significant at 1percent level of

significance based on 2 tailed
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® Qatisfaction and cost (price) have relationship by 13.7% which have proved to be
significant at 1 percent level of significance based on 2 tailed tests.
Table No.4: Model Summan'yb
T Change Statistics
R Adjusted | Std. Error of Durbin-
Model | R R Square F Sig. F
Square | R Square | the Estimate dfi | df2 Watson
. Change | Change Change
1 J382% | .238 583 6.00955 239 6955 | 7 |184 000 1.731

a. Predictors: (Constant), Web content, Service, Treatment & Transaction, Security & Assurance, Accuracy &

Delivery, Cost, Information

b. Dependent Variable: Satisfaction

Through Regression analysis only total 58.3 percent satisfaction of customers depends
upon the independent variables i.e. service, cost, information, accuracy & delivery, security

&assurance, treatment & transaction, web contents.

5. Testing of Hypotheses:

{ ' Table No.5: Coefficients"
Unstandardized
Standardized
Model Coefficients t Sig.
’ Coefficients
B Std. Error
Service 670 .087 .662 .823 412
Cost 055 073 063 753 453
Information 422 131 332 175 .861
1 | Accuracy & Delivery .240 124 219 107 .036
Security & Assurance 411 142 582 268 .024
Treatment & Transaction 179 .082 172 971 333
Web Contents 247 .069 314 .387 .000
&Pependent Variable: Satisfaction

Hypothesis1 - Services have significant impact on CS of internet banking.

Services has significant impact on CS of customer of internet banking by 66.2% if
provides personalize services, Validity of hyperlinks, attention on quality and perform
services correctly are to be monitored by the hierarchy of the organisation. The analysis
shows that Hypothesis # 1 stands true.

Hypothesis 2 - Charges have significant impact on CS of internet banking.
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Charges influences overall satisfaction of customer 6.3% if Reasonable charges for
online transaction is to be facilitated by the management authorities of the bank. The result
shows that Hypothesis # 2 holds true.

Hypothesis 3-Information has significant impact on CS of internet banking.

Information influences the satisfaction by only 33.2% in complete and sufficiency of
information and updates are informed time to time are to be given by the management
auth9rities of the banking organisation. The result shows that Hypothesis # 3 holds true.

Hypothesis 4 - Accuracy & Delivery have significant impact on CS of internet
banking

Accuracy & delivery has strong impact on satisfaction of the customer by 21.9% if

reliability& credibility of customer transaction is to be ensured by the organisation. This
result shows that Hypothesis # 4 stands true.

B
" o
Nl

Hypothesis 5 - Security & Assurance have significant impact on CS of internet
banking.Security & assurance have strong impact on satisfaction 58.2% if prompt reception
of responses, ability to guide customer to resolve problems and protection & security of
customer transaction data are to be ensured by the bank. The result shows that Hypothesis # 5

holds true.

Hypothesis6-Treatment& Transactions have significant impact on CS of internet
banking.

Treatment & transactions influences the satisfaction by 17.2% in Quick response,
accuracy in process and quickness of the webpage loading on bank portal are provided by the

banking organisation. The result shows that Hypothesis # 6 holds true.

&
L S

Hypothesis 7-Web Design has significant impact on CS of internet banking.

Web design has strong impact on CS of customer of internet banking by 31.4% if
provides easy understanding & qualitative design of web page portal of banks, helping &
securely complete a transaction are to be ensure monitored by the hierarchy of the

organisation. The analysis shows that Hypothesis # 7 stands true.

6. Discussion and Findings:
After collecting the data from respondents and analyzing the following observations

have been found -

It is observed that most (51%) of the respondents are strongly agree & agree with

personalize bankine servic ‘fﬁﬂicfégdﬂ,’\'le using internet banking. Provides
7 SEAN
7 " o

., N\ %o\

PART— ]




-
e

2
-

/ 'GENIUS - VOLUME - VI ISSUE - 11-1SSN 9979.0489 (1.F.- 4.954)
f o e o B o o

FEBRUARY-JULY - 2018

attention on quality and perform services correctly, majority of the respondents are
neutral. Whereas, most (43%) of disagree with the validity of hyperlinks on bank

portals.

e«  While using the internet banking the respondents consider several factors. These
acy of factors are directly or indirectly affected to the satisfaction level of respondents.
ement Security, Service, Information, Web Contents and transaction speed majorly

influences to the customer and there satisfaction level.

iternet . It is observed that 37.40% respondents agree with the prompt responses to the

customer request and 29% respondents are neutral with ability to guide customer 10
9% if resolve problems. 26% & 22% respondents are agreeing and disagree with
}T'.") protection and security of customer transaction data whereas 20% are neutral. The

study shows that 27% respondents are neutral with complete and sufficiency

aternet information provides by the bank whereas 26.50% & 22.50% respondents are

eption disagree and neutral respectively with updates are inform time to time.

rity of e Itisreveals that 33% and 25.50% respondents are agree and disagree whereas 24%

sis # 5 respondents  are neutral with the banks apply reasonable charges for online

~ transaction. |

internet e  The study finds out that most of respondents strongly agree (28.50%) and agree
(23%) with the reliability & credibility whereas 25.50% respondents are feeling of

PRSCL celief of customer to transact on internet banking.

. by the

e It is indicate that 28% & 28.50% respondents agree with easy understanding and

qualitative design of web portal of banks. 25% & 24% respondents thinks that it

helping & securely customers to complete a transaction.

1.4% 1 o ;
4l B e  The study indicate that 31% & 23.70% respondents are disagree and neutral

ping &
of the

towards the quick response to customer complaint. 24% & 22% respondents are
neutral & agree with quickness of the webpage loading on bank poftal whereas,
23.50% respondents are neutral with towards easy completion of steps of online

transaction.

vations ¢ Itis observed that most of respondents feel that the banks provided full attention on

security, services, time to time updates, and trust worthy towards internet banking.
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The study finds out that most of respondents consideri ng the security and assurance
towards financial transaction. The banking organization much careful towards the
safe and secure internet banking transaction. In the era of globalization, various
updates come in technology day today which will hazards towards customers
financial transactions. So there is need to update the technology regularly which
will prevent the hazards. This provides the secure and safe transaction and buildup
assurance in customer towards banks.

The banks should clear the policy charges applying on the internet banking
transaction and inform properly to customer. Due to this customer relies that there
is no unwanted or hidden charges apply which will be fruitful to both and boost to
develop the relation.

Modern information technologies play an important role in performing various the
tasks of organisations. Due to variety of technology and changing environment of
organisation, the combo application of technologies should be updated regular basis
to provided better services and improve the performance of organisation to effective
satisfaction. Most of the respondents are influences by secuﬁty, treatment, web
design and transaction speed. The bank authorities should give more attention
towards these factors according to requirement and give assurance to customer
order to enhance their technical ability and reliability customer.

Regular basis communication should be ensured by the banks in order to make the

customer more active and participative. The banks should be considering the

genuine problems of the customer and take care. Also the banks regularly

communicate the updates to the customers which will facilitate to get proper

knowledge to perform internet banking transaction.

The most important physical evidence in internet banking is web. The proper &

qualitative web design helps to customer to easy understanding and complete

securely financial transactions. So the bank provides the attention towards contents

of web and regular updates in web portal according to the need of time with future

consideration. It ensures the trust and creates the better understanding which

enhances the satisfaction level
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e  The delivery and accuracy is important in internet banking transaction. The study
shows that customer is feeling of relief of customer to transact on internet banking.
But the changing banking environment needs to take care channel decision
carefully, incorporating today’s needs with tomorrow’s likely selling environment.
It is important to give the proper (treatment and handle customer smoothly to
enhance the relation and better performance. The bank authorities provides the
attention towards the process like quick responses to customer complaint, quickness
in loading webpage on bank portal and easy completion of online transaction. It

helps to enhance customer’s relation, satisfaction and loyalty.

8. Conclusion:

Banks play an important role in the growth and development of the rustic area. They
are the main bone in social & economic development of country. In India, several banks have
not professional approach as compared to foreign banks. Apart from this many organisations
have excellent performance track records and have managed to achieve desired results.
However, modern technologies are not neglected and its importance in global business
environment to sustain and survive. Thus technologies needs a fresh restoring so that
organisations inefficiencies and idleness can be removed and improve the performance of the
organisations to the fullest extent to create the genuineness& buildup strong relationship with
customer and stakeholder of banks. Without maintain the customer satisfaction and loyalty
banks cannot survive in era of globalization. Day by day the technologies bring the changes

in banking business. The present study is only focus on internet banking; still there is scope
for further study in various areas like mobile banking, core banking products, etc.
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Abstract:
ent is integral 10 diving successful organization. Engaged employees i Emo,,'%”y

Employee engagern

attached to their grganization and highly involved in their job with greal interest for the success of thej, b,

During last two decades, employee engagement becomes a Very Pop el s, "”:’IE“‘"“- Employee engagm;"fa
very vast concept that touches almost ail parts of hum.an .re.soun‘:el management. Employee engagemey, i
emotional commitment the emplayee has to the orgamzaf_m".""d "s_ ga“f'-‘- E”'P’O)’ef engagemeny s Stronges
predictor of positive organizan'onai performance. This study is amL'f' fo ldcflﬂjﬁ’ the key divers of emp loyee ok !
within the Cooperative Milk industry in Kolhapur. It also studies the impact 'of emplayee engagemen; on jo
satisfaction and job performance. A survey q uestionnaire was _d"“"e'r oped and va.l rdafeld. “qf-’S?"-’-!‘Sion analysis yyqq
to predict and explain the propose ifferent Cooperative Milk industries in Kolhapu,

d relationship from d
Keywords: Employee Engagement, Le

Usg

adership, Organizational Justice, Job Satisfaction and Performany,
e |

Introduction: -
To help managers, different research, scholars, consultants have been contributing lot to get the g,

to managers to improve performance. Today every organization requires more number of employess ‘T
| knowledge & skill. The skillful & knowledgeable employees cay

increased technical as well as professiona
managed in old philbs"ophy. They expect autonomy, satisfaction and recognition. The knowledge workers ey
managed as knowledge economy. The organizational performance is depends on the employees efficieny|

productivity and efficiency & productivity is depends on ability & commitment of employees. Their b

commitment depends on the satisfaction level. Management focus on how to keep employees engaged intheiri
that initiative of improvement which is taken by management cannot be frut

without willful involvement and engagement of employee. By focusing on cmployec engagement organiz:
can creates more efficient productive and effective workforce. The employee engagement is vast cons
individual's investment of his complete selfinto role. Engagees
dual goes above and beyond the call of duty. Asto heigh‘f"#
nal whole. Employee engagemﬂﬂf
d out in Cooperative Milk indust’

Every employer now realized

Employee engagemént is conceptualized as the
and involvement is positive attitude where an indivi
level of ownership and to further the business interest of the organizatio
consider in term of satisfaction and performance. The present study is carrie
Kolhapur. N
The concepti bf engagement has naturally evolved from pas researc
job motivation organizational commitment and trust. All organization thinks that
their work, As the current job market gains momentum, especially for corpora
employee retention with performance has become increasingly difficult. Managers
many challenges to succeed putting their company a head of competitors. Every manag ) are
that this century dcx;:Qnds more efficiency and productivity than any other time in history: Busmes,ses ot '
to increase their performance. TQM, BPR etc. techniques are suggested by many authors by focusi’®
& process improvement and were found helpful in increase organizational performance- ) lsadj“‘;
This article sightsees the evolution of the concept. Secondly, confer the drivers (B9 i

3 . U
engagement, Thirdly, the impact of employee involvement and engagement on Performance an J Fiﬂ’m’

which leads to business out comes like productivity, growth, customer satisfaction and profllﬂbl ) ]
7o S0 ;@employees engaged in their job. f
! & 2 . 8039 5
ce, Chinchwad, Pune Yashomahsan( 15N 2347- B0
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RevieW of Literature:

2.1) Deﬁniﬁon & Review:

The word engage has many meaning and it varies according to situations. It denotes the emotional state of being
involved OF committed. There are differences among, behavior and outcomes in term of engagement. Some
authors has defines employee engagement does not mean employce happiness or satisfaction. [t means Gnotionsl
conitEEs the employee has to the organization and its goals. The International Survey Research (ISR) defines
«Employee Engagement 18 & process by which organizations increase commitment and continuation of its
employees 10 the achievement of superior results”. Kieron Shaw (2005) highlights translating employee potential

into employee performance & business success.

Robinson (2004) defines employee engagement as “a positive attitude held by the employee towards the
organization & its value.” Employee willingness and ability to help their company succeed largely by providing
discretionary effort on a sustainable basis (Perrin's Gobal Work Force Study 2003). This study focus that
engagement 1S influences by many factors which involves both emotional & rational factors relating to work &
work experience. Employee engagement to a positive employee's emotional attachment and commitment
(Demovsek 2008). An engaged employee is aware of business context and work with colleagues to improve
performance within the job for the benefits of the organization.

Engagement is about passion and commitment the willingness to invest oneself and expand one's
discretionary effort to help the employer succeed, which is beyond simple satisfaction with the employment
arrangement Or basic loyalty to employer (Macey & Schinder, 2008). The full engagement equation is obtained by
getting maximum job satisfaction and maximum contribution. Stephen Young distinguishes between job
satisfaction & engagement -c‘ontending that only engagement (not satisfaction) is the strongest predicator of
organizational performance (Human Resource, 2017).

2.2) Importance of Engagement:

Any organization capacity to perform is closely related with the employee to perform 1s closely related
with the employee ability to achieve high performance and better business outcomes. Employee engagement leads
to various advantages to organization; it builds passion, commitment and discipline with organization strategies
and goals. It belps to build up trust and long association with organization. It generates sense of devotion and
makes effective brand ambassadors to employee, which helps business growth & performance in a competitive
environment.

Engaged employees leads to higher service, quality and productivity, which leads to high customer
satisfaction which leads to-increase the sales, which leads to higher level of profit growth. Engagement is
important for managers to cultivate give that disengagement is central to the problem of workers, lack of
commitment and motivation. The research using different resources of engagement has linked it to such variables
asemployee tunover, customer satisfaction, loyalty, safety and to lesser degree productivity and growth of sales &
profit.

2.3) Divers of Employee Engagement:

There are crucial drivers that lead to employce engagement which are common in most business organizations.
H@lwwer, the components and the relative strength of each driver are likely to be depending on the nature, type,
sector of organization and demographic variations in the region. This study attempts to identify the main drivers of

Spih ,_,_Dlpyee engagement within the Kolhapur in Coo Ailk industry context.
: 2 i om‘l SCi, ‘g
it : /8 Y
. : £ : ;
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Ea:?:ilﬁ ::Ihdc rP;o::dur.es: To create a culture of cngz?gement at workplace‘:,-ﬁa systems need to work D and in

_ agerial practices when dealing with employee: The hiring process involves dealing with
f:mployecs starting from the selection process to the end of the contract, by maximizing the person-job fit which is
important for further employee engagement. Work Life Balance in its broadest sense is defined as a satisfactory
level of involvement or 'fit' between the multiple roles ina pcrson‘s life. Performance management that sets
meaningful goals and builds employer-employee trust acts as 2 polistic measure that enhances employee|
engagement. Also, encouraging employee health and safety programs ¢an maximize employees' wellbeing
physically and mentally, which accordingly reinforces employee engagement. Said programs include employee
assistance programs for alcohol and drug addiction, wellness screenings, stress management training, counseling

and safety training.

ii) Training and development:
Demands - Resources. It bears dual importance!t
looked atas ann intrinsic motivator that supports employ
by fulfilling basic human needs such as needs for autonomy,
as an extrinsic motivator, because it provides employees wi
competencies that are applied on the job and are imperative fo
opportunities. Job resources motivate them to dedicate more ener

iii) Appraisal & Motivation: Appraisalisa formal structured system ofm
how and why the employee 1S

t with the scope of job resources as proposed in Job
Training, development and leamning canbe
d enhances individual development plang
and competence. 1t can also be perceiveqd
th tools and resources, as knowledge, skills ang
r employees' goal achievement and career growth
gy and time in their work.
fmeaning and evaluating an employee's job
related behaviour and out come 10 discover present performing on the job and the
employee can perform more effectively in the future so that employee organization and society and all benefit
Motivation is one of most frequently used words in psychology. It refers to the factor which move or activate the
organism, it infer the presence of motivation when other people work towards certain goals. The person ha
motivated to achieve something.
Leadership: Effective leadership behaviour that supports engagement reflected self-awareness,
rmation, transparency, and respectful treatment of employees and organization's standards
of ethical behaviour. Leadership according t0 engagement literature embraces also inspirational motivation, by
o, intellectual stimulation, whereby

which leaders providcmeaning and challenge to assigned employees' work; als
leaders support employees' adaptively and creativity in ablame free context. As a result, employees develop trustin

their leaders and management, and accordingly reciprocate by attempting 10 fulfill their obligations to te
organization by becoming more engaged. Trust in the leader, support and create psychological safety and fret

working environment.

v) Compensation and benefits:
employees' engagement depends on employee's attractiveness 0

after receipt of said rewards and recognition feel obliged to respo
performing employees prefer to be distinctively rewarded and recognized for the outstanding work they &

especially when pay is related to performance. A study demonstrated that the level of rewards and recognition mﬂ{
be an important part of work experience and a strong predicator of engagement when performance re]ﬂifd p
culture prevails at work. In support with the literature, the factor of rewards and recognition remains a sigA"

predictor of engagement.

vi) Organizational justice:
organizational psychologists to re
employees. Ifemployees perceive an o
work and by increasing their engagemen

This variable is consisten
o ambitious employees.
ees' growth an

relatedness,

iv)
communication of info

financial benefits. The level of &

n and benefits, Employes
ment. Tof

ards, and non-

freceived compensatio
nd with higher levels of engage

It involves both financial rew

ice is invented by Wendell Frenc

The term organizational just
which organizatio®

fer to the just, fair and ethical manner in :
rganization is fair and just to them, they will reciprocate by puttin oy
t, in accordance to the exchange ideology: The feclioé a, ot
f the fairness in assigning rewards, resources or.cv?n[bcvha“l

influenced by the predictability and consistency o

punishment at work. Organizational justice is concerned with the ways in which employees determlﬂ‘c‘d var;ﬂblﬁl

been treated fairly in their jobs and the ways in which those determinations influence other jjecs -r-elition‘s W@

It influences employees' attitude and behaviour and consequently their performance and the organiz® ided jpe”
oy ally be U0 " |
ice might acti y

Greenberg's four- factor model of justice proposed that interactional just

factors -
. P f"‘"_"""::_“\\
'//- ke SC \
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; ppurtllﬂity: Recent development in the literature on career has begun to reflect a greater global reach
) (:sreewlcdgcmcnt of an international, global understanding of career. These developments have demanded a
i 0 s understanding of career as it is experienced by individuals around the world. Related issues within
more mcl‘;';crawe include relationship within the career theory and convergence and practices.
the (ormance The overarching purpose of this study is to provide insight into the role that engagement plays
iif) Per ;ships with both job performances. Here we define job performance as the aggregated financial or non-
.1 added value by the employeesin contribution to the fulfillment both directly and indirectly to the targeted
ancl rional goals: Studies have shown that employee engagement has a positive influence on organizational
org ce indicators such as: productivity, employee turnover, organizational commitment, and safety.
pcgfoﬂ"‘:nnot all researchers totally agreed with the idea that employee engagement motivates business success.
Howc\;;;e]y they supposed that there is a reverse connection between organizational performance and
Alte]r:' s’ attitudes; thus, when the organizational performance indexes are high it evokes positive attitudes
cmp ngy workers. Studies showed that engagement is an individual-level construct that needs to impact the
;ﬁgloyw at first, and then follows by affecting the organization at large.
The performance benefits accrued from increased employee satisfaction have been widely

ix) Saﬁsfacﬁon: . ; § i
the academic literature. To list but a few, these include: increased commitment, performance;

dcmunstfated in 3 "
decreased employee turnover, decreased absenteeism. Satisfaction commits embraces a strong belief and

acceptance of the goals and values of the organization; a willingness to exert considerable efforts on behalf of the
organization; and a strong 'tilgsire to continue working with the organization. Satisfaction construct that -
employees' emotional attachment towards their organization; continuance commitment that is the recognition of
costs associated with leaving the organization; and normative commitment which is the moral obligation to remain
with the organization. Employee engagement has developed as a vital constructs in the organizational research on

' behaviour, which promote organizational retention as well as

account of their positive relation with employees
performance. Nevertheless, satisfaction remains the most potential benefit for an organization, as it directly
rtive working

influences how employees perform their jobs and reciprocate with engagement in suppo
environment. i

Therefore, the hypotheses was developed as follows -

1) Thereisassociation between leadership and employee engagement.

2) Thereisassociation between the training & development and employee engagement.

3) Thereis association between appraisal & motivation and employee engagement.

4) Thereis association between career opportunity & employee engagement.
5) There s association between compensation & Bencfits and employee engagement.

6) Thereis association between policies & procedure and employee engagement.

7) Thereis association between justice & employee engagement.

: {10
in rcla
al

24) Conceptual Model:

Qutcomes

Input

Leadership performance

Training & Development

Appraisal & Motivation

Employee
Engagement

Career Opportunity

Compensation & Benefits

Policies & Procedure Satisfaction

Justice

— G 3
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it Milk industry

1
¢ of CDOPM gﬂﬂlyscs tho"’”ﬂh
saﬁgfactiun ang

1) Methodology:

Developing and administrating a questionna
employees in Kolhapur to test the proposed hypotheses in
weightage method, correlation and regression apalysis to as
performance. The analysis was made by using SPSS version 17.

t Was voluntary ang

3.1) Sample: olvem
3 : v .
Before distributing questionnaire, all participants Were declared that their 'tri‘vc o [ndustry working j,
cluded from 4 Cooper® - climiﬂ‘“cd and final s,

secrecy was guaranteed. Total 200 respondents Were

Kolhapur district. However, incomplete responses and not answered qucstir?ns t'r":' the demogfaphic variable,

used for analysis is 95 percentage i.c. 190 samples. The qUCSﬁD"“airc s u‘: es- LcadcrshiP, Training 4
ment and Performance wey,

Gender, Age, Education, Income, Designation and Experience- ingts
Development, Compensation and Benefits, Organiz,ational Justice, Employe® ™" Appraisal and motivation ay
measured by using 5 items each whereas Policies & Producer, Caree? oppo (yert Scalc in answer rang

. : : . 2 five p'Diﬂt L
Satisfaction were assessing by 6 items each. All items were assessed 00 2

from 1 (Strong Disagree)to5 (Strongly Agree).
2) Analysis & Result Discussion: _ ol2
The demographic variables, the age of participants were in the 2B rity in sample 74 percent. S25|
mployees W el
le employces P has post graduate. 36 pcn:m:

years, Compare with male & fema

t

ample has 2 bachelor degree whereas 35 pereen
i evel mana ement. Most of ¢
t whereas 16 percent 10 g b

percent of the s
employees worked in middle Jevel managemen e,
ears and majority ©

employees having experience in the range of 5t015Y

15K to 25K.
To evaluate the prime variable which impacts the €M
din TableNo.1.

used and calculated whichshowe

ire to convenience sampl
model. The collected da-mbles o
sess the impact © 4

1 to 45 ycars with the mean )|

Df Samplﬁs

senior |
f the employee's income in the ranged,

ployee cngagcmcnt the Weighted Average Methodi

Table No.1: Variables Leads to Employee
Engagement
No. | Variables Mean
1| Leadership 3.64
2 | Training & Development 3.54
3 | Appraisal & Motivation 342
4 | Career Opportunity 3.15
5| Compensation & Benefits | 3.55
6 | Policies & Procedure 3.38
e | . — -_—‘—"_,.._-—_-'
7 | Justice 1.57
. . o o
The study shows that most important factor which leads the employee engagement is Leadership W;;:ﬂl
salio””

th 3.55 mean valucs ompem>l
uvﬂllﬂn

praisal and mo
- . Sever

mean val'ues. J’ll.'s‘ticc is on Second rank with mean value 3.57 whereas wi
Benefits is on Third position. On Fourth & Fifth rank Training and developmentand Ap
mean values 3.54 and 3.42 respective. Policies and procedure and Career opportunity are on SIXHh

withmean 3.38,3.15 respectively.
5) Correlation & Regression Analysis:
Table No. 2: Reliability Statistics

B
7/
}/

147- 039

)

Cronbach’s Alpha | N of Ttems
39 2
%
agerent Science, Chinchi#ad, Pune yashomanthan 1SSN 2

\
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hich significantly correlated with performance and satisfaction.

on and Regression analysis is carried out by using SPSS (17.0). Through this analysis, reliability
elopment of relationship between independent and dependent variables, validity of the model and
hypotheses has been carried out. The reliability measures, in term of Cronbach's alpha, reached a

evel of 0.89 as an indicator for adequate internal consistency.
ious results that all different organizational variables are significantly correlated with employee's

In order to examine the

t W
agement ; B ; 2 e
gbabilit}’ of engagement using organizational variable and probability of outcomes (satisfaction and
pc o mance), 8 regression analysis was conducted which results shows in Table No.3.
e Ty Table No. 3: Correlations
T T 1 2 3 4 5 6 7 8 9 10
| Pearson
" Correlation
1. Leaders p_S_ig. (2-tailed)
N 190
Pearson
2. Training & | Correlation i !
Development | Sig. (2-tailed) .086
N 190 190
Pearson - Pt
3. Appmisa! Correlation 739 636 1
& Motivation [ Sig. (2-tailed) 004 001
N 190 190 190
Pearson . . e
4, Career Correlation 641 5230 574 !
Opportunity | Sig. (2-tailed) .000 .007 .001
N 190 190 190 190
Pearson v . o .
e eSI.mlmm Coalation 565 410 .642 628 1
% Bomtts | |Sig. (2-tailed) 000 042 000 000
N 190 190 190 190 190
Pearson AN e o . e
. 5 514
6. Policies & | Correlation 692 631 3 788 31 !
Procedure |Sig. (2-tailed) .000 001 059 _ .000 .000
N 190 190 190 190 190 190
Pearson . co0t 651" 655" 604" 675" 628" |
7. Justice Coerelation
Sig. (2-tailed) .021 .001 507 004 .000 .001
N 190 190 190 190 190 190 190
Pearson o e L
8. Employee | Correlation 642** 574 367 .349** 562 511 655 1
Engagement Sig. (2-tailed) .004 991 .001 001 .000 .059 .507
N 190 190 190 190 190 190 190 190
Pearson e . . o ax
9. Satisfaction Correlation. JJ01** 812 .700** .744** .699** .738** 807 681 1
Sig. (2-tailed) .000 .001 .000 000 .000 .000 .000 .000
N 190 190 190 190 190 190 190 190 150
Pearson
10. . . o . . . P
Petfoesuneg | Comsiaion T20%* 7817 710%* .733¢ 674%% 734% 743*% 709*¢ 807** 1
Sig. (2-tailed) .000 .000 .00l ,000 .000 .000 .000 .000 .000
. — N 190 190 190 190 190 190 190 190 190 190
.',Comm“fn is significant at the 0.05 Jevel (2-1ailed).
L Correlation is significant at the 0.01 level (2-tailed).

—
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Employee

anizational justice has the strongest predictive power o femployee
have proved to be significant at 1 percent level , 5 B&g%
r of employee engagement. It can clarify B0 tg:m%

Tt tr explains with 57.4% of ifg tou;;o s,
: : jcator was 1ra - 7 o
" ccs,ti lrddp;:::ﬁiso;ppear on Fourth position with 56.2% whereas policies and Proce dure a:,%
Compensation an

. i isal and motivation and career Opportun; o,

i i | variances. Finally appraisa . i v

place with 51.1% of its total varl ofits total variances. In addition, employee cngagemf’mapp m}k

9% of its total variances whereas perfbrmim% GXpla%bQ

ngest association between satisfactiop ang pe:;‘s hy
0

It can be concluded that org 5

5% of the total variances which

second important predicato
ining and development

it can prove 65.
Leadership was the

close predictive power 0f 36.7% and 34.9% l
predicator for satisfaction, where it can express 68..
of its total variances. It also indicates that there 15 Stro

which have proved by 80.8% of its total variances.

Table No. 4 : Model Summary ° ﬁ
Change Statistics

Mode R R | Adjusted | Std. Error of the R Sinars ¥

1 Square | R Square Estimate Change |Change

dfl | di2

1 |[.926'| .877 842 2.004 .032 6293 | 1 [ 12 ’
a. Predictors: (Constant): Leadership, Training & Development , Health & Safety, Appraisal & MDtiVation, ‘
Career Opportunity, Compensation & Benefit, Policies & Procedure , Justice. {

b. Dependent: Employee engagement E ,

Through the regression analysis total 84.2 percent employee engagement (outcomes) depends upon
independent variables i.e. justice, leadership, training and development, compensation, policies and Procedm'!
appraisal and motivation and career opportunity which shows in Table No.4 ,f

!

Table No.5 : Coefficient®
i Standardized
Model Unstandardized Coefficients Coefficients T Sig.
B Std. Error Beta
Leadership .030 103 570 288 | 777 |
Training & Development 323 .163 498 1.984 | .064
Appraisal & Motivation 336 190 384 L773 | 094
1 | Career Opportunity 270 114 378 2377 | 030
Compensation & Benefits 420 72 .606 1.279 | 218
Polices & Procedure 992 151 421 6.551 | .000
Justice 421 138 .689 2112 | .042
(2 !)el:l_eL ndent Variable: Employee engagement

Ii,e:d?rship has strong association with employee engagement which indicates by 57% if effective leadersh?
ehaviour Ihi'it Supports engagement reflected se
ethical behaviour. The analysis shows that hypoth

i ich S
en dealing with employee. It indicates that HYP"‘he?']s in 94
Ye¢ eigagement by 68.9% if they have been treated -falrh{}ws e
other work-related variables. The analysi*® |

b

-
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gslon:
dy focuscs (he significance of employce engngement and clamsifies the key divers that have

(. 1t nlso shows that employce engagement urbitrates the relationship between independent

cw"l)lsﬂl

This st¥

ni
pact © : . R
dent outcomes within the Cooperative Milk industry in Kolhapur district, Therefore the

sfaction and performance in relinble with engagement variables and concern

oR

im
, ifjcant!
sigh’
. bles and depen '
yar i (io“bc‘wccn cngugcmcnl,suh
0
pss0!

modds‘
Regre

56 cond hi ghestp

. Kolhapur district : ; : .
in \erized bY social democracy. Peoples are having duel income mainly on agriculture and service. Employee
charac ¢

e that life is built around a group, and way in which the justice and leader relates to the group is important,
e ial exchange theory argues that relationship at work evolve over time into trusting, loyal and commitment
:::gcas all parties involved take by mutuality rules. Empirical leadership rescarch has provided evidence that a
itive relation exists between cffective leader behaviour and followers' attitude and behaviour related with
engagement. It supported the existence of a positive relationship between effective leadership vision and
employees i performing their jobs. Training and development (57.4%) and compensation and benefits (56.2%)
ranked the third and four predicator of employee engagement. Followed by on fifth and sixth rank were policies

«sjon analysis indicates that justice has the highest predictive power (65.5%) and lcadership (64.2%)

redictor of employee engagement amongst the rescarched sample of Cooperative Milk industry
The culture of Kolhapur district is different than the other district of Maharashtra, has been

. and procedure and appraisal and motivation with 51.1% and 36.7% respectively. Career opportunities scored the

[east predicative factor influences employee engagement (34.9%). In addition employee engagement has a strong
impact on satisfaction (68.1%) and performance (70.9%). Also it proves that a satisfied employees are more
productive with score 80.7%.

These results are in mark with some issues of work policies and procedure and lack of practices and the
working environment in Cooperative Milk industry in Kolhapur. Some of issues are —selection and recruitment of
employees, low level of pay scale, performance values, proper training and development programs as well as
facilities. '

Conclusion:

The literatures indicate that employee engagement is closely related linked with organizational
performance. There is a need for academia to investigate the new philosophy and come up with clear concept and
dimensions that well be used for measuring employee engagement justifying the importance of engagement.
Thereisno generally accepted definition for employee engagement. However, there is growing consent among the
3-“’-.501‘5 that the construct is distinguishable form related concepts in management — employee commitment, job
:;ii:i‘;;@d Ofgaf?imtionzf] bchav.iour. Employee cngagenl’lcnt is a positive attitude held by employecs towards
ol “1011 and its working environment. Results (?fvajnous researches suggest their own strategies in order
timage me;i:a)]:‘-_?S engaged. Employee eng.agc'mcnl is dwcrs‘- performance by retention, loyalty, safety and
ployees gng c],:,ty Tthcfore, today organizations should actively 100.]( forward to satisfy the cxpeclan’o?s of

ate an impact on the performance of employees, which helps to improve the organizational

pﬂ’fommn :

ce » . ; e .

Commyn; I competitive business environment. In this article some of strategies were suggested — (wo way
Ulication, 5

SYstem, i, Centive
Work tg contribyte

ppropriate training program, opportunities for development to keep employees, feedback

programs and socio-corporate culture. Engaged employees care about their organization and
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4 Abstracy

. Since 2014, the Government of India has taken Major initiatives namely, Digital India, Make in India,
Skill India. The top 20 countries in the internet by number of users, India is on ranks 3", The Indian e-

commerce market is set to overtake the US and become the second largest in the world in less than two
decades, going head-to-head with Ching for the number one position, The e-commerce has directly
¢ impacting the MSME India by p_r_‘oviding means of financing, technology etc. and has & favorable
: : ‘ : eport said the e-commerce market is expected to grow
| exponentially with emerging inatfkets leading the charge -particularly India. Indian E-commerce is at
- an all-time boom and is growing exponentially each year. Marketers monitor cus;omér-satisfaction in

. order to determine how to wincrease their customer base, customer loyalty, revenue, profits, market share
L and survival. ; : o i i i SRt e

kg

-75 Key Words: E—Commerce,iTec’hﬂdlogy,
INTRODUCTION N |
{ E-Commerce is gaining momentum globally with Asian

Customer, Satisfaction, Percéj:tio‘ri:Mdr:ketingMii S

nnovations like digital payments, hyper-local logistics,
analytics driven customer engagement and digital

¢ cconomies. E-commerce in India is growing at a fast pace with
an estimated size 0f43.8%. As per the internetworldstats.com-
- the top 20 countries in the intemnetby number of users, India

{ commerce that rotate the Indian e
{ broadband In

pected to grow to

India has taken major

ndia, Start-up India,
Fu timely and effective
‘programs will likely support the e-
the country, RBI has decided to allow
truments (PPIs) digital wallets, prepaid
‘phone top-up cards also Aadhar based

forces in Indian e

6. The e-commerce

 the key to survival

advertisements willlikely support the growthinthe sector. The

e-commerce industry been directly impacting the micro, small

~ & medium enterprises (MSME) in India by providing means

of financing, technology and training and has a favorable

 cascadingeffecton otherindustriesaswell. =

In spite of the robust growﬂ1, the ecommerce industryis still in
a nascent stage with significant e- commerce ventures being
started by young first-time entrepreneurs. The e-commerce

 industry in India lags various developed and developing parts.

From the beginning of the “customer service revolution”

) almost 30 years ago, a body of business research has focused
SEFRIE S G T T A AT PR SRR b R e e el L iy

on post purchase ;1;:_9@@5;9;1; of consumer. Many marketers,
~ business consultants

nd others have worked to identify the
characteristics of organizations that consistently give pleasure

o their customers and to build up apparatus for monitoring

customer satisfaction, Although greater profit is the primary
motive, exemplary businesses focus on the customer and
his/her experience with the organization. arketer takes the
efforts to make their customers delight atisfaction as
ey to survival and profit. By providing superior value
require the crganisation to do a better job of anticipating and

reaching to the customer needs than the competitor. Therefore,
understanding what makes customer in general buy and what
makes your customer in particular buy is a vital part of
business success. Consumer’s reactions to the marketing

strategy determine the organization success or failure. In the
competitive apv@%mtforgégizaﬁgﬂ“% §u,rv1ve only by
offering more customer value. Marketers monitor customer

)
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satisfaction in order to determine how to increase their
customer base, customer loyalty, revenue, profits, market
share and survival, :

REVIEW OF LITERATURE

In today’s world business use online trading as one of the
major marketing tools to increase their revenues and capture
maximum share of the market in a quick and effective way.
Indian ecommerce market is growing with a speed pace as
compared to other developed global online markets. It is
~ important to know the positive and negative influencing
factors behind Indian online actual behaviors. Chanana and
Goele (2012) define that “E-commerce is the use of electronic

communications and digital information processing

technology in business transactions to create, transform, and
redefine relationships for value creation between or among
organizations, and between organizations and individuals.”

Gupta (2014) clarify a comprehensive definition of
ecommerce and isolated it from e-business also studied the

various models of e~commerce, Das & Ara(2015) observe that
there has been a tremendous surge in the volume of investment in
this sector. Anderson (2011) found how Indian E-Commerce
marketis growing overcoming the payment challenges.
Amar (2011) discussed about different chall
E-Commerce market. A blog was
~ challenges for Indian E- co
- was being carricd on buying be
 shoppers. Gupta (2012) analyzes di
 approaches to influence customer beha
got el MO opp

~ the e-customers. :
Figure 1 showing Conceptual Fr
~ (Model) ofthe Study i

information quality, website intellgey . (
that positively affect customer Satisfyey i,
suggest that consumer loyalty i, By gﬂ_.ku :

“strongly and positively inﬂuen(;ed by

satisfaction. Brilliant and According ‘°Sy %,
et al. (2014), higher custome, saﬁu}m
ecommerce can bring substantia] benet, aqut
repeat purchase, good word of mouh, ¢
increase, Jie et al. (2015) emphagjze'that’ﬂ ke
main criteria for strengthen the re] aﬁﬁﬁ%}ﬂ?ﬁ;
e-retailers and delivery service Providers e

e

i
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